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1. Purpose of this Policy

This policy explains how individuals can raise concerns or complaints about how HoDoMS uses,
accesses, or shares their personal data. It also sets out how we will handle and respond to those
complaints in line with the UK Data (Use and Access) Act 2025 (DUAA), the UK GDPR, and the
Data Protection Act 2018.

We are committed to responding to all complaints fairly, promptly, and transparently.

2. Scope
This policy applies to:

¢ All customers, clients, employees, contractors, and members of the public whose personal
data we process.

o All staff and officers at HoDoMS who handle personal data or may receive a data-related
complaint.

This policy covers complaints relating to:
e How we collect, use, store, or share personal data
e Access to personal data under DUAA
e Accuracy or completeness of personal data
e Data security or potential breaches
e How we respond to data rights requests

e Any concern that we have not complied with DUAA or other data protection laws

3. How to Make a Data Protection Complaint
3.1 Contact Details

Complaints can be submitted using either of the following:

Email: chair@hodoms.org.uk

Post: HoDoMS, DeMorgan House, 57-58 Russell Square, London WC1B 4HS

Written complaints are preferred so we can clearly understand the issue.

3.2 Information to Include

To help us investigate, complainants are encouraged to provide:



e Name and contact details
e A clear description of the issue
e Relevant dates, documents, or evidence
e The outcome they are seeking (if known)
We will still investigate even if not all the above information is provided.

If there is any doubt about the identity of the complainant, we will seek confirmation of identity. A
copy of a passport, photo driving licence or similar are acceptable forms of identification.

4. How We Handle Data Protection Complaints
4.1 Acknowledgement

We will acknowledge all complaints within 10 working days. The acknowledgement will confirm:
e That we have received the complaint
e The name of the person handling it
e The expected response timeframe

4.2 Initial Assessment

We will assess the complaint to determine:
e Whether it relates to personal data
e Whether it concerns DUAA, UK GDPR, or internal policy
e Whether immediate action is required (e.g., potential data breach)
If the complaint is not about data protection, we will redirect it to the correct internal process.

4.3 Investigation
The Chair (or a delegate) will:

Review relevant systems, records, and communications

Speak with any staff or officers involved

Assess whether our data handling complied with DUAA and other laws

Identify any risks, errors, or areas for improvement

We may contact the complainant if further information is required.

4.4 Response

We aim to provide a full written response within 30 calendar days of receiving the complaint.
If more time is needed due to complexity, we will:
e Explain the reason for the delay

e Provide an updated timeline



e Keep the complainant informed of progress
Our response will include:
e A summary of the complaint
e The steps taken to investigate
¢ Our findings
e Any corrective actions
¢ Information on the complainant’s right to escalate the matter

4.5 Possible Outcomes

Outcomes may include:
¢ Confirmation that our data handling was compliant
e Correction or deletion of personal data
e Restriction of processing
e Changes to internal processes or staff training
e Notification of a data breach (if identified)

e An apology and explanation

5. Escalation Options

5.1 External Escalation — Information Commissioner’s Office (ICO)

If the complainant remains dissatisfied, they may contact the ICO:

Website: www.ico.org.uk Phone: 0303 123 1113 Post: Information Commissioner’s Office,
Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 SAF

We will inform complainants of this right in every final response.

6. Record Keeping

We will keep a secure record of:

All complaints received

Investigation notes

Correspondence
¢ QOutcomes and actions taken

Records will be retained for at least 3 years, unless a longer period is required by law.

7. Confidentiality and Data Protection

All complaints will be handled confidentially. Information will only be shared with staff who need
it to investigate or respond.



We will process all complaint-related data in line with DUAA, UK GDPR, and our internal data
protection policies.

8. Staff and Officer Responsibilities
All staff and officers of HoDoMS must:

e Direct any data protection complaint to the Chair immediately
e Cooperate fully with investigations
e Follow all data protection policies and training

The Chair must ensure staff and officers understand this process and escalate issues promptly.

9. Review of This Policy

This policy will be reviewed annually, or sooner if:
e The law changes
e The ICO issues new guidance

e Improvements are identified through complaints or audits

10. Document Control
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