Customer Charter MARA

This Charter outlines what you can expect when dealing with us, and it An tUdaras Rialala Limistéir Mhuiri
applies equally to anyone engaging with MARA, whether as a business, Maritime Area Regulatory Authority
organisation or member of the public.

If you write to us, we aim to give you a full reply to your query within 20 working days (from the day we receive your
letter). Where it is not possible to respond in full within this period, we will write to you to advise the reasons and also
the projected timeframe for a response to your query.

If you e-mail us, we aim to acknowledge your email within 5 working days. We aim to respond and give a full reply to your
query within 20 working days. Where it is not possible to respond in full within this period, we will write to you to advise
the reasons and also the projected timeframe for a response to your query.

All of our responses will include a contact name, email address and a phone number.

If you call us:
+ We will answer your call promptly

- Our staff will identify themselves by name and the name of the business unit in which they work

+ We will endeavour to deal with your query immediately, however in the event that is not possible then we will call you
back or request to respond via email

MARA has developed a parallel English/Irish website in relation to the general material relating to MARA and its services.
MARA will ensure that not less than 70% of all general, static content on the website is available in both languages.

Please note: certain material (e.g. speeches, publications and any material which the MARA does not propose to publish
bilingually) will be available in English only on the website.

Website publication will, in general, not be simultaneous Irish/English publications, unless otherwise required under the
Act.

« We will ensure that material on our website www.maritimeregulator.ie is up-to-date and accessible
- We will use clear, simple language in all our communications, insofar as it possible

« We will make information available in the most accepted formats

MARA utilises several social channels to keep the public and stakeholders informed and updated. Our social media
accounts allow MARA to communicate news and updates in a timely manner. They are not intended as a means for sub-

mitting media or general queries. These can be submitted via e-mail or in writing to MARA.

If you visit our headquarters, we will:
- See you at the agreed time if you have an appointment
- Do our best to see you if you don't have an appointment

- Treat you with respect and courtesy

Visit the Contact Us area of our website We aim to deliver the best possible service to all customers and value your opinion and
for details of how to contact the feedback. If you wish to submit a compliment, comment or to make a complaint about
various divisions the quality of customer service provided, please get in touch with us without delay or see
our full complaints procedure on our website.

For compliance or enforcement related issues within the Maritime Area in regard to
Maritime Area Regulatory Authority Maritime Area Consents (MAC), Maritime Usage Licences (MUL), Foreshore Licences and
2nd Floor, Offshore Development Consents, please see the Compliance and Enforcement section of
Menapia House, our website.
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Cairt Chustaiméiri MARA

Leagtar amach leis an gCairt seo an méid ar féidir leat a bheith ag suil
leis agus tu ag déileail linn, agus baineann si go cothrom le haon duine a
bhionn ag plé le MARA, cibé acu mar ghnd, mar eagraiocht né mar bhall

den phobal.

An tUdaras Rialala Limistéir Mhuiri
Maritime Area Regulatory Authority

Ma scriobhann tu chugainn, ta sé mar aidhm againn freagra iomlén a thabhairt duit ar do cheist laistigh de 20 14 oibre
(6n 14 a fhaighimid do litir). Sa chas nach féidir freagraiomlan a thabhairt laistigh den tréimhse seo, scriobhfaimid chugat
chun na cudiseanna agus an t-amchlar réamh-mheasta a chur in il duit chun freagra a thabhairt ar do cheist.

Ma sheolann tu r-phost chugainn, ta sé mar aidhm againn do r-phost a admhail laistigh de 5 |a oibre. Ta sé mar aidhm
againn freagra iomlén a thabhairt ar do cheist laistigh de 20 13 oibre. Sa chas nach féidir freagra iomlan a thabhairt lais-
tigh den tréimhse seo, scriobhfaimid chugat chun na ctiseanna agus an t-amchlar réamh-mheasta a chur in iul duit chun
freagra a thabhairt ar do cheist.

Le gach fhreagra beidh ainm teagmhdla, seoladh riomhphoist agus uimhir theileaféin.

Ma ghlaonn tu orainn:
« Freagréimid do ghlao go pras

- Cuirfidh ar bhfoireann iad féin i lathair de réir ainm agus ainm an aonaid ghno ina n-oibrionn siad

- Déanfaimid ar ndicheall déiledil le do cheist laithreach, ach mura féidir é sin a dhéanambh, glaofaimid ar ais ort n6 iarr-
faimid ort freagra a thabhairt tri riomhphost

Ta suiomh gréasain comhthreomhar Béarla/Gaeilge forbartha ag MARA maidir leis an abhar gineardlta a bhaineann le
MARA agus a sheirbhisi. Cinnteoidh MARA go mbeidh 70% ar a laghad den abhar ginearalta statach ar fad ar an suiomh
Gréasadin ar fail sa da theanga.

Tabhair faoi deara le do thoil: beidh dbhar airithe (e.g. 6rdidi, foilseachdin agus aon dbhar nach bhfuil sé beartaithe ag
MARA a fhoilsit go datheangach) ar fail i mBéarla amhain ar an suiomh gréasain.

Go gineardlta, ni foilseachdin chomhuaineacha Ghaeilge/Bhéarla a bheidh i bhfoilsit an tsuimh gréasain, mura n-éilitear
a mhalairt faoin Acht.

- Cinnteoimid go bhfuil an t-abhar ar ar laithreadn gréasain www.maritimeregulator.ie cothrom le déta agus inrochtana
- Usaidfimid teanga shoiléir shimpli inar gcumarséid go léir, a mhéid is féidir

« Cuirfimid faisnéis ar fail sna formdidi is mé a nglactar leo

Baineann MARA Uséid as roinnt bealai soisialta chun an pobal agus péirtithe leasmhara a choinnedil ar an eolas agus co-
throm le data. Cuireann ar gcuntais medn saisialta ar chumas MARA nuacht agus nuashonruithe a chur in iul go trathuil.
Nil siad beartaithe mar bhealach chun na medin né ceisteanna ginearalta a chur isteach. Is féidir iad seo a chur isteach tri

riomhphost né i scribhinn chuig MARA.

Ma thugann tu cuairt ar &r gceanncheathru, déanfaimid an méid seo a leanas:
+ Buailimid leat ag an am comhaontaithe ma ta coinne agat
- Déan ar ndicheall tu a fheicedil mura bhfuil coinne agat

- Caithfear leat le meas agus cuirtéis

Tabhair cuairt ar an gceantar Déan Ta sé mar aidhm againn an tseirbhis is fearr is féidir a sholathar do gach custaiméir agus
Teagmhdil Linn ar ar laithrean gréasain is mor againn do thuairim agus d'aiseolas. Mas mian leat moladh a chur isteach, tracht a
le sonrai maidir le conas teagmhail a dhéanamh n6 gearan a dhéanamh faoi chailiocht na seirbhise do chustaiméiri a chuirtear
dhéanamh le ar fail, déan teagmhail linn gan mhoill né féach ar ar nés imeachta gearan iomlan ar ar
na ranndg eagstula laithrean gréasain.

Le haghaidh saincheisteanna a bhaineann le comhlionadh né forfheidhmiu laistigh den
Udards Rialdla Limistéir Mhuiri Limistéar Muiri maidir le Toilithe Limistéir Mhuiri (MAC), Ceadunais Usaide Muiri (MUL),
An Dara hUrldr, Ceadunais Imeall Tra agus Toilithe Forbartha Eischodsta, féach an rannan ar Chomhlion-
Teach Menapia, adh agus Forfheidhmiu ar ar suiomh Gréasain.
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