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Data Protection Complaints Procedure

Data protection law stipulates that we must:
· give people a way of making data protection complaints to you;
· acknowledge receipt of complaints within 30 days of receiving them;
· without undue delay, take appropriate steps to respond to complaints, including making appropriate enquiries, and keep people informed; and
· without undue delay, tell people the outcome of their complaints.

1. Purpose
PCP SCITT is committed to protecting the personal information of trainee teachers, apprentices, staff, mentors, placement schools, applicants and other individuals whose information we process.
This procedure explains how individuals can raise concerns about our handling of personal information and how those concerns will be investigated and resolved.

2. What Is a Data Protection Complaint?
A data protection complaint is any concern relating to how PCP SCITT collects, uses, stores, shares, retains or otherwise processes personal information.
Examples include:
· Personal information has been disclosed to the wrong person. 
· Information held is inaccurate. 
· A Subject Access Request has not been handled appropriately. 
· Personal data has been retained longer than expected. 
· Personal information has been shared without a clear reason. 
· An individual believes their information rights have not been respected. 
· Concerns regarding CCTV, monitoring or recording. 
· Concerns regarding information shared with schools, awarding organisations or partner organisations. 

3. How to Make a Complaint
Complaints can be submitted to:
Data Protection Officer – Jessica Lewis
Email: j.lewis@pcp-scitt.org.uk 
Post: PCP SCITT, Mansel Rd West, Southampton, SO16 9LP
To help us investigate, individuals should provide:
· Their name and contact details. 
· Details of the concern. 
· Relevant dates. 
· Any supporting evidence. 
· Any outcome they would like us to consider. 

4. Complaint Handling Process
Stage 1 – Receipt and Logging
Upon receipt of a complaint:
· The complaint will be logged in the Data Protection Complaints Register. 
· A unique reference number will be assigned. 
· The DPO will conduct an initial review. 
The register will record:
	Information
	Details

	Reference Number
	

	Date Received
	

	Complainant
	

	Nature of Complaint
	

	Investigator
	

	Risk Rating
	

	Outcome
	

	Date Closed
	



Stage 2 – Acknowledgement
The complainant will receive an acknowledgement within 30 calendar days of receipt.
The acknowledgement will include:
· Complaint reference number. 
· Name of investigator. 
· Summary of issues raised. 
· Expected timescales. 
· Request for further information (if required). 
Example Acknowledgement
Dear [Name],
Thank you for contacting [Organisation Name].
We acknowledge receipt of your data protection complaint received on [date].
Your complaint has been assigned reference number [reference].
We are currently reviewing the issues you have raised and may contact you if we require additional information.
We will keep you informed of progress and provide a response once our investigation is complete.
Kind regards,
[Name]
Data Protection Officer

Stage 3 – Initial Assessment
The DPO will determine:
· The nature of the complaint. 
· Whether immediate action is required. 
· Whether a personal data breach may have occurred. 
· Whether specialist input is required. 
· Whether the complaint relates to another organisational process. 
Risk ratings may be assigned:
	Risk Level
	Description

	Low
	Minor concern with limited impact

	Medium
	Potential compliance issue affecting one or more individuals

	High
	Significant breach, legal risk, or large-scale impact



Stage 4 – Investigation
The investigator will gather relevant evidence, including:
· Policies and procedures. 
· Learner records. 
· Staff records. 
· Correspondence. 
· System logs. 
· Data sharing records. 
· Privacy notices. 
· Consent records. 
· Statements from relevant staff. 
The investigation will consider:
· What happened. 
· Whether data protection requirements were met. 
· Whether an individual's rights were affected. 
· Whether improvements are required. 

Stage 5 – Outcome
Following investigation, one of the following outcomes will be recorded:
Complaint Upheld
The organisation concludes that a data protection failing occurred.
Possible actions:
· Correct records. 
· Restrict or stop processing. 
· Amend procedures. 
· Provide staff training. 
· Improve technical controls. 
· Issue an apology where appropriate. 
Complaint Partially Upheld
Some aspects of the complaint are substantiated, while others are not.
Complaint Not Upheld
Evidence does not support the complaint or demonstrates compliance with applicable requirements.

Stage 6 – Written Response
The complainant will receive a written response setting out:
· The complaint investigated. 
· Findings. 
· Any action taken. 
· Any actions planned. 
· Information regarding further escalation. 
Example Outcome Letter
Dear [Name],
We have completed our investigation into your complaint regarding the handling of your personal information.
Having reviewed the relevant records and information available, we have concluded that your complaint is [upheld / partially upheld / not upheld].
Our findings are as follows:
[Summary]
As a result of our investigation, we have taken the following actions:
[Actions]
If you remain dissatisfied with our response, you may raise your concerns with the Information Commissioner's Office.
Kind regards,
[Name]
Data Protection Officer

5. Escalation
If an individual remains dissatisfied after receiving the organisation's response, they may contact:
Information Commissioner's Office (ICO)
The organisation will cooperate fully with any ICO enquiries.

6. Monitoring and Reporting
The DPO will maintain a Data Protection Complaints Register and report trends to senior management on a quarterly basis.
Reports will include:
· Number of complaints received. 
· Types of complaints. 
· Outcomes. 
· Corrective actions. 
· Lessons learned. 

7. Lessons Learned
Following closure of a complaint, the DPO will consider whether:
· Policies require amendment. 
· Additional staff training is required. 
· Technical controls should be strengthened. 
· Data sharing arrangements should be reviewed. 
· Further compliance monitoring is needed. 

Appendix 1 – Complaint Handling Flowchart
Complaint Received
         │
         ▼
Logged by DPO
         │
         ▼
Acknowledgement Sent
         │
         ▼
Initial Assessment
         │
         ▼
Investigation
         │
         ▼
Outcome Decision
         │
         ▼
Written Response
         │
         ▼
Corrective Actions
         │
         ▼
Case Closed
         │
         ▼
Lessons Learned Recorded

Policy Review
This policy will be reviewed every three years or following significant changes in regulations or organisational structure. 

Reviewed by:            FAR Committee                                       Date: Summer 2026

Date of next review: Summer 2029
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