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1. Purpose

This policy is different from the other complaints procedures that a school has to have in place. The Data (Use and Access) Act 2025 (DUAA) sets out that organisations must look into data protection complaints before they are escalated to the Information Commission. 

This specific policy outlines how individuals can raise concerns about the way the school handles their personal data, and how those concerns will be addressed in line with the Data (Use and Access) Act 2025 (DUAA) and the UK General Data Protection Regulation (UK GDPR).

2. Scope

This policy applies to any data subject whose personal data we are processing. This will include:

· Children
· Parents/carers
· Staff and governors
· Applicants, visitors and third parties

It covers complaints relating to the handling of personal data, including but not limited to: 

· Subject Access Requests (SAR) 
· Data breaches
· Accuracy of personal data
· Data sharing and disclosure
· Retention and storage of personal data

3. Definition of a Data Protection Complaint

A data protection complaint is any expression of dissatisfaction regarding how the school has processed personal data.

Complaints do not need to:
· Use legal terminology
· Be submitted in writing
· Explicitly reference data protection law

However, general service complaints that do not relate to personal data handling will be managed under the school’s standard complaints procedure.

Complaints can be submitted via:
Email: summerfields@pionneract.org.uk
Post: Summerfields Primary Academy, Haigh Croft, Royston, Barnsley, S71 4SF
Phone: 01226 722480

Please ensure the following details are provided:

· Full name
· Contact details
· Description of any concerns
· Any supporting evidence

If the complaint is unclear, we will ask for further information so that we can investigate appropriately. If the complaint is made on behalf of someone else, e.g., a solicitor on behalf of a client, proof of authority to act must be provided. In the case of parents complaining about the processing of their child’s personal data, we may seek consent from the child if they are able to control their own privacy rights and will also consider any relevant safeguarding context.

4. How to Make a Complaint

Complaints may be made via:

· Email
· Letter
· Telephone
· In person

The school will ensure that this process is accessible and clearly communicated through:

· Privacy notices
· The school website
· Correspondence relating to data protection rights

5. Roles and Responsibilities

Headteacher / Senior Leadership Team (SLT): Overall responsibility for ensuring compliance

Data Protection Lead (DPL) / Data Protection Officer (DPO): Oversight of complaint handling, advice, and compliance

All staff: Responsible for recognising and escalating complaints appropriately

6. Handling a Complaint

6.1 Acknowledgement
Complaints will be acknowledged without undue delay and within 30 calendar days.

The school will confirm:
· Receipt of the complaint
· The nature of the concern
· Next steps and expected timescales

6.2 Verification
Where necessary, the school will:
· Verify the identity of the complainant
· Obtain evidence of authority if acting on behalf of another individual

The school will ensure that requests for identification are proportionate.

6.3 Investigation
The school will:
· Conduct a fair and impartial investigation
· Review relevant records and systems (e.g. MIS, CPOMS, email)
· Consult relevant staff
· Seek clarification where required

Investigations will begin upon receipt of the complaint and will be conducted without undue delay. The 30-day time limit applies to acknowledging the complaint, not investigating and providing an outcome. A complex complaint may take longer than 30 days to investigate but we will be able to justify why this delay is necessary.

6.4 Communication
The school will:
· Keep the complainant informed of progress
· Provide updates where delays occur
· Offer a clear point of contact throughout the process

6.5 Outcome
Upon completion of the investigation, the school will:
Provide a clear written response and explain:
· The scope of the investigation, what we have done to resolve the complaint and any actions we may have taken as a result
· How we have complied with data protection law
· How we have reached our conclusion.

Where no breach is identified, the school will explain how it has complied with data protection law.

7. Escalation and Further Review

If the complainant remains dissatisfied:
· The school may offer an internal review process
· The complainant will be informed of their right to escalate the matter to the Information Commissioner (ICO)

We will include this information in our responses to data protection complaints, along with the ICO’s contact details: https://ico.org.uk/make-a-complaint/

The school encourages individuals to use its internal complaints process before referring matters externally.

8. Record Keeping

The school will maintain records of:
· The complaint
· Correspondence and evidence
· Investigation outcomes
· Actions taken

Records will be retained in accordance with the school’s Retention Schedule and UK-GDPR principles.

9. Learning and Improvement

The school will:
· Review complaints to identify trends or recurring issues
· Implement improvements to policies, procedures, and training
· Use outcomes to strengthen data protection compliance

10. Links to Other Policies

This policy should be read in conjunction with:

· Data Protection Policy
· Freedom of Information Policy
· Complaints Policy
· IT Security Policy
· Safeguarding Policy

11. Review of Policy

This policy will be reviewed annually or in response to:
· Changes in legislation (including the Data (Use and Access) Act)
· ICO guidance updates
· Identified risks or incidents

12. Contact Details

For data protection complaints, please contact: Lisa Tabbner
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