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Introduction 

The Customer Service Strategy Statement is part of the 
Health Service Executive’s (HSE) ongoing development 
programme, in relation to Quality Customer Service. 
The Customer Service Strategy Statement is based on 
the Principles of Quality Customer Service, adopted 
by the Government. 

In dealing with all of our customers, the HSE will adhere 
to the ‘Twelve Principles of Quality Customer 
Service’ as set out in the Strategic Management 
Initiative 2000.  

The Strategy Statement sets out the actions that the 
HSE will take, over the coming years, to give effect to 
these principles and also further develop the HSE’s 
capabilities in delivering the highest quality service to 
its customers. Whilst the strategy will set out the 
actions, the business plan will state how this will be 
done and how this will be measured. 

Critical to the development of this Strategy Statement 
has been an analysis of customer feedback from 
individual services over the past few years. 

The central principle of the Strategy is to integrate 
services around the customer, which take account of 
best practices and standards of leading customer 
service organisations both nationally and internationally.  
The HSE Strategy Statement was developed by 
Consumer Affairs in consultation with P.C.C.C., N.H.O. 
Office, Partnership and the Department of Health and 
Children.  The HSE Action Plan will follow on from this 
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Statement, which will give further details on how the 
HSE will implement its Customer Care Charter, 
underpinned by the 12 Principles of Quality Customer 
Service.  This Action Plan will be developed in 
conjunction with the aforementioned parties and with 
extensive input from the Consumer and Consumer 
Representation groups. 

The overall aims of the Customer Service Strategy 
Statement are set out below, whereby the HSE will 
aspire to: 

 Further promote and develop a strong customer 
service culture throughout the organisation 

 Improve the quality of services, to make them 
responsive to the needs and preferences of 
customers 

 Equip staff with the skills, information and 
supports to fulfill customer service objectives 

 Develop participative structures and fora where 
customers’ views and opinions can be valued 
(e.g., patient advisory panels and regional health 
fora) 

 Ensure that customers are informed about 
services and entitlements. 
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Who are our Customers? 

The HSE takes account of the rich diversity of people in 
our society whether defined by age, colour, race, 
ethnicity or nationality, religion, disability, gender or 
sexual orientation that may have different needs and 
concerns. 

Some examples of our customers include: 

 People who use health and personal social care 
services as patients. 

 Carers, children, parents and guardians. 

 Organisations and communities that represent the 
interests of people who use health and personal 
social care services; i.e.,  the General Public, 
Internal Staff, Government Bodies, Voluntary 
Agencies, Media, Professional Bodies, Public 
Representatives, Public Servants, Special Interest 
Groups and Trade Unions. 

 Members of the public, and communities who are 
potential recipients of health promotion 
programmes and social care interventions. 
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Principles of Quality Customer Service 

1. Quality Service Standards: 

We will publish a statement that outlines the nature and 
quality of service, which customers can expect, and 
display it prominently at the point of service delivery. 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 ensure that customers are appraised of the 
Customer Care Standards 

 ensure that staff are trained to implement the 
Customer Care Standards 

2. Equality and Diversity: 

We will ensure the rights to equal treatment established 
by equality legislation, and accommodate diversity, so 
as to contribute to equality for those groups covered by 
the equality legislation (under the grounds of gender, 
marital status, family status, sexual orientation, 
religious belief, age, disability, race and membership of 
the Traveller Community). 

We will identify and work to eliminate barriers to access 
to services for people experiencing poverty and social 
exclusion, and for those facing geographic barriers to 
services. 

Principles of Quality Customer Service 
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Strategic Objectives: 

The HSE will: 

 promote awareness of equality and diversity 
among staff and will provide services in a 
culturally sensitive and appropriate manner 

 improve access to services to those experiencing 
social exclusion due to poverty or social isolation 

3. Physical Access: 

We will provide clean and accessible facilities to protect 
the customer’s privacy, and to comply with occupational 
and safety standards.  Access for people with 
disabilities, older people and others with specific needs 
will be accommodated. 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 continue to improve the standard of 
accommodation for service delivery locations 

 continue to improve the accessibility of current 
accommodation. 
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4. Information: 

Using a variety of media, we will take a proactive 
approach in providing information that is clear, timely 
and accurate, and is available at all points of contact.  

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 provide up to date accurate user friendly 
information 

 ensure that the method of distributing information 
meets the needs of customers 

 leverage new technologies to make information 
more readily accessible 

5. Consultation and Evaluation: 

We will engage in meaningful consultation with, and 
participation by, the customer in relation to the 
development, delivery and review of services.  

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 develop a clear framework which ensures that 
service development and delivery is informed by 
meaningful consultation with the customer; 

(internal and external) 
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 continue to implement an accountability 
framework and performance measurement at a 
service and organisational level 

6. Timeliness and Courtesy: 

We will deliver quality services with courtesy, sensitivity 
and the minimum delay, fostering a climate of mutual 
respect between provider and customer. 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 commit to providing a high quality service 

 conduct regular Customer Satisfaction Surveys to 
assess performance 

7. Complaints: 

We will maintain a well publicised, accessible, 
transparent, and simple to use system of dealing with 
complaints about services. 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 comply with the provisions of Part 9 of the Health 
Act 2004 

 ensure that complaints procedures uphold and 
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protect the rights of customers and staff 

 ensure that customers and staff are aware of and 
familiar with the HSE’s complaints procedure 

 monitor policy issues arising from complaints, 
positive feedback, comments and suggestions 

8. Appeals: 

We will maintain a formalised, well-publicised, 
accessible, transparent and simple-to-use system of 
appeal/review for customers who are dissatisfied with 
decisions in relation to services. 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 ensure that customers and staff are aware and 
familiar with the HSE’s Appeal/Review processes 

 address any issues that may arise in the 
interpretation or implementation of legislation 

9. Choice: 

We will provide choice, where feasible, in service 
delivery including payment methods, location of contact 
points, opening hours and delivery times. We will use 
available and emerging technologies to ensure 
maximum access and choice, and quality of delivery. 

Principles of Quality Customer Service 
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Strategic Objectives: 

The HSE will: 

 aim, where feasible, to provide service users with 
real choices as regards opening hours and service 
delivery times 

 promote maximum access and choice through the 
use of available information communications 
technologies (I.C.T.) 

10. Official Languages Equality: 

We will provide services through Irish and/or bilingually 
and we will inform customers where possible, of their 
right to be dealt with through one or other of the official 
languages.  

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 comply fully with the provisions laid down in the 
Official Languages Act 2003 

 develop a framework document which ensures the 
implementation of the legislation 



 

 

Page:10 

Health Service Executive:  
Customer Services Strategy 

11. Better Co-ordination: 

We will foster a more co-ordinated and integrated 
approach to delivery of health and personal social 
services 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 improve people’s experience of services and 
outcomes, through developing, changing and 
integrating services in line with best practice 

 continue to promote opportunities to enhance and 
develop partnership arrangements with agencies, 
sectors and others 

 further develop and implement national strategies 
and initiatives to provide high quality, integrated 
health personal and social services 

12. Internal Customer: 

We will ensure that all staff are recognised as internal 
customers and that they are properly supported and 
consulted. 

Principles of Quality Customer Service 

Strategic Objectives: 

The HSE will: 

 continue to comply with the Information and 
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Consultation Agreement 2006 for the Health 
Service 

 continue to comply with the principles of 
partnership working as set out under the relevant 
Partnership Agreement  

 ensure that staff are consulted on service delivery 
issues 
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