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Complaint procedure

Invest NIis committed to providingahigh quality
service to all our customers. However, there
may beoccasionswhen problemsariseandyou
donot receive the service you expect.

Ifyou have anyreasontobe unhappy with our service
we want to know about it, to enable us to put things
rightinthemostappropriate mannerandas quickly
aspossible.

Acomplaint could be about any aspect of our services
forinstance:

* When we do not deliver a service ontime
* When we give you the wrong information
* When you receive a poor quality service

* Whenyou have a problemwith the service provided
by a member of staff.

Complaints received by Invest NI will be treated
seriously and will be thoroughly and objectively
investigatedin a timely manner.

However, the followingissues willnot be dealt
with under our complaints procedure:

* Arequest for a service

* Aninformation request

* Appealstoatribunal

* Appeals of business decisions

Suchrequestswill be dealt withas normal business
issues.

Issuesrelated to Invest NI staff that are personalin
nature or not specific to the work they do on behalf
of Invest NI will not be considered within the process.

Areportoncomplaintsfromour customerswill be
drawn tothe attention of our Executive Leadership
Teamon a quarterly basis and to our Board of
Directors on an annual basis.

Hows to complain

We are keento ensure that all complaints about
ourservicesaredealtwithinasatisfactoryway
and areresolved as quickly as possible.

Oftenanissue can beresolved quickly and easily
by contacting the person with whom you have been
dealing. You cando thisin person, by telephone,
email or letter.

Ifyouwouldrather notdeal with the member of staff
concerned orifyou are not sure whois responsible
for the service about which you are complaining,
you can complete our customer complaint formwhich
is attached, alternatively you may wish to use the
enquiry form on our website which you can access
viathelink below.

When completed, the form should be sent to the
Complaints Manager whowillraise theissue directly
with the manager responsible for that service.

Please note that we do not carry outany
discussions or investigations relating to
complaints via Teams or Zoom.

E-mail:  complaints.feedback@investni.com
Address: BedfordSquare

Bedford Street

Belfast

BT27ES

Website: www.investni.com/contactus

Tohelp us deal effectively with any issues raised please
tellus:

* Whattheissueis

* Whenithappened

* Who you dealt with

Allcomplaints are dealt with professionally and in confidence where required. All feedback
is welcomed and will in no way affect future Invest NI support decisions or relationships.
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Ourresponse

Complaint in person/by telephone

If the complaintis complex we may ask you to put
therequestinwritingtoensurewe address allissues
thatare of concern to you.

When we have fully established the nature of the
complaintwe will write back toyou within 5 working
daystellingyou theresult of the investigation and
what weintend to do.

Complaint in writing

We will acknowledge your complaint within 1
workingday and will provide aninitialresponse
within 5working days.

Ifitisnot possible to provide afull response within
5working days we will advise you of the progress of
ourinvestigation,indicatingthelikely timescale in
which it will be completed.

We may bein contact at any stage during the
investigation to obtain furtherinformation or
clarification.

What to do if you are not
satisfied with our initial
response

If you are dissatisfied with the outcome of our
initial response you canrefer the matter to our
Chief Executive’s Office.

Again,an acknowledgement will beissued within
1working day advising that your complaint has
beenreceived and is beinginvestigated.

You will be contacted within 20 daysfromissue of
the acknowledgement and advised of progress

or,if theinvestigation has been completed, we will
adviseyou ofthe outcomeandwhatweintendto do.

Again, we may contact you at any stage during
theinvestigation to obtain furtherinformation
orclarification.
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What happensifyouare
still not satisfied with
Invest NI's response?

Ifyoustill consider that Invest NI has not dealt
with the matter either properly or fairly, you can
refer your complaint to the Northern Ireland
Public Services Ombudsman.

The Ombudsmanisentirelyindependent of
governmentanddeals with any complaint of
maladministration (i.e. poor administration)
orofrules beingapplied wrongly. The Ombudsman
does not normally investigate policy —ratheritis
how policy has beenimplemented that is considered.

The Ombudsman willnormally expect you to have
given Invest NIthe opportunity to investigate the
matter before referral.

You can contact the Ombudsmanin any
of the following ways:

Byphone: 0800343424
(thisisafree phonenumber)

Or

02890233821
By text phone: 02890897789
Bye-mail:  nipso@nipso.org.uk

Bywritingto: NorthernIreland PublicServices
Ombudsman
Progressive House
33Wellington Place
Belfast

BT16HN
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Invest NI Customer Complaint Form

Please completein capital lettersand inink
SECTION1 - About You
Title:

Surname:

Forename(s):

Address:

Postcode:

Telephone (Daytime):

SECTION 2 - Nature of Complaint
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Privacynotice
People whomake
a complaint tous

Whenwe receive a complaintfrom a personwe open
afile containingthe details of the complaint. This

normally contains the identity of the complainant
andany otherindividualsinvolvedin the complaint.

Wewillonly use the personalinformation we collect
to process the complaintandto checkonthelevel
of servicewe provide. Wedo compileand publish

statistics showinginformation (forinstance on the
number of complaints wereceive),butnotinaform
whichidentifiesanyone.

Weusually havetodisclose the complainant’sidentity
towhoever the complaintis about. Thisisinevitable
where, forexample, the accuracy of aperson’srecordis
indispute.Ifacomplainantdoesn’twantinformation
identifyinghimorhertobedisclosed, wewilltry to
respect that. However, itmay not be possible to handle
acomplaintonananonymous basis.

We will keep personalinformation containedin
complaintfilesinline with our retention policy.
This means thatinformation relating to acomplaint
will beretained for threeyears from closure. It willbe
retainedinasecureenvironmentandaccesstoit will
berestricted according to the ‘need to know’ principle.

Similarly, where enquiries are submitted to us we
willonly use theinformation suppliedtoustodeal
withthe enquiryand any subsequentissuesand
tocheckonthelevel of servicewe provide.




Ifyourequirethisdocumentinanalternative
format (including Braille, audio disk, large print
orinminority languages to meet the needs of
those whosefirstlanguageis not English) then
please contact:

Invest NI Equality

Tel: 02890698273

Text Relay Number: 18001 028 9069 8273
Email: equality@investni.com

N T
Invest | ..

Northern
Ireland

Bedford Square
Bedford Street
Belfast

BT27ES

T:028 90698000

F:028 90436536

Text Relay Number: 18001 028 90698000
investni.com
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