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Data Protection Complaints  


Later Life Choices Glenrothes (LLCG) manages complaints relating to data protection as required by the Data (Use and Access) Act and in line with the Information Commissioner’s Office (ICO) guidelines. 

Definition of a Data Protection Complaint

Anyone can make a complaint when they consider data protection legislation has been infringed because of the way LLCG has handled their personal information (or the personal information of someone they are acting on behalf of).

Data protection complaints are dealt with separately from general complaints.  Examples of data protection complaints may include when someone feels the organisation

· has not responded appropriately to a request for personal information;
· is not keeping personal information secure;
· holds inaccurate personal information;
· has disclosed personal information inappropriately;
· is retaining personal information for longer than is necessary;
· has collected personal information for one purpose and is using it for another; or
· has not upheld one or more data protection rights.

Complaints about service delivery or other matters, whilst also exercising the complainant’s data protection rights, do not count as data protection complaints. For example:
 
· a person may complain about a customer service issue, and also request that their information is deleted (refer to LLCG’s Complaints Policy & Procedure)

· an employee or volunteer may raise a grievance issue, and also request copies of their personal information (refer to LLCG’s Grievance Policy & Procedure).

If the nature of the complaint is in doubt the complainant will be asked to clarify if they are making a data protection complaint.

Confidentiality

All complaint information will be handled sensitively, telling only those who need to know and following any relevant data protection requirements.




Responsibility

Overall responsibility for this policy and its implementation lies with the Board of Directors, with day to day responsibility delegated to the Manager(s).


How to Make a Data Protection Complaint

Written complaints should be sent to:

The Centre Manager
Later Life Choices Glenrothes
100 Scott Road
Glenrothes
Fife
KY61AE

Or by email to info@laterlifechoicesglenrothes.org

Verbal complaints may be made by phone to the Centre Manager, Tel: 01592 756316

Data protection complaints received by any other LLCG staff or volunteers, or via our website contact form or Facebook page will be passed to the Centre Manager who will follow LLCG’s Data Protection Complaints Procedure.


 
Data Protection Complaints Procedure


Acknowledging Data Protection Complaints

LLCG will acknowledge receipt of a data protection complaint within 30 days of receiving it and advise that the complaint will be investigated. This acknowledgement will be in the form of a letter or email.

If the initial complaint is verbal (over the phone or face-to-face), it will be acknowledged verbally and LLCG will:

· summarise the complaint back to the complainant;
· ask them their preferred contact method for receiving updates and obtain contact details;
· confirm that someone will be in touch to provide updates;
· follow it up in writing. 

A record will be kept of LLCG’s acknowledgement to ensure the 30-day timeframe is met.  The timeframe is further clarified as follows:

· The 30 days start the day after LLCG receives the complaint. It doesn’t matter if this day   falls on a weekend or a public holiday. The 30 days still start on this day.
· If the last day to acknowledge the complaint falls on a weekend or public holiday, LLCG will have until the next working day to provide an acknowledgement.


Investigating Data Protection Complaints

LLCG will gather any information required without undue delay including:

· looking at all the relevant facts thoroughly, fairly and accurately;
· speaking to relevant members of staff and volunteers;
· comparing the information from the complaint and the information held by the organisation;
· checking LLCG’s policies and procedures have been upheld and adhered to.

If the complaint is unclear the complainant will be contacted for further information as soon as possible and may be asked what outcome they are expecting, for example the alteration of a decision taken, an apology, or a change in process.

LLCG will ensure that an appropriate level of enquiries based on the circumstances of each complaint are made and will keep a written record of the investigation including an explanation which justifies how the complaint is being handled. 

The length of the investigation may be impacted by the complexity of the complaint, the scale of the issue, and any harm that the complainant is suffering as a result of the unresolved issue.  

LLCG will keep the complainant updated on the progress of the investigation providing a date for when they expect to finish their investigation and a point of contact for any questions.


Providing an Outcome 

LLCG will inform the complainant in writing the outcome of the investigation and what action has been taken to resolve the data protection complaint. They will be advised that if they are unhappy with the outcome they can raise their complaint with the Information Commissioner’s Office (ICO):

https://ico.org.uk/make-a-complaint/data-protection-complaints/ 


Review & Monitoring 

LLCG will record the number of data protection complaints they receive, as well as any recurring themes and trends. Information will be used to identify areas for improvement. Any personal information relating to data protection complaints will not be held for longer than needed.

This policy will be reviewed regularly and updated as required. 
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