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Church Lane Primary — Data Protection (GDPR) Complaints Policy
Purpose
· To set a clear, timely and lawful process for receiving, investigating and responding to complaints about how Church Lane Primary School (the school) processes personal data under the Data Protection Act 2018 and the UK GDPR.
· To ensure complainants are treated fairly, kept informed and signposted to the Information Commissioner’s Office (ICO) where appropriate.
Scope
· This policy covers complaints about any aspect of the school’s handling of personal data (pupils, parents/carers, staff, governors, volunteers and others), including requests for information, data accuracy, lawful basis, retention, disclosure, security, subject access and data sharing.
· Applies to all staff, governors and contractors of Church Lane Primary.
Roles and responsibilities
· Headteacher (Callum Clay): ultimate responsibility for ensuring the school meets data protection obligations and for reviewing complaint outcomes and remediation.
· DPO: named lead responsible for managing and investigating data protection complaints. 
· Staff: must immediately pass any data-protection related complaint or concern to the DPO and cooperate with investigations.
Contact details
·  DPO: Gemma Blanchard. Gemma.blanchard@sleafordchurchlane.lincs.sch.uk
· School address: Church Lane Primary School, Church Lane, Sleaford, lincolnshire. NG34 7DF
Principles
· Accessibility: we provide a straightforward way for people to make data protection complaints (in writing, by email, by phone or in person).
· Timeliness: we will acknowledge complaints within 30 calendar days of receipt and investigate without undue delay.
· Transparency: complainants will be kept informed of progress and of the outcome.

· 


· Proportionality: we will take a risk-based approach to investigation while protecting confidentiality.
· Escalation: if a complainant remains dissatisfied after our process, we will explain how to raise the matter with the ICO.
How to make a complaint
· Who can complain: any parent/carer, member of staff or other individual who believes the school has breached data protection law.
· Methods: submit complaints by email to gemma.blanchard@sleafordchurchlane.lincs.sch.uk, by post to the school address (marked “Data Protection Complaint”), by phone to the DPO at school, or in person by arranging to speak with the DPO.
· What to include: name, contact details, relationship to the school (e.g. parent of X in Year 4), clear description of the concern, relevant dates and copies of any supporting documents.
Procedure & timescales
1. 
Logging and acknowledgement
· The Complaints Officer logs the complaint in the Data Protection Complaints Register on the day of receipt.
· The school will acknowledge receipt of the complaint within 30 calendar days of receiving it. The acknowledgement will confirm who is handling the complaint, expected next steps and an estimated timeframe for resolution.
2. 
Initial assessment (within 10 working days of acknowledgement)
· The DPO decides:

· whether the complaint is within scope of data protection law;
· whether it should be handled by the school or referred to another body (e.g. local authority, HR for employee matters);
· if immediate action is required to secure data or prevent further breaches.
· The complainant is informed of the assessment and expected investigation timeline.
3. 
Investigation (proportionate and without undue delay)
· The DPO leads or commissions an investigation, making appropriate enquiries with relevant staff, reviewing records and gathering evidence.
· 

· 
· 

· For complex cases, the school will aim to conclude the investigation within 30 calendar days from acknowledgement but will inform the complainant if more time is necessary and why.
4. 
Outcome and remedy
· The school will notify the complainant of the outcome without undue delay once the investigation is completed. The outcome letter will include:

· summary of the investigation and findings (limited to what can be shared without breaching confidentiality);
· any remedial actions taken or proposed (e.g. data correction, deletion, process change, staff training);
· whether a data breach has been identified and (where required by law) whether it has been notified to the ICO;
· right to complain to the Information Commissioner’s Office and, where relevant, any other appeal mechanism.
· Where remedial actions are agreed, the school will set clear deadlines and record completion.
5. 
Record keeping and learning
· All complaints, decisions and remedial actions are recorded and retained in the Data Protection Complaints Register for the period set out in the school’s retention schedule.
· The Headteacher and DPO review complaint trends at least termly and implement training or process changes as required.
Confidentiality and data minimisation
· Investigations will be conducted on a need-to-know basis. Complainants should be aware that the school may need to share limited information with staff who are the subject of the complaint to conduct a fair investigation.
· The school will process personal data arising from the complaint in line with its privacy notices and data protection law.
Vexatious or malicious complaints
· If the school reasonably considers a complaint to be malicious, unreasonable or vexatious, it may refuse to take further action but will document the reasons and inform the complainant of the decision and their right to contact the ICO.
Timescales summary
· Acknowledge receipt: within 30 calendar days.
· Initial assessment: within 10 working days of acknowledgement.



· Aim to conclude investigation and notify outcome: within 30 calendar days of acknowledgement for routine cases; longer for complex cases with updates provided and reasons explained.
Remedies and escalation
· Internal remedy: correction, restriction, deletion, changes to processes, training, disciplinary action (where appropriate).
· External escalation: if the complainant remains dissatisfied, they may contact the Information Commissioner’s Office:

· ICO helpline and online forms.
· 
· For complaints involving social care or LA decisions (e.g. EHC process), signpost to the LA complaints process and SEND Code of Practice routes as relevant.
Monitoring and review
· The Headteacher and Data Protection Lead will review this policy and the Data Protection Complaints Register annually (or sooner if required by changes in law or after a serious incident) and report key themes to the governing body.
· Training needs identified through complaints will be added to the school CPD plan and scheduled within the next term.
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