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Introduction

National University of Ireland, Maynooth was established as one of
the seven Irish Universities by the Universities Act 1997. Tracing its
origins to 1795 the University has a long tradition of excellence in
education and research. The University provides courses in the
areas of arts, humanities, science and engineering, and social
sciences. An expanding and vibrant research community operates
on campus.

Commitment of the University to Quality Service Delivery

The Strategic Plan of the University for the period 2006-2011 sets
out the medium term work programme for the University. It is
underpinned by a clear vision for the National University of Ireland,
Maynooth and a strategic intent to reflect the stated vision. In
implementing our strategic intent we are committed to delivering
quality services that meet the needs of students, prospective
students, past students, staff and all other stakeholders. We will
seek to ensure that this commitment is supported by putting in
place a comprehensive training programme and utilising
information and communications technology.

Priorities

e \We are committed to developing asan international community
of learning, engaged in teaching, scholarly, and research
activities to the benefit of Irish and international society. We
accept that a primary service responsibility is to deliver the
highest standard of educational provision to our students
(current and future).

e We are committed to being a strong and active participant in
international and Irish society and culture. We are committed to
taking a leading role in the regional community, and to
providing academic programmes that align with regional and
national needs and those of the local community.

e We acknowledge our responsibility to provide a quality service
to all our external stakeholders, e.g. public and private funding
bodies.

e We value our staff and we are committed to providing the
highest quality service in interactions between our staff. We are
committed to maintaining and enhancing a good working
environment.

Quality Service

Respect

e \We are committed to treating all who interact with our services
with dignity and respect.

e \We are dedicated to delivering services in a manner that is
respectful and courteous, and which aims to achieve equality of
treatment for all regardless of “gender, marital status, family
status, sexual orientation, religious belief, age, disability, race or
membership of the Traveller community”.

Equality/Diversity
e We will work to eliminate barriers to higher education for
people who experience disadvantage and social exclusion.

e We will endeavour to ensure that the rights established under
equality legislation are reflected both in our policies and in
terms of the delivery of all our education programmes and
services.




* We are committed to the development of a socially inclusive and
inter-cultural campus and will continue to be an equal
opportunities employer.

e We will ensure that staff are fully aware of our commitment to
equality and diversity and that our policies on equality for the
protection of the dignity of staff and students are adhered to.

Physical Access

e We are committed to providing clean accessible facilities that
comply with occupational health and safety standards and as
part of this, to facilitate access for people with disabilities and
others with specific needs.

Information

e We will endeavour to ensure that information we provide is
clear, timely and accurate and that people with special needs are
accommodated.

e We are committed to providing integrated and well-
coordinated services through clear information on the full range
of educational opportunities, services and facilities available.

e We will ensure that the potential offered by information
technology is availed of, and that our website (www.nuim.ie)
conforms, as fully as possible, to the web accessibility initiative
guidelines for public websites.

e We will ensure that our website is kept under review and that
relevant University publications are published on the website.

Communications and Timeliness

We are committed to ensuring that communication between those
designing and delivering services to students, staff, and
stakeholders is of the highest standard. We will ensure that queries
are responded to in a timely, relevant and accurate manner. Staff
have the freedom to exercise their judgement in respect of the
decision to respond to any particular query. In particular, we
undertake that:

e Where a query cannot be responded to promptly, an
acknowledgement will normally be made within five working
days indicating the staff member who is dealing with the query,
and a full reply will be issued within a reasonable time.

e Contact names and details, including both an e-mail address and
a direct dial-in number (where appropriate), will be provided
with University communications.

¢ Inthe event of a complex response that takes time, we will keep
the person informed of progress on a regular basis.

e We will endeavour to ensure that correspondence and queries
do not go unanswered when individual staff members are
absent from work.

Consultation and Evaluation

We are committed to providing a structured approach to
consultation with students, staff and stakeholders in relation to the
development, delivery and review of services. We will achieve this
using a range of the following methods:




e Staff-student consultative committees

e Partnership committee

e Questionnaires

e Focus groups and consultation exercises
* General staff meetings

Choice

We are committed to providing a flexible and quality service and to
using appropriate emerging technologies to facilitate our students,
staff and external stakeholders.

Official Languages Equality

In line with the “University’s Scheme of Compliance with the
Official Languages_Act 2003" we will provide quality services
bilingually. We will inform our students and other stakeholders of
their right to choose to be dealt with through either of the official
languages as detailed in-the scheme.

Procedures for Complaints and-Appeals

We make every effort to assist.you by providing a high quality and
professional service at all times. There are some formal complaint
and appeal procedures in place in the University for staff and
students relating to specific issues::\Where such procedures are in
place staff and students should avail of them.

Where no formal procedure is available and you wish to make a

complaint or an appeal you should:

e Contact the head of department or service who will deal with
your complaint or appeal in the first instance.

e If you are unhappy with the outcome of your complaint or
appeal please contact:
Ann McKeon
Humanity House (Room 25)
NUI Maynooth
Tel: 01 7086184
Email: ann.mckeon@nuim.ie

e Your complaint or appeal will be acknowledged, treated
confidentially and investigated thoroughly. You will receive a
prompt response.

¢ Inthe event of an unavoidable delay you will be kept advised of
progress on a regular basis.

Please note:

There is an appeal procedure in place for rechecking and appealing
examination results. To have your examination results rechecked or
to appeal your examination results contact: The Registrar’s Office,
National University of Ireland, Maynooth, County Kildare at 01-
7083579, Email: registrar@nuim.ie, who will give you full details of
the procedures. These procedures are also on our website
(www.nuim.ie).
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Réamhra

Bunaiodh Ollscoil na hEireann, Ma Nuad mar cheann de na seacht
nOllscoil Eireannach faoi Acht na nOllscoileanna 1997. Rianaionn si
a stair siar go 1795 agus ta traidisitin fada aici as ardchaighdean
oideachais agus taighde. Solathraionn an Ollscoil cursai sna
healaiona, sna daonnachtai, san eolaiocht agus innealtéireacht,
agus sna heolaiochtai soisialta. Oibrionn pobal taighde fuinniuil a
bhionn ag siorfhas ar champas.

Tiomantas na hOlIscoile do Sheachadadh Seirbhisi Ardchaighdeain
Leag Plean Straitéiseach na hOllscoile don tréimhse 2006-2011
amach clar oibre meantéarmach don ollscoil. T4 sé tacaithe ag fis
gheal d'Ollscoil na hEireann, M4 Nuad agus gealltanas straitéiseach
chun an fhis airithe seo a fhioru. Taimid tiomnaithe do sheirbhisi
ardchaighdeain a chur ar fail a fhreastalaionn ar riachtanais na mac
Iéinn, na mac léinn ionchasacha, na gcéimithe, na foirne agus na
bpairtithe leasmhara go Iéir, agus ar ngealltanas straitéiseach a
chur i bhfeidhm. Déanfaimid ar ndicheall a chinntid go bhfuil an
gealltanas seo tacaithe tri chlar traenala cuimsitheach a chur in ait,
agus teicneolaiocht eolais agus cumarsaide a Gsaid.

Tosaiochtai

e Taimid tiomnaithe dar bhforbairt mar phobal idirnaisianta
léinn, rannphdirteach i dteagasc, i ngniomhaiochtai scolartha
agus taighde a rachaidh chun socair don tsochai Eireannach
agus idirndisiunta. Glacaimid leis gur ceann de
phriomhfhreagrachtai seirbhise € an solathar oideachasuil is
airde 6 thaobh caighdeain de, a ofrail dar mic léinn (mic Iéinn
reatha agus ionchasacha).

e Taimid tiomnaithe do bheith inar rannphairti laidir agus
gniomhach i sochai agus cultdr idirnaisiinta agus Eireannach.
Taimid tiomnaithe do rél ceannaireachta a ghlacadh sa phobal
réigitinach, agus do chlair acadula a sholathar, a ailinionn le
riachtanais réigiinacha agus naisiinta agus leo siud de chuid an
phobail agus an réigiuin.

e Glacaimid lenar bhfreagracht chun seirbhis ardchaighdedin a
sholathar dar bpairtithe leasmhara seachtracha go léir, e.g.
comhlachtai maoinithe poibli agus priobhaideacha.

e Ta meas againn ar ar bhfoireann, agus tdimid tiomnaithe do
sheirbhis ardchailiochta a sholdthar in idirghniomhuithe idir
bhaill dar bhfoireann. Taimid tiomnaithe do thimpeallacht
mhaith oibre a chothabhail agus a fheabhsu.

Seirbhis Chailiochta

Meas

e Taimid tiomnaithe do chaitheamh le gach duine a phléann lenar
seirbhisi le dinit agus meas.

e Taimid tiomnaithe do sheirbhisi a sheachadadh ar bhealach ata
émoésach agus cuirtéiseach, agus ta sé mar aidhm againn
comhionannas a bhaint amach do chach, cuma faoi “inscne,
stadas posta, staddas teaghlaigh, claonadh gnéasach, creideamh
reiligiunda, aois, michumas, cine né ballraiocht den Lucht
Taistil".

Comhionannas/ Eagsulacht

e Oibreoimid chun fail réidh le constaici d’ardoideachas do
dhaoine a mbionn taithi acu ar mhibhuntdiste agus eisiamh
soisialta.



e Déanfaimid ar ndicheall a chinntit go bhfuil na cearta atd
bunaithe faoi reachtaiocht chomhionannais le feiceail inar
bpolasaithe agus i dtéarmai sheachadadh ar gclar oideachais
agus seirbhisi.

e Taimid tiomnaithe d'fhorbairt campais atd cuimsitheach go
séisialta agus go hidirchulturtha, agus leanaimid le bheith inar
bhfostdir le deiseanna comhionanna.

e Déanfaimid cinnte go bhfuil an fhoireann go hiomlan eolasach
ar ar ngealltanas do chomhionannas agus éagsulacht, agus go
gcloionn ar bpolasaithe le comhionannas agus le cosaint agus
dinit na foirne agus mic léinn.

Rochtain Fhisiciuil

e Taimid tiomnaithe d'diseanna glana, inrochtana a sholathar, a
chloionn le caighdedin sldinte saothair agus sabhailteachta
agus, mar chuid de seo, rochtain a éasci do dhaoine faoi
mhichumas agus daoine eile faoi riachtanais faoi leith.

Eolas

e Déanfaimid &r ndicheall a chinntit go bhfuil eolas a chuirimid ar
fail soiléir, trathuil agus cruinn, agus go bhfreastalaitear ar
dhaoine faoi riachtanais speisialta.

e Taimid tiomnaithe do sheirbhisi comhthaite agus dea-
chomhordnaithe a sholathar tri eolas soiléir ar réimse iomlan na
ndeiseanna oideachasula, seirbhisi agus diseanna ata ar fail.

e Cinnteoimid go n-Usaidtear poditinseal na teicneolaiochta
faisnéise a ofraltar, agus go gcloionn ar laithredn Gréasain
(www.nuim.ie), chomh hiomlan agus is féidir, le treoirlinte
thionscnamh inrochtana na laithredn Gréasain do laithredin
Ghréasain phoibli.

e Cinnteoimid go bhfuil ar laithrean Gréasain & choinneail faoi
athbhreithnid, agus go bhfoilsitear foilseachain Ollscoile chui ar
an laithredn Gréasain.

Cumarsaid agus Trathulacht

Taimid tiomnaithe do chinntit go bhfuil cumarsaid idir iad siud ata
ag dearadh agus ag seachadadh seirbhisi do mhic |éinn, don
fhoireann, agus do phairtithe leasmhara, ar an gcaighdean is airde.
Cinnteoimid go bhfreagraitear iarratais ar bhealach trathuil, cui
agus cruinn. Ta an fhoireann saor le breith a dhéanamh maidir le
cinneadh freagra a thabhairt ar aon iarratas faoi leith. Geallaimid,
ach go hairithe, an méid seo a leanas:

e it nach féidir freagra a thabhairt go mear, déanfar admhail de
ghnath taobh istigh de chuig 13, ag sonrd an bhaill fhoirne ata ag
déiledil leis an iarratas, agus eiseofar freagra iomlan taobh istigh
d’am réasunta;

e Solathrofar ainmneacha agus sonrai teagmhala, riomhphost san
adireamh (mar is cui) agus uimhir dhialaithe isteach direach cui, i
gcumarsaid 6n Ollscoil;

e ma tharlaionn sé go bhfuil freagra casta i gceist a thégfaidh
roinnt ama, coinneoimid an t-iarratasoir ar an eolas faoin dul chun
cinn ar bhunus rialta;

e déanfaimid ar ndicheall a chinntid go dtabharfar freagra ar

chomhfhreagras agus iarratais nuair ata baill foirne faoi leith as
lathair 6n obair.

Combhairlitichan agus Meastoireacht
Taimid tiomnaithe do chur chuige struchturtha a sholathar um
chombhairlitchan cui le, agus rannphdirtiocht 6, mhic léinn, an




fhoireann agus rannphairtithe leasmheara maidir le forbairt,
seachadadh agus athbhreithnia seirbhisi. Bainfimid seo amach tri
Usaid a bhaint as na modhanna seo a leanas:

e Mic léinn, baill foirne agus pairtithe leasmhara seachtracha a
dhéanamh gniomhach mar bhaill de choisti cui a dhéanann
cinnidh

e Coisti comhairliuchain leis an bhfoireann/ na mic Iéinn

e Coiste pairtnéireachta

e Ceistneoiri

e Grupai foécais agus cleachtai comhairlitichain

e Cruinnithe ginearalta foirne

Rogha

Taimid tiomnaithe do sheirbhis sholibtha ardchaighdeain a
sholathar agus d'Usaid teicneolaiochtai cui nuafhorbartha mar ais
dar mic léinn, dar bhfoireann agus dar rannphairtithe leasmhara
seachtracha.

Comhionannas agus Teangacha Oifigitla

De réir Acht na dTeangacha.Oifigitila 2003 — An Scéim Comhlionta,
solathréimid seirbhisi ardchaighdedin go datheangach. Cuirfimid ar
eolas ar gcuid mac léinn agus ar bpairtithe leasmhara eile faoina
gceart rogha a dhéanamh seirbhis.a éileamh/i gceann amhain né sa
da theanga oifigitla mar até sonraithe sa scéim;

Nésanna Imeachta do Ghearain.agus Achomhairc

Déanaimid gach iarracht cuidiu leat tri'sheirbhis' ardchaighdeain
agus phroifisitnta a sholdthar.gach uair’ Ta/roinnt nésanna
imeachta foirmedlta geardin agus achomhairc curtha in ait san
Ollscoil don fhoireann agus do mhic.léinn maidir le cursai faoi leith.
Ba cheart don fhoireann agus do mhic léinn leas a bhaint as a
leithéidi seo de nésanna imeachta nuair is ann déibh.

Ait nach bhfuil nés imeachta foirmeélta ar fail agus gur mhaith leat

gearan n6é achomharc a dhéanamh, ba cheart duit:

e Teagmhail a dhéanamh le ceann na roinne né seirbhise a
dhéilealfaidh le do ghearan n6é achomharc sa chéad asc.

e Mura bhfuil td sasta le toradh do gheardin né achomhairc déan
teagmhail le do thoil le:
Ann McKeon
Teach na Daonnachta (Seomra 25)
Ollscoil na hEireann, Ma Nuad
Teil: 01 7086184
Riomhphost: ann.mckeon@nuim.ie

e Admhalfar go bhfuarthas do ghearan n6é achomharc, caithfear
leis faoi ran agus fiosrofar go cruinn beacht é. Gheobhaidh tu
freagra mear.

e Mas ann do mhoillid dosheachanta, coinneofar ar an eolas thu
faoi dhul chun cinn ar bhunus rialta.

Nota:

T4 noés imeachta achomhairc in ait chun athsheicedil agus
achomharc a dhéanamh ar thorthai scridaithe. Chun athsheiceail
n6é achomharc a fhail maidir le do thorthai scradaithe, déan
teagmhail le hOifig an Chlaraitheora, Ollscoil na hEireann, Ma
Nuad, Co. Chill Dara ag 01-7083579, Riomhphost:
registrar@nuim.ie, agus tabharfaidh siad na sonrai go léir duit faoi
na nésanna imeachta. Ta na nésanna imeachta seo ar ar laithrean
Gréasain ag www.nuim.ie.



