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1. Introduction

1.1 This policy sets out how the council will manage complaints relating to the
handling of personal data, including concerns about data breaches, subject
access requests, and other individual data protection rights.

1.2 It ensures compliance with the UK General Data Protection Regulation (UK
GDPR), the Data Protection Act 2018, and the Data (Use and Access) Act 2025.

2. Scope

2.1 This policy applies to all complaints concerning the council’s processing of
personal data, whether raised by members of the public, staff or third parties.

2.2 Complaints may be made in relation to any aspect of the council’s processing of
personal data including:

e Concerns about data breaches

e Subject Access Requests (SAR) (including internal reviews)
e Individual rights requests

e The content of the council privacy notices

e Sharing of personal data with third parties

2.3 This policy does not cover general service dissatisfaction or complaints about
council decisions, which are addressed under the council’s corporate complaints
policy. https://www.harrow.gov.uk/homepage/10348/complaints-and-compliments

2.4 Nor does the policy deal with internal review requests relating to Freedom of
Information and Environmental Information Regulation responses, which are
detailed in a separate process.

3. Objectives

3.1 The council is committed to upholding the data protection rights of individuals as
set out in:

e The UK General Data Protection Regulation (UK GDPR)
e The Data Protection Act 2018
e The Data (Use and Access) Act 2025

3.2 Under the Data (Use and Access) Act 2025, the council is required to:

e Provide a dedicated process for handling data protection complaints
¢ Acknowledge complaints within 30 days
¢ Respond to complaints without undue delay
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4. Principles

4.1 Complaints will be handled fairly, transparently, and in accordance with data
protection legislation

4.2 The process will be accessible, allowing for complaints to be made via multiple
channels (e.g. online form, email and post)

4.3 The council will maintain a clear separation between this policy and the corporate
complaints policy, recognising the regulatory role of the Information
Commissioner’s office (ICO) in data protection matters.

4.4 The council will provide a clear, separate internal review process for individual
rights, allowing complainants the opportunity to seek reconsideration of a
response before being advised of their right to escalate the matter to the ICO.

5. Submitting an Information complaint

5.1 Complaints may be submitted via:

e Email: dpo@harrow.gov.uk
e Post: DPO, London Borough of Harrow, Forward Drive, Harrow HA3 8NT
e Via the online complaints form at: www.harrow.gov.uk/complaints

5.2 Complainants should provide sufficient detail to enable the council to investigate
the matter effectively. At a minimum, they should provide:

e Their full name and contact details
e Aclear description of the issue
e Where possible, any relevant supporting documentation

5.3Where a complaint is received via a third party on behalf of another, the Data
Subject must confirm in writing that they have given their authority to do so. This
will require a signed authority, coupled with 2 forms of identification. This must
take place prior to the disclosure of any personal data to the third party.

5.4 The council will not normally consider complaints that are not supported by any
evidence or are based solely on assumptions.

6. Handling Complaints

6.1 The Information Governance Manager / Data Protection Officer will take lead
responsibility for the investigation of data protection complaints or concerns where
these relate to anything outside a SAR/Information Rights internal review process.
This includes complaints or concerns about:
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 Personal data breaches or suspected breaches

» Complex or high-risk individual rights issues

* The lawfulness, adequacy or transparency of privacy notices
* The sharing of personal data with third parties

7. Acknowledgement and response

7.1 The Council will acknowledge receipt of the information complaint within 3
working days, in line with the corporate complaints policy.

7.2the council will provide a full response without undue delay and in any event,
within 30 calendar days of receipt in line with statutory requirements.

7.3Where further time is needed, the complainant will be informed of the reason for
the delay and updated timeframe for response.

8. Logging Complaints

8.1 All complaints must be recorded in the Data Protection Complaints Log. The log
must include:

o Date received

o Complainant details

e Summary of the complaint
« Assigned investigator

« Evidence gathered

o Actions taken

o Outcome

o Date closed

o Whether the issue is recurring or systemic

9. Investigation and resolution

9.1 The complaint will be investigated by the Information Governance Manager /
DPO.

9.2The investigation will be conducted independently of any prior handling of the
matter, including SARS or internal review process.

9.3 The investigation will consider whether the council has complied with its data
protection obligations and whether any remedial action is required.
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9.4Where necessary, lessons learnt will be communicated to relevant stakeholders.

9.5The outcome will be communicated in writing, including any steps taken or
planned.

10. Escalation Process

10.1  The council aims to resolve all data protection complaints through its internal
complaints process.

10.2 If a complainant remains dissatisfied following the outcome of their complaint,
they have the right to escalate the matter to the Information Commissioner’s
Office (ICO)

Information Commissioner’s Office

Woycliffe House

Water Lane

Wilmslow

Cheshire, SK9 5AF

Email: casework@ico.org.uk

Website: https://ico.org.uk/make-a-complaint/

11. Persistent and Vexatious Information Complaints

11.1  In a small number of cases, a complainant may pursue a complaint in an
unreasonable way, which impacts on the council's resources and ability to
conduct its day-to-day operations.

11.2 A complainant may be unreasonably persistent or vexatious in pursuing their
information complaint if they:

e Change the basis of a complaint during the investigation process
e Refuse to cooperate with the complaint’s investigation process
e Repeatedly make the same or similar complaint

11.3 The council reserves the right to consider unreasonable behaviour under its
managing unreasonable behaviour policy in line with the council Internal
Complaints Policy.

12. Learning from Information Complaints

12.1 |G Team will offer an opportunity to learn and improve. When the
investigation of a complaint identifies that changes in practice are required, the 1G
Team will work with the relevant service area to ensure these are carefully
considered and implemented as soon as is practically possible.
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12.2 All trends and themes identified will be reported through the Information
Governance Board on an anonymised level to enable organisational learning.

12.3 London Borough of Harrow is committed to listening to the views of the public
and welcomes feedback to allow for improvement of its services.
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