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Complaint procedure

How to complain

Invest NI is committed to providing a high quality
service to all our customers. However there may
be occasions when problems arise and you do not
receive the service you expect.

We are keen to ensure that all complaints about
our services are dealt with in a satisfactory way
and are resolved as quickly as possible.

If you have any reason to be unhappy with our service
we want to know about it, to enable us to put things
right in the most appropriate manner and as quickly
as possible.
A complaint could be about any aspect of our services
for instance:
• When we do not deliver a service on time
• When we give you the wrong information
• When you receive a poor quality service
• When you have a problem with the service provided
by a member of staff.
Complaints received by Invest NI will be treated
seriously and will be thoroughly and objectively
investigated in a timely manner.
However the following issues will not be dealt
with under our complaints procedure:

• A request for a service
• An information request
• Appeals to a tribunal
• Appeals of business decisions
Such requests will be dealt with as normal business
issues.
Issues related to Invest NI staff that are personal in
nature or not specific to the work they do on behalf
of Invest NI will not be considered within the process.

Often an issue can be resolved quickly and easily
by contacting the person with whom you have been
dealing. You can do this in person, by telephone,
email or letter.
If you would rather not deal with the member of staff
concerned or if you are not sure who is responsible
for the service about which you are complaining,
you can complete our customer complaint form which
is attached, alternatively you may wish to use the
enquiry form on our website which you can access
via the link below.
When completed, the form should be sent to the
Complaints Manager who will raise the issue directly
with the manager responsible for that service.

E-mail:

complaints.feedback@investni.com

Address: Bedford Square
Bedford Street
Belfast
BT2 7ES

Website: www.investni.com/contactus
To help us deal effectively with any issues raised please
tell us:

• What the issue is
• When it happened
• Who you dealt with

A report on complaints from our customers will be
drawn to the attention of our Executive Leadership
Team on a quarterly basis and to our Board of
Directors on an annual basis.

All complaints 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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Our response
Complaint in person/by telephone
If the problem cannot be resolved informally it will
be logged and investigated.
If the complaint is complex we may ask you to put
the request in writing to ensure we address all issues
that are of concern to you.
When we have fully established the nature of the
complaint we will write back to you within 10 working
days telling you the result of the investigation and
what we intend to do.

Complaint in writing
We will acknowledge your complaint within 1
working day and will provide an initial response
within 10 working days.
If it is not possible to provide a full response within
10 working days we will advise you of the progress
of our investigation, indicating the likely timescale
in which it will be completed.
We may be in contact at any stage during the
investigation to obtain further information 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 can refer the matter to our
Chief Executive’s Office.
Again, an acknowledgement will be issued within
1 working day advising that your complaint has
been received and is being investigated.
You will be contacted within 15 days from issue of
the acknowledgement and advised of progress
or, if the investigation has been completed, we will
advise you of the outcome and what we intend to do.
Again, we may contact you at any stage during
the investigation to obtain further information
or clarification.
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What happens if you are
still not satisfied with
Invest NI’s response?
If you still 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 Ombudsman is entirely independent of
government and deals with any complaint of
maladministration (i.e. poor administration)
or of rules being applied wrongly. The Ombudsman
does not normally investigate policy – rather it is
how policy has been implemented that is considered.
The Ombudsman will normally expect you to have
given Invest NI the opportunity to investigate the
matter before referral.
You can contact the Ombudsman in any
of the following ways:
By phone:

0800 34 34 24
(this is a free phone number)
Or
028 90 233821

By text phone: 028 90 897789
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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Invest NI Customer Complaint Form
Please complete in capital letters and in ink
SECTION 1 - About You
Title: .....................................................................................................................................................................................................................................................................................................................................................
Surname: .....................................................................................................................................................................................................................................................................................................................................
Forename(s): .........................................................................................................................................................................................................................................................................................................................
Address: .........................................................................................................................................................................................................................................................................................................................................
.......................................................................................................................................................................................................................................................................................................................................................................

.................................................................................................................................................................

Postcode:......................................................................................................................................................................

Telephone (Daytime): ..............................................................................................................................................................................................................................................................................................
SECTION 2 - Nature of Complaint

Signed:.................................................................................................................................................................................................................................. Date:...........................................
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Privacy notice
People who make
a complaint to us
When we receive a complaint from a person we open
a file containing the details of the complaint. This
normally contains the identity of the complainant
and any other individuals involved in the complaint.
We will only use the personal information we collect
to process the complaint and to check on the level
of service we provide. We do compile and publish
statistics showing information (for instance on the
number of complaints we receive), but not in a form
which identifies anyone.
We usually have to disclose the complainant’s identity
to whoever the complaint is about. This is inevitable
where, for example, the accuracy of a person’s record is
in dispute. If a complainant doesn’t want information
identifying him or her to be disclosed, we will try to
respect that. However, it may not be possible to handle
a complaint on an anonymous basis.
We will keep personal information contained in
complaint files in line with our retention policy.
This means that information relating to a complaint
will be retained for three years from closure. It will be
retained in a secure environment and access to it will
be restricted according to the ‘need to know’ principle.
Similarly, where enquiries are submitted to us we
will only use the information supplied to us to deal
with the enquiry and any subsequent issues and
to check on the level of service we provide.
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If you require this document in an alternative
format (including Braille, audio disk, large print
or in minority languages to meet the needs of
those whose first language is not English) then
please contact:
Invest NI Equality
Tel: 028 9069 8273
Text Relay Number: 18001 028 9069 8273
Email: equality@investni.com

Bedford Square
Bedford Street
Belfast
BT2 7ES
T: 028 9069 8000
F: 028 9043 6536
Text Relay Number: 18001 028 9069 8000
investni.com

