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Introduction

NICIE, as an organisation, does not fall within the remit of the Nl Ombudsman as defined in the
legislation: Public Services Ombudsman Act (Northern Ireland) 2016 as being one of organisations
covered by the Northern Ireland Public Service Ombudsman (NIPSO). However, we wish to adhere
to the six principles of the approach that the NIPSO recommends public bodies should take when
dealing with complaints from members of the public, which are:

1. Start off right

2. Fixitearly

3. Focus on what matters
4. Be fair

5. Be honest

6.

Learn and improve

Within the resources available to the organisation, NICIE aims to provide services, which meet or
exceed your expectations. If you are dissatisfied with any service provided by us, or by any practice
we adopt, we want to hear from you.

NICIE considers complaints as learning opportunities to improve our services.

What is a complaint?
A complaint is an expression of dissatisfaction which you have about any person, the services,

actions or inactions of NICIE or its members of staff which requires a response.

Who can complain?

Anyone who has directly accessed our services and is dissatisfied can make a complaint.
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Please note the following:

:NICIE cannot respond to anonymous telephone calls, emails, letters, or other communication.
This policy should be read in conjunction with the Whistleblowing policy.

: NICIE cannot deal with complaints about Grant Maintained Integrated or Controlled Integrated
Schools. These should be referred to the schools themselves using the school’s own Complaints
Procedure. In the case of a Controlled Integrated school, you may also want to contact the
Education Authority EA Comments and Complaints Leafletvl - internet.pdf

What happens when | make a complaint?
We have a three stage complaints process:
Stage 1 (informal)

If you think your complaint can be resolved easily and you know who can assist you, please contact
the relevant person or admin@nicie.org.uk.

If you don’t know the name of who to contact, please contact admin@nicie.org.uk.

You will be contacted that your complaint has been received and when you should expect a
response. A response will then follow. If you have been unable to resolve your complaint at Stage 1
or you wish to make a formal complaint, please do so in writing forwarding for the attention of
(FAO) the Executive Assistant admin@ncie.org.uk.

Stage 2 (formal)

If you are unhappy with the outcome of your stage 1 complaint or wish to make a formal complaint
directly without going through stage 1, please contact the NICIE Executive Assistant,
admin@nicie.org.uk who will arrange to have your complaint investigated.

Stage 3 (Review of Outcome of Stage 2)

If you are unhappy with the outcome of your stage 2 complaint, please contact the Chief Executive
Officer, in writing, providing as much detail as possible, who will arrange for an independent review
of your complaint to be carried out.

If your complaint relates to the CEO, please address your complaint to the Chair of the Board of
Directors.

Timeframes for responding to formal complaints
Your complaint will be handled as follows:
¢ Acknowledgement - within five working days of receipt of complaint.

¢ Full response — endeavour to respond within twenty working days.
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You will be notified in writing if we require longer to investigate your complaint and when to expect
a full response.

Help us deal with your complaint effectively.
If you have a complaint, please provide the following information (as appropriate):
e Your name, your email address, and contact number

e Details of the complaint, please describe the incident or issue (be as clear as
possible so that your concerns can dealt with by the most appropriate person)

e What steps you have taken so far to resolve the issue. Include details of any contact with
the relevant officer/section

e How you would like your complaint resolved; and

e Copies of any relevant correspondence.

Please note that NICIE has a zero-tolerance policy towards aggressive or threatening complainants.
Behaviour of this nature will mean that your complaint will not be considered.

Possible Outcomes

If your complaint is upheld, a response detailing what the investigation has uncovered and if possible
how NICIE plan to rectify the matter, or the satisfactory service provided as a matter of urgency. You
will receive a response detailing the rationale for this outcome.

Time limits for raising complaints

To help us resolve your complaint please tell us what it is as soon as possible. The normal time limits
we apply to individuals raising a complaint are:

¢ Within 6 months of the incident giving rise to the problem; or

¢ Within 6 months of you becoming aware that you have cause for complaint, providing it is not
more than 12 months after the incident giving rise to the problem.

Unless the complainant can bring forward new, mitigating information/evidence within the 12-
month limited time frame that would warrant further investigation, the complaint will be closed.

Page 3 of 3


https://eur02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.nicie.org.uk%2F&data=05%7C01%7Ck.cody%40nicie.org.uk%7Cad52f0f2fd0f40478d2408da81d4fd1b%7Ceaab77eab4a549e3a1e8d6dd23a1f286%7C0%7C0%7C637965049018336994%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=vkusTKRswYuUtByc%2Ffemk4uoYowMoDmiXLMRH4hhQuE%3D&reserved=0

