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The Health and Safety Authority strives to 
provide high levels of customer service and is 
committed to being a high performing organisa-
tion providing value for the taxpayer. This 
Customer Service Charter outlines our commit-
ments in this regard and provides details of what 
you can expect in your dealings with us. If, for 
any reason, you are not satisfied with the service 
you receive, details are outlined on how you can 
make a complaint. 

Who We Are and What We Do
The Health and Safety Authority was established 
in 1989 under the Safety, Health and Welfare at 
Work Act, 1989 and reports to the Minister for 
Jobs, Enterprise and Innovation. We have a 
number of major roles:

We are the national statutory body with  
responsibility for ensuring that approxi  
mately 1.8 million workers (employed and  
self-employed) and those affected by work  
activity are protected from work related  
injury and ill-health.
Under a range of chemicals regulations we  
have a responsibility to protect human   
health (general public, consumers and   
workers) and the environment, to enhance  
competitiveness and innovation and ensure  
free movement of chemicals in the EU   

 market.
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o We also have a remit in relation to market
surveillance to protect 4.5 million citizens
from unsafe products and articles and to
enable the international movement and
trade of goods manufactured in Ireland.

The Authority has a very broad mandate as set 
out in over two hundred Acts, Regulations and 
international conventions. Together with the 
roles outlined above, we also have responsibili-
ties in the areas of transport of dangerous goods 
by road, control of major accident hazards, 
chemical weapons, offshore installations and 
market surveillance related to personal protec-
tive equipment, machinery, transportable 
pressure equipment and lifts, gas appliances, 
REACH, classification, labelling and packaging, 
detergents. The core elements of our mandate 
are summarised below.

To regulate the safety, health and welfare of  
people at work and those affected by
work activities.
To promote improvement in the safety,   
health and welfare of people at work and  
those affected by work activities.
To regulate and promote the safe 
manufacture, use, placing on the market,  
trade and transport of chemicals while   
enhancing innovation and competitiveness.
To act as a surveillance authority in relation  
to relevant single European market 

 legislation.



Our Principles

In order to help provide the highest 
levels of service to our customers, the 
following principles will apply.  We will:

Develop and use best practices and procedures 
to achieve and maintain high standards of service 
quality.
Consult our customers to identify their needs and 
develop our services to meet those needs.
Deal with our customers in a straightforward, 
polite, helpful, open and professional manner.
Treat our customers fairly and consistently.
Lay the foundations of quality customer service 
through the provision of good working conditions 
for our staff.

What Our Customers Can 
Expect

Our customers experience different 
forms of contact with the Authority.
Regardless of the form of contact, 
all customers will experience a 
professional, efficient and respectful 
encounter.  Legal or technical language 
will be used only where necessary.
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Telephone:

The Authority operates a Lo-call 
customer contact number (1890 289 
389) through our Workplace Contact 
Unit (WCU):

You will be treated with courtesy and respect in all 
telephone contact.
Phones will be manned between the hours of 9am 
and 12:30pm Monday to Friday, excluding public 
holidays.  Occasionally these hours will be reduced 
for training purposes.
Our target is to answer 90% of calls within 20 
seconds.
The staff member will provide his/her name and a 
reference number for further correspondence.
If your query cannot be dealt with on the spot, 
it will be assigned to the appropriate Authority 
representative for further intervention.
The majority of queries will be addressed directly 
by our WCU staff members but for those that 
require further intervention, 90% will be dealt with 
within 10 working days.
Outside of the standard operating hours, the 
Authority will operate,through An Garda Siochana, 
an emergency service for the reporting of  
workplace fatalities.
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Email: 

Information email addresses 
(wcu@hsa.ie or chemicals@hsa.ie) are 
provided for customers who prefer to 
deal by email

You will be treated with courtesy and respect in 
all email correspondence.
Incoming emails will be checked daily.
All emails will be acknowledged within 3 working 
days of receipt and a reference number will be

Where further correspondence is required, this 
will take place within 10 working days and if a 
delay is likely for any reason an interim reply 
will be issued.
A contact name will be provided in all email 
correspondence.

Post:

The Authority will take queries of any 
nature by post at our Head Office:

You will be treated with courtesy and respect in 
all postal correspondence.
All postal correspondence will be acknowledged 
within 3 working days and a reference number 
will be assigned.
Where further correspondence is required, this
will take place within 10 working days and if a 
delay is likely for any reason an interim reply 
will be issued.
A contact name will be provided in all postal 
correspondence.
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Face-to-Face:

The Authority does not operate a public 
walk-in office but nonetheless has 
face-to-face dealings with customers on 
a regular basis:

You will be treated with courtesy and respect 
in all face-to-face communication and greeted 
professionally at all Authority offices.
Arrangements to meet with Authority staff
should be made through wcu@hsa.ie or by
phoning 1890 289 389.
The appropriate privacy will be provided for all 
prearranged meetings.
Staff who visit your place of work will at all times 
act in a professional and courteous manner.
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Inspections:

The Authority Inspectors undertake 
thousands of individual workplace 
inspections each year.  When carrying 
out inspections, our Inspectors will:

Be courteous.
Give helpful information, advice and guidance on 
good health and safety management.
Enforce the legislation in a targeted, fair, 
consistent, open and accountable manner and in 
proportion to the risks involved. 
Show their identification card or warrant or leave a 
business card where requested, but have a right
of access to workplaces.

Will meet the senior manager, the workplace 
Safety Representative and/or other employees.
Inform the senior manager and the workplace 
Safety Representative at the end of the visit of 
improvements that may be required and what 
further action, if any, the Inspector intends taking 
together with the reasons for the action.
Where requested, give both the employer and the 
Safety  Representative a written factual outline of 
items found to require attention within 15 working 
days and the action that they plan to take.
Send copies of Enforcement Notices issued at a 
workplace to the relevant Safety Representative.
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Overall, in your dealings with the 
Authority:

Your privacy will be respected and all matters will 
be dealt with in a confidential manner.
Personal details will not be shared with any third 
party other than for the purpose of the Authority 
fulfilling its remit.
The Authority will always act in an expert, 
consistent and open manner in dealing with our 
customers and when enforcing the law.
All Authority staff will welcome suggestions on 
how our service can be improved.

Help Us to Help You

We welcome your opinion and 
appreciate the time taken to bring any 
suggestions to our attention. If you 
have any comments or suggestions 
on how the Authority can improve 
its service please contact the Head 

 of Communications and Customer 
Relations at the details outlined below.
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Complaints
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The Health and Safety Authority (HSA) is 
committed to providing high standards of 
services to all customers. If, for any reason, you 
are not satisfied and wish to make a complaint, 
we promise to deal with your complaint in a fair, 
thorough and timely manner. If we make a 
mistake, we will say sorry and put things right if 
we can. If you wish to make a complaint in 
relation to the HSA, the following options are 
available to you: 

Informal Complaints:

If you have an informal complaint about any 
aspect of our service, any member of staff will 
be able to help you. Please phone our helpdesk 
on 1890 289 389 or contact any member of 
staff as you wish and they will deal with it 
directly. Alternatively you can email 
wcu@hsa.ie. 

Informal complaints, by definition, tend to be 
less serious in nature and are not formally 
investigated by us. The person to whom you 
make the informal complaint will do everything 
he/she can to resolve the issue or, if the issue 
cannot be resolved to your satisfaction, explain 
the reasoning that led to the situation about 
which you are dissatisfied. If your informal 
complaint is in relation to a system or proce-
dure, we will take your views into consideration 
in reviewing the process.

You will not normally receive any feedback in 
relation to the outcome of an informal complaint 
but please be assured that any concerns raised 
will be forwarded to the appropriate manager.

Formal Complaints:
Formal complaints tend to be of a more serious 
nature and generally require 
thorough investigation. The ideal channel for 
formal complaints is in writing (either by post or 
email) but if you prefer to make a formal 
complaint verbally, that will be facilitated.

By Post:   Gavin Lonergan

  Head of Communications &  

  Customer Relations

  Health and Safety Authority

  Hebron House

  Hebron Road

  Kilkenny

By Email:  gavin_lonergan@hsa.ie

By Phone: (01) 7997838

A complaint about a named staff member will be 
treated as a formal complaint unless the 
complainant specifically requests it to be treated 
informally. The following table outlines the key 
differences between informal and formal 
complaints:
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You will not normally receive any feedback in 
relation to the outcome of an informal complaint 
but please be assured that any concerns raised 
will be forwarded to the appropriate manager.
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INFORMAL

Generally verbal 

(but can be in 

writing)

Dealt with at point 

of contact

Immediate process

Less serious in 

nature

No subsequent 

follow-up with 

complainant

FORMAL

Generally written 

(but can be verbal)

Dealt with by a 

senior manager

Medium/Longer 

term process

More serious in 

nature

Proactive follow-up 

with complainant
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Our Response:

Informal complaints will be dealt with by the 
HSA staff member to whom you make the 
complaint.

Formal complaints, whether made verbally or in 
writing, will be acknowledged in writing (email 
or written) within five working days of receipt. 
Our aim is always to conclude the entire process 
as quickly as possible.

The Head of Communications & Customer 
Service (contact details above) will undertake 
an initial review of the formal complaint and 
appoint an appropriate Investigating Manager. 
The Investigating Manager will then act as your 
primary point of contact from that point on. The 
Investigating Manager will endeavour to resolve 
the complaint within thirty working days of 
receiving it.

Where the investigation/review will require 
more than thirty working days, the Investigating 
Manager will contact you to inform you of the 
reasons for the delay, and indicate to you when 
we expect to be in a position to complete our 
investigation/review of the complaint. He/she 
will continue to keep you updated every twenty 
working days until the complaint is resolved. 

Once the investigation/review of your complaint 
has been completed, the Investigating Manager 
will advise you (in writing, for written 
complaints, and verbally, for verbal complaints) 
of our findings, any recommendations consid-
ered appropriate, and the reasons for such 
findings and recommendations.

Your Rights:

If you are dissatisfied with our response to a 
formal complaint, you have the right to appeal 
which will involve an independent review of our 
response by an Assistant Chief Executive of the 
Authority. Such a request should be made in 
writing (email or post) to the Head of Communi-
cations and Customer Relations at the contact 
details provided above.

In the situation where an Assistant Chief 
Executive acted as Investigating Manager, the 
appeal will be dealt with by the Chief Executive 
of the Health and Safety Authority.  Such a 
review by an Assistant Chief Executive (or the 
Chief Executive where appropriate) will be 
completed within twenty working days.
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Once the investigation/review of your complaint 
has been completed, the Investigating Manager 
will advise you (in writing, for written 
complaints, and verbally, for verbal complaints) 
of our findings, any recommendations consid-
ered appropriate, and the reasons for such 
findings and recommendations.

Your Rights:

If you are dissatisfied with our response to a 
formal complaint, you have the right to appeal 
which will involve an independent review of our 
response by an Assistant Chief Executive of the 
Authority. Such a request should be made in 
writing (email or post) to the Head of Communi-
cations and Customer Relations at the contact 
details provided above.

In the situation where an Assistant Chief 
Executive acted as Investigating Manager, the 
appeal will be dealt with by the Chief Executive 
of the Health and Safety Authority.  Such a 
review by an Assistant Chief Executive (or the 
Chief Executive where appropriate) will be 
completed within twenty working days.
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Office of the Ombudsman

Decisions made by the HSA relating to 
administrative functions under Section 34 
of the Safety, Health and Welfare at Work 
Act 2005 are subject to review by the Office 
of the Ombudsman.  The Ombudsman 
examines complaints from members of the 
public who feel they have been unfairly 
treated. If you feel you have been unfairly 
treated by us, call 1890 223030 to make a 
complaint, or visit www.ombudsman.gov.ie.



Authority Offices and Contact Details

Health and Safety Authority Head Office
The Metropolitan Building
James Joyce Street
Dublin 1

Chemical Business Services Head Office
and Kilkenny Field Office
3rd Floor
Hebron House
Hebron Road
Kilkenny

Waterford Field Office
5th Floor
Government Buildings
The Glen
Waterford 

Cork Field Office
3rd Floor
1A South Mall
Cork

Limerick Field Office
Block A
Loughmore Centre
Raheen Business Park
Limerick

Galway Field Office
Odeon House
Eyre Square
Galway

Sligo Field Office
Unit 1 Beulah Building
Finisklin Road
Sligo

Athlone Field Office
Block A, 2nd Floor
Monksland Retail Business Park
Athlone

Lo-Call: 1890 289 389
Email:  wcu@hsa.ie
W e b :  w w w . h s a . i e
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