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Letter 2 - Request for further information
To be sent by email/letter as appropriate
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Complainant’s name & 
address

	
Official’s address


	
	Telephone:
	

	
	
	

	
	Email:
	

	
	

	
	Your reference:
	

	
	Our reference:
	

	
	

	
	Date

	
	

	Dear [Dr, Mr, Mrs, Ms etc]
	



Further to your complaint received on [date], which we acknowledged on [date], I am writing to request further information about the complaint that you have made.

Complaints received by Invest NI are treated seriously and our aim is to investigate this matter as thoroughly as possible. In order to continue with our investigation, I would be grateful if you could provide clarification of the complaint. In particular, please provide further details on [insert specific information required if applicable].

I have attached at Annex 1 our Privacy Notice regarding complaints against Invest NI. This outlines how we will use the information that you provide.

Please note that if I do not receive clarification of your complaint by [date], which is 14 days from the date of this letter, then I must assume that you no longer wish to complain and consider your complaint closed.

If you wish to discuss any of the above, please contact me. Please remember to quote the reference number above in any future communications.

Yours etc


[Name and job title of issuing officer]
[bookmark: _GoBack]

Annex 1

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 five 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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