GEARAIN CHUIG OIFIG AN CHOIMISINEARA TEANGA
COMPLAINTS TO THE OFFICE OF AN COIMISINEIR TEANGA

Déilealann an Coimisinéir Teanga le gearain 6 dhaoine
den phobal a mbionn deacracht acu teacht ar sheirbhisi i
nGaeilge 6 eagraiochtai stait. Ta na seirbhisi a bhfuil
dualgas ann iad a sholathar i nGaeilge leagtha amach in
achtachain éagsula, ar a n-airitear sraith d’Achtanna
Oireachtais (e.g. Acht na dTeangacha Oifigiula),
rialachain, scéimeanna, ordachain, ionstraimi reachtula,
etc. Ta foilseachain ar leith ar fail ina ndiritear ar Usaid na
Gaeilge i seirbhisi sonracha i.e. sna cuirteanna agus ar
chomharthai trachta (féach ar www.coimisineir.ie).

Ceapann an tUachtaran an Coimisinéir Teanga do
thréimhse 6 bliana ar chomhairle an rialtais tar éis don
Dail agus don Seanad ruin a rith ag moladh an
cheapachain. Is oifig reachtuil, neamhspleach i Oifig an

Choimisinéara Teanga.

An Coimisinéir Teanga deals with complaints from
members of the public who have difficulty accessing the
services of state organisations in Irish. The services
which state organisations are required to provide in Irish
are set out in various enactments, including a range of
Acts of the Oireachtas (e.g. the Official Languages Act),
regulations, schemes, orders, statutory instruments, etc.
Separate publications are available which deal with the
use of Irish in specific services i.e. in the courts and on
traffic signs (see www.coimisineir.ie).

An Coimisinéir Teanga is appointed for a 6-year term by
the President on the advice of government following
resolutions in the Dail and Seanad approving the
appointment. The Office of An Coimisinéir Teanga is an
independent statutory office.

An Coimisinéir Teanga
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| measc na n-eagraiochtai stéit a bhfuil dualgas orthu seirbhisi airithe a sholathar i nGaeilge, ta ranna agus
oifigi rialtais, udarais aitiula, institividi trit leibhéal, gniomhaireachtai stait, an HSE, na Coimisinéiri loncaim, an
Garda Siochéna, CIE, an Post, an tSeirbhis Chuirteanna, etc. Is ionduil nach mbionn aon dualgas reachtuil ar
chuideachtai na ar eagraiochtai priobhaideacha seirbhisi a sholathar i nGaeilge.

Seirbhisi

Caithfidh eagraiochtai stait bunseirbhis a sholathar i
nGaeilge. Airitear anseo freagrai a thabhairt i nGaeilge ar
litreacha n6 riomhphoist i nGaeilge, croidhoiciméid airithe a
fhoilsit go comhuaineach i nGaeilge agus i mBéarla, uséid
cheart na Gaeilge a chinntit ar chomharthaiocht,
staiseandireacht agus ar chora poist, etc.

Téa dualgas ar eagraiochtai stait ar leith seirbhisi breise a
sholathar i nGaeilge chun cloi le reachtaiocht airithe
agus/noé le scéimeanna reachtula teanga. D’fhéadfadh
solathar na seirbhisi seo a leanas i nGaeilge a bheith san
aireamh — seirbhisi teileaf6in & cuntair, foirmeacha iarratais,
bileoga eolais, suiomhanna gréasain & seirbhisi
idirghniomhacha ar line. D’fhéadfadh éagsulacht a bheith
idir na seirbhisi seo 6 eagraiocht go heagraiocht né 6
réigiun go réigiun, ceantair Ghaeltachta san aireamh. Tugtar
eolas ar na seirbhisi a bhfuil dualgas ar eagraiochtai stait
iad a sholathar i nGaeilge ar an suiomh gréasain
datheangach www.coimisineir.ie.

Gearain

Ma ta duine den phobal mishasta leis an leibhéal seirbhise i
nGaeilge ata ar fail 6 eagraiocht stait, d’fhéadfadh sé/si a
fhiosru cé acu an bhfuil né nach bhfuil dualgas ar an
eagraiocht an tseirbhis sin a sholathar i nGaeilge. Is féidir é
seo a dhéanamh leis an eagraiocht i féin nd go
neamhspleach leis an gCoimisinéir Teanga.

Mura féidir gearain maidir le solathar seirbhisi i nGaeilge a
réiteach go direach idir an duine den phobal agus an
eagraiocht stéit, ta sé de cheart aige/aici an gearan a chur
ar aghaidh chuig an gCoimisinéir Teanga.

Is féidir &€ seo a dhéanamh i nGaeilge n6 i mBéarla tri
ghlaoch ar 1890 504 006 (uimhir iosghlao), tri iomhphost a
sheoladh chuig eolas@coimisineir.ie, tri leas a bhaint as an
bhfoirm ghearain ar line ag www.coimisineir.ie, trid an
bpost chuig: An Coimisinéir Teanga, An Spidéal, Co. na
Gaillimhe, né trid an bhfacs chuig (091) 504 036.

Services

State organisations must provide a basic level of service in
Irish. This includes replying in Irish to letters or emails in
that language, publishing certain core documents
simultaneously in Irish and English, ensuring the proper
usage of Irish on signage, stationery and mailshots, etc.

Certain state organisations are obliged to provide additional
services in Irish in line with specific legislation and/or with
statutory language schemes. These services may include
the provision of telephone & counter services, application
forms, information leaflets, websites & online interactive
services in Irish. Such services may differ from organisation
to organisation or from region to region, including Gaeltacht
areas. Information on the services to be provided in Irish by
state organisations may be found on the bilingual website
www.coimisineir.ie.

Complaints

If a member of the public is unhappy with the level of
service in Irish available from a state organisation, he/she
may wish to establish whether or not the organisation in
question is obliged to provide that service in Irish. This may
be done through the organisation itself or independently
through An Coimisinéir Teanga.

If complaints about the provision of services in Irish cannot
be resolved directly between the member of the public and
the state organisation, he/she has a right to refer the
complaint to An Coimisinéir Teanga.

This may be done in Irish or in English by phone to 1890
504 006 (Lo-Call number), by email to eolas@coimisineir.ie,
by using the online complaint form at www.coimisineir.ie,
by post to An Coimisinéir Teanga, An Spidéal, Co. Galway
or by fax to (091) 504 036.



The state organisations which must provide certain services in Irish include government departments and
offices, local authorities, third-level institutions, state agencies, the HSE, the Revenue Commissioners, An
Garda Siochana, CIE, An Post, the Courts Service, etc. Generally, private companies and organisations are
not required by legislation to provide services in Irish.

Préiseail Gearan

Feidhmionn an Coimisinéir Teanga mar ombudsman
neamhspleach chun gearain maidir le seirbhisi stait i
nGaeilge a réiteach. Nil aon chostas ar an tseirbhis seo.
Ma dhéantar gearan leis an gCoimisinéir Teanga, eisitear
admhail agus déantar an t-abhar a scrddu go cuaramach.

Ma dhealraionn sé go bhfuil bunus leis an ngearan, téann
an Coimisinéir Teanga i dteagmhail leis an eagraiocht stait
lena mbaineann agus déantar iarracht i dtosach an cheist a
réiteach go neamhfhoirmiuil, mas féidir agus mas cui. Is
ionduil go ndéantar é seo tri oifigeach ainmnithe (i.e.
oifigeach Gaeilge) ma ta a leithéid aitheanta san eagraiocht.
Mura bhfuil, d’fhéadfadh sé go gcuirfi an cheist faoi bhraid
cheann na heagraiochta.

Déantar gach gearan ar leith a mheas as féin. Nil aon riail
ar leith ann maidir leis an mbealach ina mbaintear réiteach
inghlactha amach. Mas ri-léir go bhfuil sard dualgais ann,
d’fhéadfadh sé go mbeadh leithsceéal leis an duine a rinne
an gearan mar chuid den réiteach chomh maith le
gealltanas go gcuirfi cérais i bhfeidhm le cinntiu oiread
agus is féidir nach dtiocfadh an t-abhar a bhi ina chnamh
spairne chun cinn aris.

I gcomhréir leis an dea-chleachtas idirnaisiunta, diritear ar
shubstaint an ghearain seachas ar an ngearanach (i.e. ar an
teachtaireacht seachas ar an teachtaire). Is ionduil nach
dtugtar sonrai pearsanta an ghearanaigh don eagraiocht
stait ach amhain lena c(h)ead agus sa chas nach féidir an
gearan a réiteach da n-uireasa.

De ghnath, tugtar 10 Ia oibre don eagraiocht stait teacht ar
réiteach neamhfhoirmidil. Mura féidir an gearan a réiteach
go neamhfhoirmiuil, d’fhéadfadh an Coimisinéir Teanga
imscrudu reachtuil foirmidil a thionscnamh.

Processing of Complaints

An Coimisinéir Teanga functions as an independent
ombudsman to resolve complaints in relation to state
services in Irish. There is no charge for this service. If a
complaint is made to An Coimisinéir Teanga, it is
acknowledged and the matter is examined carefully.

If there appears to be a basis to the complaint, An
Coimisinéir Teanga contacts the state organisation
concerned and initially attempts to resolve the matter
informally, if possible and if appropriate. This is generally
done through a designated official (i.e. Irish language
officer) if such a position exists in the organisation. If not,
the matter may be addressed to the head of the
organisation.

Each complaint is considered on its own merits.

There is no hard and fast rule as to how an acceptable
resolution is achieved. If a breach of obligation is

readily established, the resolution may involve an apology
to the member of the public and an undertaking to put
systems in place to ensure as far as is possible that the
matter complained of will not arise again.

In line with international best practice, the focus is on the
substance of the complaint rather than on the complainant
(i.e. the message rather than the messenger). Generally, the
complainant’s personal details are only revealed to the
state organisation with his/her permission and only where it
is necessary to resolve the complaint.

Usually, the state organisation is given 10 working days in
order to achieve an informal resolution. If the complaint
cannot be resolved informally, An Coimisinéir Teanga may
initiate a formal statutory investigation.




Imscruduithe Foirmiula

Le linn imscrudu foirmidil, iarrtar ar an eagraiocht stait freagra
mionsonraithe faoin ngearan a sholathar mar aon le taifid, eolas
agus comhaid chui. D’fhéadfadh sé go n-iarrfai ar dhaoine ar
leith eolas & bhéal a thabhairt.

Is ionduil go ndéantar an chumarsaid maidir le himscruduithe
foirmiula reachtula i scribhinn agus i nGaeilge idir ceann na
heagraiochta stait agus an Coimisinéir Teanga. Cé gur faoin
gCoimisinéir Teanga ata sé na nésanna imeachta is cui leis a
leagan amach d’imscruduithe, leantar an préiseas seo

de ghnath:

e Bionn ar an eagraiocht stait an t-eolas abhartha ar fad a
sholathar don Choimisinéir Teanga, laistigh de 3 seachtaine
go hionduil.

e Tar éis don Choimisinéir Teanga an t-eolas a scrudu,
d’théadfadh sé eolas breise a lorg, ar a n-airitear eolas 6
bhéal.

e Nuair atd na sonrai cui ar fad tugtha, d'fhéadfadh an
Coimisinéir Teanga dréacht-tuarascail a eisitint, mas cui, rud
a thugann deis don eagraiocht stait cruinneas an eolais a
dheimhniud. Ni bhionn fionnachtana na moltai san aireamh ina
leithéid de dhréacht-tuarascail.

e Tar éis an t-imscridu a chriochnl agus an cheist ata faoi
chaibidil a bhreithniu, eisionn an Coimisinéir Teanga tuarascail
chriochnuil don ghearanach, don eagraiocht stait agus don
Roinn Gnéthai Pobail, Comhionannais agus Gaeltachta.
Bionn cinneadh (fionnachtana) agus moltai an Choimisinéara
Teanga maidir leis an ngearan san aireamh sa tuarascail sin.

e s féidir achomharc a dhéanamh chuig an Ard-Chuirt ar

phonc dli i gcoinne chinneadh an Choimisinéara Teanga
laistigh de 4 seachtaine.

e Ma theipeann ar an eagraiocht stait na moltai a rinneadh ina
leithéid de thuarascail a chur i bhfeidhm laistigh de thréimhse
réaslnach ama, is féidir leis an gCoimisinéir Teanga é seo a
thuairiscit chuig Tithe an Oireachtais.

Formal Investigations

During a formal investigation, the state organisation is asked to
provide a detailed response to the complaint and also to
provide access to appropriate records, information and files.
Individuals may be required to provide information orally.

Communication in formal statutory investigations is usually
conducted in writing and in Irish between the head of the state
organisation and An Coimisinéir Teanga. While the procedures
for conducting investigations are such as An Coimisinéir
Teanga considers appropriate in all the circumstances of the
case, generally the process is carried out as follows:

e The state organisation is required to provide all relevant
information to An Coimisinéir Teanga, normally within 3
weeks.

e Having examined the information provided, An Coimisinéir
Teanga may seek additional information including oral
information.

e  When all relevant details have been provided, An
Coimisinéir Teanga may, if appropriate, issue a draft report
which allows the state organisation to validate the
information. Such a draft report does not contain findings
or recommendations.

e Having completed the investigation and considered the
matter in question, An Coimisinéir Teanga issues a full
report to the complainant, to the state organisation and to
the Minister for Community, Equality and Gaeltacht Affairs.
This report includes the decision (findings) and
recommendations of An Coimisinéir Teanga in relation to
the complaint.

e The decision of An Coimisinéir Teanga may be appealed to
the High Court on a point of law within 4 weeks.

e [f the state organisation fails to implement the
recommendations made in such a report within a
reasonable time, An Coimisinéir Teanga may report this to
the Houses of the Oireachtas.

Is achoimre shimplithe é seo ar an bproiseas gearan a
bhfuil minit iomlan tugtha ina leith in Acht na dTeangacha
Oifigiula 20083. San fhoilseachan seo, ciallaionn an
Coimisinéir Teanga, de réir mar a éilionn an comhthéacs,
Oifig Choimisinéir na dTeangacha Qifigila a bunaiodh le
reachtaiocht né sealbhdir reatha na hQifige sin.

This is a simplified overview of the complaints process
which is outlined in full in the Official Languages Act
20083. In this publication An Coimisinéir Teanga means,
as the context may require, Oifig Choimisinéir na
dTeangacha Offigiula as established by legislation or the
current holder of that office.
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