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Complaint procedure

Invest NIis committed to providingahigh quality
service to all our customers. However there may
be occasions when problems arise and you do not
receive the service you expect.

Ifyouhaveanyreasontobeunhappy 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:

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

* Whenyou 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 followingissues will not be dealt
with under our complaints procedure:

* Arequest for a service

* Aninformation request

* Appeals to a tribunal

* Appeals of business decisions

Suchrequests will bedealt with as 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.

Areporton complaintsfromour customerswill be
drawntothe attention of our Executive Leadership
Teamon a quarterly basis and to our Board of
Directors on anannual basis.

You can raise a formal complaint up to six months
either after an event occurred, or after you become
aware of an issue, unless exceptional circumstances
apply which would allow us to extend this time limit.

How to complain

We arekeentoensure that allcomplaints about
ourservicesaredealtwithinasatisfactory way
and areresolved as quickly as possible.

Oftenanissue can be resolved quickly and easily
by contacting the person with whom you have been
dealing. You cando thisin person, by telephone,

email or letter. We do not conduct business of this nature via
Teams or other forms of online 'meetings'.

Ifyouwouldrather not deal with the member of staff
concerned orif you are not sure who isresponsible
for the service about which you are complaining,
you can complete our customer complaint formwhich
isattached, alternatively you may wish touse the
enquiry form on our website which you can access
viathelink below.

Ifyou have a complaint about a member of the
Complaints Team, or thereis a perceived conflict of
interest, that member of staff will recuse themselves
from the complaintinvestigation process.

When completed, the form should be sent to the
Complaints Manager who willraise theissuedirectly
with the manager responsible for that service.

E-mail:  complaints.feedback@investni.com
Address: Bedford Square

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

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.


mailto:complaints.feedback@investni.com
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We do not conduct business of this nature via Teams or other forms of online 'meetings'.

You can raise a formal complaint up to six months
either after an event occurred, or after you become 
aware of an issue, unless exceptional circumstances
apply which would allow us to extend this time limit.
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Ourresponse

Complaint in person/by telephone

Ifthe problem cannotberesolved informally it will
be logged and investigated.

Where possible, please provide details of your
complaintinwriting. This will ensure we address all
issues that are of concern to you and maintain
accuraterecords.

When we have fully established the nature of the
complaintwe will write back to you within10
working days telling you the result of the
investigation and what we intend to do.

Complaintin writing

We will acknowledge your complaint within1
workingday andwill provide aninitial 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
inwhich it will be completed.

We may be in contact at any stage during the
investigation to obtain further information or
clarification.

What todoifyou are not
satisfied with our initial
response

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

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

You willbe contacted within15days fromissue of
the acknowledgement and advised of progress

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

Again, we may contact you atany stage during
theinvestigation to obtain further information
orclarification.
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Whathappensifyouare
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 Ombudsmanis entirelyindependent of
governmentand deals with any complaint of
maladministration (i.e. poor administration)
orofrrules beingapplied wrongly. The Ombudsman
does not normally investigate policy —ratheritis
how policy has beenimplemented that is considered.

The Ombudsman willnormally expect youto have
given Invest NI the opportunity to investigate the
matter before referral.

You can contact the Ombudsmanin any

of the following ways:

Byphone: 0800343424
(thisisafreephonennumber)

Or

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

Bywritingto: NorthernIreland PublicServices
Ombudsman
Progressive House
33Wellington Place
Belfast

BT16HN



mailto:nipso@nipso.org.uk

Complaints procedure
AqguidetoInvest NIfeedback

Invest NI Customer Complaint Form

Please completein capital letters and inink
SECTION1- About You
Title:

Surname:

Forename(s):

Address:

Postcode:

Telephone (Daytime):

SECTION 2 - Nature of Complaint
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Privacy notice
People whomake
a complaint to us

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

normally contains the identity of the complainant
and any otherindividualsinvolvedin the complaint.

Wewillonly use the personalinformationwe collect
toprocess the complaintandto checkonthelevel
of servicewe provide. We do compileand publish

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

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

We will keep personalinformation containedin
complaintfilesinline with ourretention policy.
This means thatinformationrelating to a complaint
will beretainedfor threeyearsfromclosure. It willbe
retainedinasecureenvironmentandaccess toit will
berestricted according to the ‘need to know’ principle.

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

Vexatious or
repetitive
complaints

We sometimes receive complaints which canbe
deemed ‘vexatious’ or ‘repetitive’. Some of these
complaints can be costly tohandle or responding to
them may be a disproportionate use of our staff’s
time. Thisis our approach to dealing with
complaints which we consider vexatious or
repetitive and behaviour which we deem as
unreasonable.



Deciding whether a complaint is vexatious requires
usineach caseto takeintoaccount the contextand
history of the complaint. For a complaint to be
vexatious, we will consider whether thereis a
proper or justified cause forit. Context may include
other complaints/contact made by the applicant to
us (regardless of outcome), the number and
subject matter of the complaints, as well as the
history of other dealings between the complainant
andourselves.

Indeciding whether a complaintis vexatious sowe
will consider the following:

e Couldthecomplaintfairly be seenas
obsessive?

e Isthecomplaint harassingor causing
distress to staff?

e Doesthecomplaintappearto be designed
to cause disruption or annoyance?

e Doesthecomplaintlack any serious
purpose or value, for exampleis the
complaint solely about trivial matters toan
extent thatis out of proportion to their
significance?

e Theconcernwe will addressis whethera
complaintis vexatious in terms of the effect
of the complainton us and not whether the
applicantis personally vexatious.

e Wewilltakeinto considerationthe
following factors (which arenotan
exhaustive list) when determining whether
acomplaintis vexatious:

e Ifthecomplaintisinrespect ofissues
previously dealt with by Invest NI

e Ifthenatureandextentofthe
complainant's correspondence with us
suggests an obsessive approach to the
issues that have beenraised

e Ifthetoneadoptedin correspondence by
the complainantis confrontationaland/or
haranguing and demonstrates that the
purposeistoargue and notreally toresolve
anissue

e Ifthecorrespondence couldreasonably be
expected to have a negative effect on the
health and well-being of our staff

If the complaint, viewed as a whole,
appears to beintended simply tore-open
issues which have been disputed several
times before, and s, in effect, the pursuit
of adispute by alternative means

If responding to the complaint would likely
entail substantial and disproportionate
financial, administrative and/or
operational burdens for us

Ifitis not an original complaint, but a case
of the same complaint having been made
repeatedly, or where on repetition, the
particulars of the complaints have been
varied making it difficult to know exactly
what the complainantis seeking and
making it less likely that the request can
be satisfied

No single one of the above factors would
lead to a finding, by itself, that a complaint
was vexatious. Itis alsoimportant that any
future complaints should not be deemed
vexatious just because some may have
been so previously. However, it is entirely
appropriate and necessary, when
considering whether a complaintis
vexatious, to view that complaintin
context. The history and context of a
complaint will beimportant factorsin
deciding whetheritis considered
vexatious. For example, if the complaintis
part of awider grievance against Invest NI
orisinextricably linked to anindividual’s
desireto hold Invest NIto account for
perceived shortcomings.

Complaints can sometimes becomea
vehicle forindividuals to try to reopen
previous issues. Although we recognise
that people are not always satisfied with
theresponses they receive, the raising of
complaintsis not a panacea for problems
that have not beenresolved through other
channels. Continued complaints after the
underlying complaint has been addressed,
go beyond the reasonable pursuit of
resolution. In such cases Invest NI will not
follow the normal timescales or stages
relating to the management of a ‘new’
complaint.
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Unreasonable
Behaviour

Our staff have the right to undertake their work free
fromharassment, or vexatious and repetitive
complaints/enquiries. We expect our staff to be
treated with courtesy and respect. Invest NI has a
duty to protect the welfare of staff and considers
that abuse towards staffis unacceptable. Staff are
also expected to treat complainants with courtesy,
respect and fairness.

e Wealsoconsider thatinflammatory
statements and unsubstantiated
allegations canamount to abusive
behaviour. Invest NIstaff willbringtoan
end phone calls if the calleris considered
aggressive, abusive or threatening. The
complainant will first be told that we
consider their language offensive or their
behaviour unacceptable and will be asked
to stop using such language or behaviour.

e Where complaints are deemed vexatious,
the complainant will be notified in writing
that no further correspondence will be
enteredinto on the matterin question,
however their correspondence will be kept
onfile.

If you disagree with a decision made by
Invest NIto regard your behaviour as
unreasonable, you can challengeit by
contacting the Northern Ireland Public
Services Ombudsman, details on to how to
do this are provided above.



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: 18001028 9069 8273
Email: equality@investni.com

90
Invest ..

Northern
Ireland

Bedford Square
Bedford Street
Belfast

BT27ES

T:028 9069 8000

F:028 90436536

Text Relay Number: 18001028 9069 8000
investni.com
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