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1. Introduction

The Official Languages Act 2003 (OLA) places obligations on Revenue and other
public bodies in relation to the provision of services through Irish. Regulations have
been made under the Act regarding the use of Irish on stationery, signage and
recorded oral announcements.

Two Irish Language Schemes have been approved for Revenue under the OLA. The
first covered the period 2005-08 and the second covered 2013-16. The schemes are
available on www.revenue.ie. A new scheme is currently being developed which will
cover the period 2016-2019.

2. Revenue’s commitment to the provision of an Irish service

Revenue fully supports the entitlement of taxpayers to be dealt with in Irish and offers
a comprehensive range of services through Irish to any person or business that wishes
to conduct their affairs with us exclusively through the Irish language, once they elect
to do so.

Our Customer Service Standards include a commitment to provide a service to any
customer who wishes to conduct their business through the medium of Irish. The
same standards apply to the delivery of services in the Irish and English language.

The following material is either exempt from or not required to be published under the
Freedom of Information Act 2014.

[...]

3. Notification of customers’ language preference

Revenue offers a comprehensive range of services in Irish to any person or business
that wishes to conduct their tax affairs exclusively through the Irish language. Note:
customers cannot cheose to operate certain taxes through Irish and others through
English.

In order for Revenue to provide these services we need.to be aware of a customer’s
language preference and customers must notify Revenue of their preference. New
customers are advised of the availability of a service through Irish at the point of first
contact with Revenue. This generally occurs when an individual is registering as a
PAYE employee or setting up a business.

The following material is either exempt from or not required to be published under the
Freedom of Information Act 2014.

[..]

Customers can also advise us of their language preference by contacting their local
Revenue office.

When customers have indicated their language preference, all future correspondence
and output will be issued in the language of choice.
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Currently, some 3,800 customers have elected to deal with their tax affairs exclusively
in Irish.

Staff should note the following.

e Information regarding ‘Conducting your Business with Revenue through Irish’
is available on the Revenue website. This webpage includes links to
Revenue’s Irish language schemes for 2005 -2008 and 2013 —2016.

e Revenue’s tax processing system (ITS) produces Irish versions of the vast
majority of forms and letters, to customers who have indicated their preference
for Irish versions.

e  Irish versions of standard letters are available, and are provided for new areas
of work as they arise, for example those associated with LPT/ Household
Charge follow-up letters.

e A DebtManagement Unit specifically to deal with compliance for Irish cases
and progress cases to enforcement, where required, has been established in the
Collector-General’s Division.

e Compliance/audit interventions through Irish, for customers who have elected
to deal with.their tax affairs through Irish, will be gradually extended during
the lifetime of Reévenue’s Third Language Scheme which will cover the period
up.to mid-2019."In order to deliver on this future commitment it is planned
that compliance interventions for customers who have elected to deal with
their tax affairs through Irish-will, in due course, be managed and serviced by
the Galway District in the BMW Region. It will take some time to set up and
resource this.centralised Irish Unit. In the meantime, standard compliance
letters and templates will be translated into Irish and will be available on the
Gaeilge Wiki page on RevNet.

4. Identifying Irish cases on Revenue’s systems

The following material is either exempt from or not required to be published under the
Freedom of Information Act 2014.

[...]

5. Legal requirements under the OLA
There are specific legal requirements relating to_the following;:

o correspondence and communication by post, fax or email

o stationery and signage

o recorded oral announcements

e corporate publications, press releases and advertising campaigns
o service through Irish for telephone callers

e service for personal callers to public offices

e provision of a range of forms and leaflets in the Trishilanguage

o information on the website

o online services
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5.1.  Correspondence and Communications by post, fax or email

There are specific legal obligations regarding correspondence received from and
information issued to customers.

5.1.1. Correspondence/communication initiated by customers

Communication initiated by the public in an official language must be replied to in the
same language. This means that:

e all correspondence received from a person in Irish, either by post, fax or e-
mail, must be replied to in Irish regardless of whether they are received from
an Irish marked case;

e all correspondence received from a person in English, either by post, fax or e-
mail, must be replied to in English even if it is received from an Irish marked
case.

Out-of-office messages or automated replies to emails are ‘replies’. Where email
correspondence is expected to be received in Irish as well as in English, a bilingual out-
of-office message should be used. A sample, standard out-of-office bilingual reply
which can be easily.amended is provided.

Beidh mé as lathair on oifig ar na datai seo a leanas:
I will be out of the office on the following dates:

01/07/2016 — 07/07/2016

Isféidir teagmhail a’dhéanamh.leis an duine thiosluaite ma ta ceist phrainneach agat:
If you have an urgent query, please contact:

Name
54321
name@revenue.ie

5.1.2. Correspondence/communication issued by Revenue

Information issued:by Revenue by post or by email to the general public (e.g. all
customers registered for any tax) or a class of the general public (e.g. all customers
registered for Income Tax or customers in a particular geographical area) must be
either in Irish or Irish and English. Information in_this context is defined as generic
information.

This means that:

e any information leaflets and/or booklets.(e.g. generic information on Budget
changes) that are issued in bulk'to our customers must be‘either bilingual or in
the Irish language.

e In cases where personalised written:«correspondence (e.g. tax credits
certificates or notices of assessment) i§ 1ssued to our customers, such
correspondence will be in Irish where the customer has indicated that they
wish their affairs to be dealt with through Irish; or in English where the
customer has not made such a request.

e In cases where both written personal and general information are issued
together, the personal information will be in Irish where the customer has
indicated that they wish their affairs to be dealt with through Irish or in
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English where the customer has not made such a request and the general
information will be either bilingual or in Irish.

5.2.  Stationery Headings and Signage

Revenue is required to ensure that our stationery headings and signage are provided in
Irish only, or in Irish and English.

5.2.1. Stationery Headings
The pre-printed headings and information (e.g. title of the organisation, contact
details) on particular stationery items are required to be provided in Irish or
bilingually.

Stationery is defined as:
e Notepaper
Compliment slips
Fax cover sheets
Labels
File covers:and other folders, and
Envelopes, including stamped addressed envelopes.

The Revenue Print Centre and ICTL are responsible for ensuring that Revenue
complies with these legal requirements.

5.2.2. Signage

Signs placed by Revenue orjon our behalf, at any location in the State or outside the
State arerequired to be either in Irish or bilingual.

The provisions apply to:
e Signs which are visible to the public and those which are not (i.e. public and
internal signs)
e Permanent and temporary signs
e Electronic and non-¢lectronic signs
e Signs used on stands at conferences, seminars and other events held in public
places.

Accommodation Branch has responsibility for signage.

5.2.3. Provisions regarding bilingual text on Stationery and Signage
The Regulations regarding stationery using bilingual text provide that:
e [Irish text should appear first
e Irish text should be as prominent, visible and legible as the English text
e The letters in the text shall be the same size in both Irish-and English
e No word shall be abbreviated in Irish unless the translated word in
English is also abbreviated
Both texts should communicate the same information
e [Irish text should be correct
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5.3. Recorded Oral Announcements

The legal requirements apply to recorded oral announcements only and include the
following:

e oral announcements provided on the telephone when the office is closed;

e oral announcements transmitted by a public address system, e.g. security
warning; and

e oral announcements transmitted by means of a computerised telephone
answering system (for example, “Press 1 for assistance”)

The provision does not apply to personal oral messages recorded by staff (i.e.
telephone messages). However, staff who are likely to receive calls from customers
who wish to conduct business through Irish should ensure their telephone message is
recorded.in both Irish and English. Any staff who feel comfortable doing so are
welcome to record bilingual telephone messages.

5.4. "~ Corporate publications
Since 2004, all major Revenue corporate publications have been published

bilingually. This includes Annual Reports, Statements of Strategy, Audited Accounts
and the Corporate Governance document.

5.4.1. Press Releases

Reyvénue.is committed to the publication of at least 20% of Press Releases bilingually,
simultaneously.

5.4.2. Advertising

Major Revenue advertising campaigns include Irish language advertising. We are
committed to aminimum 1:10 ratio for Irish language advertisements

5.5. Telephone service

Revenue provides an Irish language service on our regional PAYE 1890 helpdesks.
There is an option for customers wishing to conduct-their PAYE and Income Tax
business with us in Irish. Customers who select this option are put through to an
Irish-speaking member of staff with-whom they can transact their business. It should
be noted that complex queries might require an input from non-Irish speaking
Revenue personnel and in such cases, the required information will be provided
through English.

We are in the process of rolling out our Regional Business Taxes 1890 helpdesks.
There will be an option provided for customers who wish to transact their Income Tax
affairs through Irish to be put through to an Irish=speaking member of staff.

The Collector-General’s Division provides an Irish language service on our LoCall
help lines that deal with:

e Business and Income Tax Enquiries;

e Tax Relief at Source; and

e Employers’ Services
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The ROS Helpdesk provides support for customers wishing to conduct their business
through Irish. This Helpdesk provides support to ROS users on technical issues only,
for example, how to register for ROS, renewal of digital certificates, how to download
the ROS offline applications.

5.6. Public offices

Since 2008 a service for personal callers who wish to conduct their PAYE and Income
Tax business through Irish has been provided at a number of public offices. See
details at Appendix 3. Posters advising customers of the availability of services in
Irish are displayed in those public offices.

5.7. Forms and leaflets

Revenue provides a very significant number of our most popular forms and leaflets in
Irishrand English, both online or hard copy versions. Many forms are annual forms
and are updated in both languages to accommodate changes made in the Budget, etc.

5.8. Revenue website

The website contains a comprehensive range of information in Irish. The Irish version
of webpages can be accessed by selecting the Gaeilge tab from the menu options at
the top of the main pages.

We are increasing the Irish.content of the website progressively as resources permit.
Where content is not available in Irish, a link to the English content is provided,
together with an appropriate explanation to the customer. Amendments to documents
that are currently available in Irish must be provided in both official languages
simultaneously. In general, new material added to the website is provided in Irish and
English.

5.9. Online services
Revenue provides a wide range of online services in Irish.

e The Revenue Onsline Service (ROS) is the means by which Revenue delivers
its interactive customer services electronically to business customers. The vast
bulk of ROS screens and functionality is available bilingually.

e Our PAYE Anytime service for employees is fully bilingual. Customers can
view information on the Revenue record, claim tax credits, declare additional
income and update their personal.information, etc.

e Revenue developed and delivered 8 new fully bilingual online facilities
between 2013 and 2015. These arei Local Property Tax, Household Charge,
Home Renovation Incentive Scheme;eForm 12, VAT MOSS Registration,
MyEnquiries, myAccount and eTax Clearance. In addition to having a fully
bilingual filing and payment facility, allinformation, FAQs and guidance
notes on these services are provided bilingually.

e The eForm 12 allows employees to complete a return of income and claim tax
credits, allowances and reliefs electronically for2013,2014 and 2015 tax
years.
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e myAccount is a secure online service for non-ROS customers and is accessible
with a single login and password. It is a key element of Revenue’s Customer
Engagement Strategy and is fully bilingual.

e An Irish version of the online Contact Locator facility was rolled out in 2013.

e Tax Relief at Source - Mortgage Interest Relief. This online facility is fully
bilingual.

e The online Tax Clearance Certificate (TCC) facility was delivered as part of a
new electronic tax clearance application and verification development in
December 2015 and is fully bilingual.

¢ A number of other online Revenue services are available in Irish to taxpayers
and businesses, such as the annual Budget calculator. It is intended that any
new online services introduced by Revenue will likewise be available in both
languages.

5.10. " Requirement to use correct Irish versions of Placenames

The official Placenames of Gaeltacht areas as declared in Placenames Orders are used
by Revenue as the default for corporate purposes, Details of all such Orders are
available at www.coimisineir.ie

6: Dedicated email address

An.emailsservice to deal' with eustomer feedback and enquiries/complaints regarding
our Irish language services is available at gaeilge@revenue.ie.

7. Translation services

The following material is either exempt from or not required to be published under the
Freedom of Information Act 2014.

[...]

8. Resources for Revenue staff

The following material is either exempt from or not required to be published under the
Freedom of Information Act 2014.

[...]
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As per paragraph 5.8 above, a range of Irish content is available on the website. This
is accessed by selecting the Gaeilge tab from the menu options at the top of the main

pages.

3 Skip to Content | Toggle Contrast | About Us | Press | Contact Detai s| Other Languages

Personal Tax Business & Self Assessment Tax Practitioners Customs Taxes & Duties Online Services

Canacha & Dleachtanna

=ilte chuig an ranndg um Chanacha & Dhleachtanna. Cabhréidh an rannog seo leat chun faisnéis a chuardach faoi
:hain né dhleacht ar leith (liostailte in ord aibitre) agus cuirtear bilecga, treoracha agus feirmeacha ar fail do gach cineal
:anach agus dleachta. Is féidir cuid den fhaisnéis seo agus abhar breise a fail sna ranndg: Cain Phearsanta agus Gno &

—éin-Mheasing.

m Cain Fhaltas Caipitidil m Mal & Ceadunais m Cain Chonarthai lomchui
m Cain Ghnachan Caipitiil m Cain Shiarchoinneslach ar s CRC
m Cain Chorparaide m Dleacht Stampa

) ) . . m Cain loncaim . -
m Cain Choinnedla ar Us Taisce m Cain Tonnaiste

) ) ) m Tobhach loncaim ) o )
m Cain larchoimeadta Dibhinne m Muirear Sdisialta Uilioch {(MSU)

_ _ m Cain Mhagine Aitiviil (CMA) _ _
m Tobhach Sainchdnaithe m Cain Bhreisluacha
) m Cain larchoimeadta Seirbhisi N ) o
m Tobhach Comhshaail . m Cain Claraithe Feithicli
Gairmidla

9. .Complaints regarding the provision of services in Irish

Any customer feedback or complaints received in relation to perceived shortcomings
in Revenue’s provision of services in Irish should be emailed to Planning Division at
gaeilge(@revenue.ie.

10. Monitoring of provision of services in Irish by Oifig an Choimisinéara
Teanga

Oifig an Choimisinéara Teanga (OACT) monitor Revenue’s provision of services in
Irish on a regular basis.. Customers can make complaints to the OACT regarding Irish
services provided by Revenue, which are referred to Revenue for investigation and
response. If the OACT is dissatisfied with Revenue’s response it may initiate a
formal investigation of the matter.
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Appendix 3 — List of Public Offices that provide an Irish service to
personal callers

Public Office Type of Service Opening
Hours
CRIO/Cathedral St., Dublin On demand 9.30 to 4pm
The Glen, Waterford On demand 9.30 to 1pm
Abbey Buildings, Navan Appointments only service n/a
Geata na Cathrach, Galway On demand 9.30 to 1pm
Castlebar On demand 9.30 to Ipm
Letterkenny Appointments only service 9.30 to 1pm
Revenue House, Cork On demand 9.30 to 4pm
River House, Limerick On demand 10.00 to 4pm
Tralee Appointments only service n/a
Sarsfield Hse/Limerick, CGs Appointments only service n/a
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