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IDA Ireland

Complaints Procedure

If you are not satisfied with our service we want to know about it.

Our Commitment

In IDA we are committed to promoting quality, openness and transparency in the delivery of our services to our customers as set out in our Customer Charter.  This is also supported by our Staff Code of Conduct.  

We aim to meet these standards at all times.  However, in the event that you are not satisfied with the standard of service you receive or feel improvements could be made, we welcome your feedback and will deal with all comments and complaints thoroughly and fairly.

Any dissatisfaction with the manner in which IDA delivers its services will be dealt with promptly. An acknowledgement will be sent within 2 working days followed by a full written reply.  Where necessary, we will ensure that the causes of complaint are rectified and not repeated in the future.

Should you remain dissatisfied, we will advise you to pursue the matter further by contacting the IDA Secretary, John O’Brien Tel: 01 6034184 (Email: John.OBrien@ida.ie) 
Issues covered by the Complaints Procedure

IDA’s Complaints Procedure deals with complaints relating to the level and standard of service provided by us.  If you feel the service you have received has been less than satisfactory we would like to hear from you.

If you feel an action or a decision made by IDA that affects you is not in accordance with our policies, you may appeal these decisions by addressing your complaint to the IDA Secretary. 

How do you make a complaint?

You can make a complaint by contacting the relevant Department Manager as detailed in Appendix 1. attached:  

√
orally

√
in written form 

√
via the online Complaints Form 


Seirbhís trí Ghaeilge

Tabharfaimíd gealltanas go ndéanfaimid gach iarracht dealáil le aon gearán as Gaeilge má iarrtar. 

(We undertake to make every effort to deal with any complaint through Irish, if requested)

Disputed Invoices
· Where an invoice received by IDA Ireland does not contain all the information required for processing the Accounts Department will seek any additional information required in order to process the invoice in a timely manner.
· If you are less than satisfied with how a disputed invoice is being dealt with you can make a complaint by contacting the Head of the Accounts Department or the Manager, Compliance & Information Management (contact details are set out below).  

What will we do?

· On receipt of your complaint, a copy of IDA’s complaints procedure will be forwarded to you by post.

· A member of staff in the area concerned will process your complaint in the first instance and will do their best to resolve your complaint speedily and without undue fuss.  

· When your complaint is received it will be recorded and an acknowledgement issued within 2 working days. 
· A full reply will be issued as soon as practicable thereafter.  

· Where possible an explanation and/or an undertaking to address the issue will be offered to you.

Appeal / Review

· If you are not happy with the IDA’s response, in the first instance you will be advised to make contact with the IDA Secretary (John O’Brien - John.OBrien@ida.ie ) forwarding a completed copy of Complaints Form as attached (Appendix 2.)  The Complaints Form may be accessed through our website www.idaireland.com 
· Following this if you are still unhappy with the way the IDA has dealt with your complaint; you have a statutory right to make a complaint to the Office of the Ombudsman.

The Ombudsman may be contacted at:

18 Lower Leeson Street, Dublin 2.

Tel: (01) 6395600 or 1890223030

E-mail: ombudsman@ombudsman.irlgov.ie
Web: www.ombudsman.ie 
APPENDIX 1
To whom do you make a complaint?

In the first instance a complaint should be addressed to the relevant Department Manager as detailed below.  In the event that a complaint is in respect of a Department Manager, then in this instance the complaint should be addressed to the IDA Secretary (John O’Brien - John.OBrien@ida.ie)
	Department
	Department Manager

	Accounts
	Billy Bury

Tel: 01 6034031

	Clean Tech
	George Bennett

Tel: 01 6034263

	Corporate Services
	Deirdre Lyons

Tel: 01 6034166

	Content Industry, Consumer & Business Services 
	Emmanuel Dowdall

Tel:  01 6034045

	Diversified Engineering Sector 
	Tommy Fanning

Tel: 07191 59745 (Sligo)

	Divisional Manager – Property & Regions
	Mary Buckley

Tel: 0906 471501 (Athlone)

	Emerging Companies
	Barry O’Dowd

Tel: 01 6034120

	Growth Markets


	Gerry Sharkey

Tel: 01 6034143

	HR & Organisational Development
	Breda O’Toole

Tel: 01 6034125

	ICT – New Business

ICT – Existing Business


	Pat Howlin

Tel: 01 6034043

Donal Murphy

Tel: 01 6034046

	Internal Consultancy & Business Process Transformation Group & IT
	Eileen Sharpe

Tel: 01 6034080


	International Financial Services
	Kieran Donoghue

Tel: 01 6034055

	Legal, Grants Admin & Lease Management
	Mary Molloy

Tel: 01 6034054

	Marketing Services
	Caitriona O’Kennedy

Tel: 01 6034156

	Medical Technologies
	Gus Jones

Tel:  0906 471502 (Athlone)

Tel: 01 6034167 (Dublin)

	Overseas -Asia Pacific
	Brian Conroy

Tel: 00862162798500

	Overseas – Europe
	Anne Marie Tierney

Tel: 0033 143129182

	Overseas - North America 
	John Conlon

Tel: 001 212 750 4300 

	Pharmaceuticals & Biotechnology
	Dave Shanahan

Tel: 01 6034060

	Planning & Influencing Agenda, Strategy Implementation, EU & Tax
	Brendan McDonagh

Tel: 01 6034521

	Press & PR
	Thomas McEvoy

Tel: 01 6034255

	Secretary
	John O’Brien

Tel: 01 6034184

	Strategic Investments RD&I and Services Innovation Policy
	Brendan McDonagh

Tel: 01 6034521


In the event that you require further guidance regarding the complaints handling procedure please make contact with Sheelagh Mulligan, Compliance & Information Management  at 01 6034004 or Email: Sheelagh.Mulligan@ida.ie 
APPENDIX 2. (Online)

IDA Ireland Customer Complaint Form (which will be directed to the Compliance & Information Management Manager to process with the relevant Department Manager)

Ref No: 

Name & Address of Complainant










______________________________






______________________________






______________________________

Telephone Number:


_______________________

Email Address


_______________________

Please give an outline of your complaint giving dates and copies any documentation where appropriate:

________________________________________________________________________________________________________________________________________________________________________________________________________________________

Please provide the name of the Office, and if appropriate, person with whom you were dealing:

________________________________________________________________________________________________________________________________________________
Please explain what steps you have taken, together with dates, to resolve your complaint with the Office concerned:

________________________________________________________________________________________________________________________________________________________________________________________________________________________
Please explain why you are dissatisfied with the response you have received to date:

________________________________________________________________________________________________________________________________________________________________________________________________________________________

 Signed:  _________________________________   Date:
 _______________________











