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Part 1 
Supporting a project in the project 

establishment and implementation phase



INVESTMENT FACILITATION:
WHERE IPAS MEET INVESTORS
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SUPPORTING A PROJECT DURING 
PROJECT ESTABLISHMENT

 Facilitating the investment approval and incentive 
granting process

 Assistance through the bureaucracy
– Visas and stay permits
– Work permits
– Factory licenses
– Company registration
– Labour regulations
– Site clearance
– Other permits, etc.

 One stop-shop? In practice not likely
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ENTRY APPROVALS
 Visas and stay permits
 Company registration
 Investment project registration
 Initial bank deposit
 Residence and work permit
 Tax office registration
 Foreign investment licensing
 Business and trading permit
 Statistical office registration
 Health care & pension plans
 Social security registration

LAND, SITE DEVELOPMENT, UTILITY
• Access to State land
• Town planning certificate
• Site inspections and general approvals
• Building permits
• Electricity and power connection
• Telephone, telex and Internet
• Water and sewage
• Customs
• Post box

ADMINISTRATIVE AREAS FOR INVESTMENT 
FACILITATION IN THE ESTABLISHMENT STAGE

Source: ADMINISTRATIVE BARRIERS TO FOREIGN INVESTMENT
IN DEVELOPING COUNTRIES (Jacques Morisset

Olivier Lumenga Neso, May 2002), World Bank/ IFC/FIAS
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 One-door: all government agencies represented in one 
location

 One-window: one agency having authority to accept 
applications for permits from all other agencies/ministries)

 One-portal (online single window), ideally providing an 
integrated service facility 

OPTIONS FOR ONE STOP SHOP
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 To be effective, OSS should have all-embracing authority. Is this 
desirable? Feasible?

 Other agencies/ministries will engage in turf battles, mandates 
and authority will be undermined

 IPAs with OSS authority should report directly to head of 
government/state

 Risk of building massive and expensive bureaucratic super-agency 
undermining efficiency and ability for rapid response

 At best, IPA-OSS has coordinating authority

CHALLENGES FOR ONE STOP SHOP
“THERE IS A VERY REAL RISK THAT A ‘ONE STOP SHOP’ BECOMES ‘ONE 

MORE STOP” (SANYAYA LALL)

United Nations Economic and Social Commission for Asia and the Pacific



United Nations Economic and Social Commission for Asia and the Pacific

Part 2
Aftercare and investor development



FOLLOW UP AND “AFTERCARE SERVICES”: 
THE IPA’S JOB IS NEVER FINISHED

Normally entails monitoring, which consists of 
periodic contact with investors, ongoing 

troubleshooting, and anticipating investors’ future 
needs
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WHAT IS AFTERCARE AND INVESTOR 
DEVELOPMENT?

An important aspect of aftercare and investor development is 
listening to, and helping of investors in case of additional 
inquiries or encountered issues
 Aftercare relates to the re-active management of existing investors 
 Investor Development relates to pro-actively helping existing companies 

to grow
 Requires anticipating future needs or issues related to the next phase of 

operations
 Providing good aftercare can built trust but strong investor development 

helps the company to develop, put down roots and can also stimulate 
other regional activity.
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WHAT IS AFTERCARE AND INVESTOR DEVELOPMENT?
CONT.

According to the World Bank’s Multilateral Investment 
Guarantee Agency (MIGA), aftercare entails:

 The management of relationships with existing investors

 The investment promotion equivalent of customer care

 Adherence to the “old sales motto” that it is almost nine 
times less costly to sell to an existing customer as it is to 
attract and successfully develop a new one

 In the end aftercare is what investors say it is
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 Consolidate: improve low implementation rates

 Retain: keep existing investors from leaving

 Embed: extract benefits for development

 Expand: get reinvestments

 Diversify: support opportunities for other, higher value 
business activities.

WHY AFTERCARE?
“CREED” PRINCIPLE
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 Short-term benefits:
– Support investors to realize their initial investment plans

 Long-term benefits:
– Aftercare as important component of more fully integrated local economic 

development  (e.g. flagship investors that have been granted responsibility for 
product-related R&D such as Apple and Intel in Ireland)

– Continuous upgrade of existing investment and factor conditions
– In particular infrastructure and labour development benefits
– Emergence of suppliers and service providers in the location

 Wider policy benefits:
– Lower cost and improvement of the reliability of public services
– Potentially important channel for investor views and opinions to reach top 

levels of government
– Government macro-analysis can benefit from the aftercare relationship as 

source of intelligence on key trends and issues, shaping government policies
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ECONOMIC DEVELOPMENT BENEFITS OF 
AFTERCARE AND INVESTOR DEVELOPMENT



 Intel  has progressed through and out of the manufacturing of circuit 
boards and systems and has replaced its original plant

 Intel is now constructing 
its third plant in Ireland and
will place this facility at the 
cutting edge of global
microprocessor technology. 

United Nations Economic and Social Commission for Asia and the Pacific 

EXAMPLES OF SUCCESSFUL AFTERCARE LONG-TERM 
BENEFITS: INTEL IN IRELAND



 Apple’s facility in Cork used to be a large scale manufacturing plant but 
has been radically re-designed

 The low value manufacturing process has been moved out of Ireland but 
Cork retained a facility with 100% configure-to-order capability

 Importantly, Cork has become:
– Apple’s European HQ 
– Customer relations centre
– Technical support centre
– On-line electronic sales centre
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EXAMPLES OF SUCCESSFUL AFTERCARE LONG-TERM 
BENEFITS: APPLE IN IRELAND



1. Post-investment support: aftercare activities that help 
foreign firms to realize their initial investment plans and 
intentions

2. Aftercare activities that help foreign firms to extend and 
deepen their direct investment activity in host countries
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TWO-STAGED PROCESS OF AFTERCARE



CORPORATE DEVELOPMENT PATH

 There are eight stages in the growth of investor 
development activities in your community:

1. Establishing start-up
2. Carrying out the basic mandate satisfactorily
3. Performing the basic mandate in a “superior” way (efficiency gains)
4. Extending the basic mandate – Low-risk moves
5. Extending the basic mandate – Strategic activities
6. Becoming a strategic center for the TNC – center of excellence
7. Becoming a strategic center for key activities
8. Becoming a stand-alone strategy-making unit of the TNC (i.e. regional 

head office)
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RELATIONSHIP EVOLUTION: 
EXAMPLE OF EXPANDING AND 
DIVERSIFYING ITS ACTIVITIES

Source: British Airways
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 Precondition: understand the investor community

 Develop objectives and identify partners

 Assess resources and develop organizational options

 Segment, target and design the aftercare programme

 Deliver services, monitor and evaluate the results

KEY STEPS IN SETTING UP AND OPERATING AN 
AFTERCARE UNIT

(UNCTAD, 2007)
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 Increased value added activities of a targeted set of TNCs
 Increased employment of certain levels of staff
 Attraction of suppliers to TNCs, possibly to a specific 

business park or region
 More collaborative projects with universities or other R&D 

organizations
 Identification and removal of key barriers to increased 

reinvestment by TNCs
 Increased reinvestment in a specific region

POSSIBLE OBJECTIVES OF AFTERCARE 
PROGRAMME
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 Value added at TNCs
 Salary levels
 Extent of knowledge driven, R&D orientation
 Type of activity, for example, subsidiary, regional 

headquarters (HQ), regional R&D centre or specialized 
manufacturing operation

 Export-oriented (actual and potential)
 Impact if the TNC decides to relocate to elsewhere
 Ability to influence (TNCs where there are already some 

good working relationships)

SEGMENTATION AND TARGETS:
POSSIBLE CRITERIA
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AFTERCARE SERVICE SPACE (UNCTAD, 2007) 

Administrative Operational Strategic

 Obtaining permits, licenses 
and permissions

 Visa handling
 Finding homes and schools
 Introductions to service 

providers

 Land and property use issues
 Infrastructure
 People issues (staff shortages, skills, 

recruitment, training)
 Dealing with local officials
 Customs clearance
 Export promotion
 Identifying local suppliers

 Information on (changing) 
regulations and market access

 Investment expansion 
 Upgrading standards of local 

suppliers
 Involve universities and 

scientists
 Policy advocacy
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 There are three different types of aftercare services:
– Administrative – enabling investor establishment 
– Operational – enabling investor operations and processes
– Strategic – help expansion of the investment

 Examples of aftercare issues:



FULL SPECTRUM OF SERVICES

Time – Service table
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Strategic

Establish firm so that it 
operates successfully 
and performs its 
mandate

Competition legislation, 
product development, 
R&D capabilities

Services that support firms in 
becoming centers of 
excellence

Operational

Help finding office 
space, factory, recruit 
staff, help install ICT 
equipment, power, etc

Staff training, new 
premises, improved 
connectivity and 
transportation, trouble 
shooting

Local R&D, university 
collaboration, strong relation 
with other knowledge
intensive institutes, local 
government

Administrative

Obtain visas, import 
permits, work permits
for spouses, etc

Find schools, doctors
(speaking English), 
drugs and 
administration 
approvals

Agreement with tax 
authorities, collaborate with 
public sector (local 
government) in planning and 
transport

Short term Medium term Long term

The type of services and time dimension are illustrated in the table below. Time refers to how long your IPA 
has been servicing the investor. It is not intended to by fully inclusive, but offered by way of illustration
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WHERE TO START YOUR AFTERCARE SERVICE?

Aftercare Time – Service table
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Strategic

Establish firm so that it 
operates successfully 
and performs its 
mandate

Competition legislation, 
product development, 
R&D capabilities

Services that support firms in 
becoming centers of 
excellence

Operational

Help finding office 
space, factory, recruit 
staff, help install ICT 
equipment, power, etc

Staff training, new 
premises, improved 
connectivity and 
transportation, trouble
shooting

Local R&D, university 
collaboration, strong relation 
with other knowledge
intensive institutes, local 
government

Administrative

Obtain visas, import 
permits, work permits
for spouses, etc.

Find schools, doctors
(speaking English), drugs
and administration 
approvals

Agreement with tax 
authorities, collaborate with 
public sector in planning and 
transport

Short term Medium term Long term

2 
–

4 
ye

ar
s

2 – 4 years

When you need to develop an aftercare programme from scratch, start with the most 
straightforward services and increasingly expand your services over time. It takes time, 

experience and knowledge to provide long term strategic aftercare services
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EFFECTIVELY DEALING WITH INVESTOR 
INQUIRIES: BEST PRACTICE

 Understanding an investor’s requirements 
 Appointing a single client executive to respond to inquiries
 Rapidly providing accurate, timely information and data
 Ensuring the confidentiality of the investor’s project and 

strategy at all times – limiting the number of people 
involved and even signing a confidentiality agreement

 Ensuring an understanding of the project in key ministries 
and agencies at the national level (for major projects) 

 Encouraging diplomatic service visits to corporate 
headquarters (for major projects)
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 Availability and contactability

 Responsiveness and handling

 Response quality

 Ongoing customer care, in an integrated system that is 
continuously monitored for improvement 

EFFECTIVELY DEALING WITH INVESTOR INQUIRIES: FOUR KEY 
DETERMINANTS (WORLD BANK)

United Nations Economic and Social Commission for Asia and the Pacific



ELEMENTS OF A FULL AFTERCARE SYSTEM
(WORLD BANK)
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 Institutional credibility
 Staff capability
 Adequate resources
 Adequate political support
 TNC not willing to engage
 Ensuring continuity while facing staff turnover
 Policy driven not customer driven
 Availability of proper ICT infrastructure
 Getting partners to work together
 Coordination among all involved

CHALLENGES TO EFFECTIVE AFTERCARE
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 Be pre-emptive
 Use regular investor surveys (customer feedback): how well 

did we do?
 Develop case studies of best practice
 Set targets for M&E:

– number of contact visits per year for the different segments
– number of successful projects
– number of new jobs created by investor
– Degree of reinvestment by the investor
– Expansion of the investor (in terms of quantity and quality, e.g. 

establishment of R&D centre, regional HQ, etc.)

MONITORING AND EVALUATION
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LINK BETWEEN AFTERCARE AND POLICY 
ADVOCACY

 Policy advocacy closely relates to investor monitoring and 
aftercare services
– Repeating aftercare activities might contribute to start an active 

lobby to address specific challenges in your business climate

 The ultimate goal of policy advocacy is to structurally change 
to improve your business environment

 Learning from investors can help government negotiate 
better IIAs
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Part 3 
Aftercare services: best practice from the 

Republic of Korea

(courtesy: KOTRA Foreign Ombudsman Office)



THE STATUS OF KOREA’S FDI ATTRACTION
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FOREIGN-INVESTED COMPANIES IN KOREA 
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223 of 500 companies invested in Korea

FOREIGN-INVESTED COMPANIES IN KOREA 

* Source: Fortune, Invest KOREA, 2015

Major  Industries 

Financials
52

Motor 
Vehicles 
& Parts
27

9

8

9

23

5
8

8

5

11

10

Energy
24

8

Retailers

Industrials
Wholesalers

Chemicals

Materials

Food,
Beverages

&
Tobacco

Technology

Health Care

Transportation
Hotels,

Restaurant
&

Leisure

Tele-
communications
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R&D

13%

5.9%

20.2%

6.7%

Sales Employment Exports 

CONTRIBUTION OF INBOUND FDI TO THE KOREAN ECONOMY

It should be noted that the contribution of foreign investors to the Korean 
economy is substantial to export and job creation.
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RE-INVESTMENT TRENDS BY EXISTING FDI FIRMS

Aftercare services for existing TNCs are critical to inducing  reinvestment

☞ Re-investment roughly occupies 70% of the total inbound FDI
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EASE OF DOING BUSINESS KOREA (2017)

*Source: World Bank Group(2017) “Doing Business 2018 Report”

New Zealand1st

2nd

3rd
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Singapore
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Korea
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4th 5th 4th
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 After the Asian financial crisis in 1997/1998, the Republic of 
Korea was forced to pursue FDI-friendly policy initiatives in 
exchange for standby IMF credit

 This has meant shifting policy direction dramatically from 
conventional loan-based to an FDI-based strategy

 This led to the establishment of the Korea Investment 
Service Centre (KISC)

 ROK adopted an investment aftercare strategy as a new 
measure for investment promotion
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INVESTOR AFTERCARE IN THE REPUBLIC OF KOREA: 
BACKGROUND



 In 2003, the FDI promotion and facilitation strategy was reviewed 
and KSIC was replaced by Invest KOREA

 Part of the new strategy was the appointment of a foreign 
investment ombudsman

 The role of the investment ombudsman is to resolve difficulties 
and address grievances that existing foreign investors encounter 
in the ROK

 The ombudsman is appointed by the President of the ROK and 
serves as a member of the National Competitiveness Council
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INVESTOR AFTERCARE IN THE REPUBLIC OF KOREA: 
BACKGROUND, CONT.



KOTRA ORGANIZATIONAL CHART
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Introduction of Invest KOREA

Overseas Network of 35 KBCs
(Korea Business Center)

Overseas Office & 
Invest KOREA

Investment 
Consulting Center

Provide investment information and 
support  site survey 

Incentive negotiation

Resolve investors’ grievances  

Improve business and living environment

Support to obtain certification & approval 
and establishment of a company

The Ombudsman’s 
Office

Foreign Investment 
Ombudsman

FDI PROMOTION PROCESS IN KOREA
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KOREA FOREIGN INVESTMENT OMBUDSMAN, CONT.

Investors

Ombudsman & 
Aftercare team

Government 
(Ministry of 

Trade, Industry 
and Energy

Foreign 
Investment 
Committee

Report complaint & grievance

Home Doctor: 
Individual Solution 
Provision

Grievance Resolution Process

Advice on legal and systematic 
changes required for resolving 
grievances 

Recommendations

Law and administration

Coordination of 
investment policy
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http://www.ombudsman.kotra.or.krhttp://www.ombudsman.kotra.or.kr

Cooperation
Recommendation
Cooperation
Recommendation

Home Doctor:
Solution Provision

Report 
Complaints

Foreign
Investor

The Office of Foreign 
Investment Ombudsman

Blue House, 
Ministries, 

Government  Agencies

Foreign
Investment
Committee

Home Doctor Services

The Ombudsman’s Office’s  “Home Doctor” system delivers  one-stop 

services to resolve a variety of grievances.

WORK OF HOME DOCTORS

United Nations Economic and Social Commission for Asia and the Pacific



Grievance Filing by Category

Grievance Resolution Performance

12No. of Cases Filed

TotalSystem 
Improvement

Home Doctor 
Resolution

Administrative 
Cooperation

90 289187

Classification

Source : The Office of Foreign Investment Ombudsman   

(Unit: No. of Case,  2017)

ACCOMPLISHMENTS OF THE OMBUDSMAN’S OFFICE IN 2017
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REGULATORY INFORMATION SERVICE: POLICY ADVOCACY

1. Legislative Information 

Foreign-invested companies can browse through bills introduced by the 
Government and the national assembly and leave comments on them. The 
Ombudsman’s Office will deliver the comments to the competent ministry. 

2. Regulatory Reform Sinmungo 

Foreign-invested companies can leave comments on existing regulations for 
system improvement. 
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Role of the Office of Foreign Investment Ombudsman

Foreign investment promotion through rationalization and improvement of 
the investment system, customs and practices of Korea

COOPERATION WITH INVEST KOREA

Attracting FDI

Aftercare services

Support for FDI attraction

Contribution to the 
sustainable growth of the 

Korean economy 
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Meetings with foreign-invested companies  and relevant government officials 
have been held as often as possible

These meetings served as a platform for compiling difficulties and 
complaints from foreign-invested companies and reinforced networking 
between the local governments and relevant FDI companies. 

PREEMPTIVE MEASURES TO PREVENT GRIEVANCES 
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The Foreign Investment Ombudsman contributes to ISD prevention

As the world’s trend of ISD is rising, the Ombudsman’s role will also become 
more important.

Increasing ISD cases

Source: The ICSID Caseload-Statistics (Issue 2015-1)

IMPORTANCE OF AFTERCARE SERVICES TO REDUCE ISD
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 What is your investment realization rate compared to overall approved investment? 
Would you consider this normal, below or above average?

 To what extent is investment facilitation defined and practiced in your national IPA 
and local IPAs? How important is aftercare as part of the overall role and activities of 
your IPA?

 Does your IPA provide one-stop shop services? Are these services effective and 
efficient? How does your IPA manage coordination with various involved ministries 
and agencies with regard to obtaining permits and licenses etc. 

 Does your IPA coordinate effectively with local IPAs in the provinces or municipalities? 
What issues related to effective coordination can you identify that should be 
addressed?

 How effective is your IPA or ISC in responding to investor queries? What could be 
improved?

 Does your IPA have an ombudsman service or special unit addressing investor 
grievances?

 After having considered the various issues involved in IPA roles and functions what is 
your priority in improving your IPA’s performance and services? What about the 
longer term?

DISCUSSION ISSUES
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UNITED NATIONS BUILDING
RAJDAMNERN NOK
BANGKOK 10200, THAILAND
TEL: +662-2881234
FAX: +662-2881000
http://www.unescap.org

HANDBOOK ON POLICIES, PROMOTION
AND FACILITATION OF FDI FOR SUSTAINABLE DEVELOPMENT:
http://www.unescap.org/resources/handbook-policies-
promotion-and-facilitation-foreign-direct-investment-sustainable-0
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CONTACT DETAILS UNESCAP



Presentation available at:

https://www.unescap.org/events/national-training-workshop-
promotion-facilitation-fdi-timor-leste

Your questions please?
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