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Data Protection Complaints Procedure

[bookmark: _GoBack]This procedure sets out how Derbyshire Law Centre (DLC) will manage complaints relating to the handling of personal data in accordance with existing UK data protection law and the Data (Use and Access) Act 2025. This procedure ensures complaints are handled fairly, transparently, within statutory timescales, and in a way that promotes trust and accountability.
What is a Data Protection Complaint?
A data protection complaint is any concern that DLC has not handled personal information in accordance with data protection law. This includes issues relating to collection of data, its use, sharing with others, subject access requests, the accuracy of data, its retention, or the security of personal data.
How to Make a data complaint
If you wish to make a data complaint, please contact our Complaints Coordinator with the details:

Complaints Coordinator: Nikki Tugby 
01246 550674, or Nikki.Tugby@derbyshirelawcentre.org.uk

You can contact us in writing, via email, by phone or make an appointment to see someone to discuss your complaint.

To help us understand your complaint and for completeness, you will be asked to confirm your full name and contact details, and what you think we have got wrong, plus your case reference number if you know it, together with any other information you think might be relevant.  
What will happen next
The Complaints Coordinator will log any data complaint received and all complaints will be acknowledged within 30 days of receipt. DLC aims to acknowledge sooner wherever possible. The acknowledgement will confirm we are investigating your complaint and will provide contact details of the investigation lead if these are different from the complaint’s coordinator above. You will also receive a copy of our data protection complaints procedure.
Complaints will be investigated without undue delay. This may involve reviewing our records both physical and digital, speaking to staff or yourself, or requesting further information and clarification from you. The time it takes to investigate may be determined by the complexity and scale of the issue, as well as factors such as staff availability. We will keep you informed at each stage as the investigation progresses, including how long we estimate it may take.
Outcome
Once we have investigated your complain we will provide you with a written outcome letter. This will give details of your complaint, the investigation we have conducted and explain the findings of this as well as any actions taken. 
If you do not understand how we have come to our decision or would like more information, you can request that we clarify certain points or go into greater detail. If you believe we have made a mistake in how we have conducted our investigation, you can request a review of what we have done. DLC aims to complete reviews within 28 days and issue a final response.
Complaining to Information Commissioners Office (ICO)
You have the right to make a complaint regarding data protection to the ICO at any point either before, during, or after making a data complaint to us. However, they will only handle issues relating to data protection, so if you are unsure, it is best to complain to us in the first instance.
The Information Commissioner's Office can be contacted at: Tel: 0303 123 1113 or online at www.ico.org.uk/make-a-complaint.
Contact Details
Complaints Co-ordinator: Nikki Tugby 
01246 550674, or Nikki.Tugby@derbyshirelawcentre.org.uk

Senior Solicitor: Lisa Haythorne
DLC@Derbyshirelawcentre.org.uk 
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