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Purpose
The purpose of this document is to outline Invest NI’s procedure for the appeal of business decisions taken in relation to the provision of support to customers.

Introduction/Background
Invest NI is committed to working to ensure we provide the best possible support solutions to meet the individual needs of our customers. All decisions taken on the type and level of support to be offered to a customer must be centred around our core intervention principles and the need to provide value for money regarding any public funds disbursed.
However, we do recognise that in some instances our customers may not agree with the decisions we make, so we aim to provide a fair and appropriate process through which appeals can be made and assessed.
What is an Appeal?
An appeal is any request for Invest NI to review a decision it has made in relation to the type or level of support offered to a customer, or a decision not to provide support. All appeals must be made within 30 working days of receipt of notification of the original decision. Invest NI encourages staff to continue with the resolution of issues, and provision of solutions, on an informal ‘business as usual’ basis for their customers. If, however, a resolution cannot be found to a dispute regarding a decision the process outlined in this document can be followed as an alternative.
The Appeals Process
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The appeals process within Invest NI has four stages as described below:

Stage 1 – Original Decision Maker

The first and simplest method to appeal a business decision is to ask the original decision maker to review the information provided, along with any additional supporting evidence that may be available. If this does not provide a resolution to the dispute the appeal can be moved to the next stage.
Stage 2 – Responsible Manager/Director

Where the original decision remains unchanged after Stage 1 the issue can be referred to the Director or Head of the original decision maker’s Division. Where the Divisional Director is an Executive Director the case can be referred to the responsible Grade 7 for review. Again any additional supporting evidence should be provided to assist with the review. This referral can be made at the request of either the Original Decision Maker (with the agreement of the Customer) or the Customer. 

Stage 3 – Executive Director

Where the original decision remains unchanged after Stage 2 the issue can be referred to the Executive Director of the original decision maker’s Group. Again any additional supporting evidence should be provided to assist with the review. This referral can be made at the request of either the Responsible Manager/Director (with the agreement of the Customer) or the Customer. Any decision made at this stage will be considered final.

Stage 4 – Ombudsman (External Review)
Should a customer remain dissatisfied with the decision provided after the internal appeals process has been exhausted they can make a complaint to the Northern Ireland Public Services Ombudsman (NIPSO), whose role it is to provide an independent investigation of the processes followed in an attempt to resolve the issue.
It must be made clear that in proceeding to Stage 4 this is not a further avenue of appeal. The Ombudsman’s Office in general will only assess whether Invest NI policies and procedures were followed in the decision making process and that the customer has been allowed a fair and appropriate opportunity to have their appeal considered. 

Responsibilities
Reviewer

It is the responsibility of the reviewer at each stage to complete a fair and transparent review of the evidence, explain the rationale for their final decision and communicate it to the appellant. 
Customer/Appellant

It is the responsibility of the Customer/Appellant to detail why they feel the original decision was incorrect or unfair and provide any additional supporting evidence that can be taken into consideration as part of a review.

Contacts
All appeal requests should be made through the customer’s Invest NI client contact. Where the dispute cannot be resolved internally the customer can contact the Northern Ireland Public Services Ombudsman directly using the details below:
By phone:
0800 34 34 24

(this is a free phone number)

Or

028 90 233821

By text phone:
028 9089 7789

By e-mail:
nipso@nipso.org.uk

By writing to:
Northern Ireland Public Services Ombudsman

Progressive House

33 Wellington Place

Belfast BT1 6HN
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