Data Protection Complaints Policy
1. Purpose
This policy explains what you can do if you are unhappy with how we have collected, used, stored, shared or protected your personal information. We will handle your complaint fairly, clearly and without unnecessary delay.
2. Who this policy is for
You can use this policy if you believe we have not handled your personal information properly. This includes customers, employees, suppliers, contractors, partners, stakeholders, participants in social value programmes and members of the public.
3. What counts as a data protection complaint
A data protection complaint is when you tell us you are unhappy with how we have handled your personal information, this could be: 
· how we collected, used or shared your personal information;
· how we responded to your subject access request or another data rights request;
· the accuracy, security or retention of your personal information;
· a personal data breach that affected you; or
· any other concern about how we have complied with UK data protection law.
You do not need to use legal words or mention data protection law
4. How to make a data protection complaint
You can make a data protection complaint by contacting our Governance Lead, Katie Taylor (katie.taylor@procure-plus.com). You can also complain through any reasonable channel, including email, phone, post, our website or by speaking to a member of staff.
If we are not sure whether you are making a data protection complaint, we may ask you to clarify.
It helps if you tell us:
· your name and contact details;
· whose personal information your complaint is about;
· what happened and when;
· any reference numbers, documents or emails that may help; and
· what you would like us to do.
5. What we will do
We will:
1. acknowledge the complaint within 30 days of receiving it;
2. check whether we need to confirm your identity or authority to act for someone else;
3. look into the complaint fairly and make appropriate enquiries;
4. keep you informed where the matter is taking time;
5. tell you the outcome without unnecessary delay; and
6. explain any action we will take, or why we will not take action.
We will deal with the complaint as soon as reasonably possible. If we need more time, we will explain why and give an update.
6. Possible outcomes
After looking into the complaint, we may:
· explain what happened;
· correct, delete or restrict personal information where appropriate;
· change how we handle personal information;
· apologise;
· take action to reduce the chance of the issue happening again; or
· explain why no further action is needed.
7. If you are still unhappy
If you are unhappy with our response, you can ask us to review it. Where possible, the review will be handled by someone who was not directly involved in the original response.
You can also complain to the Information Commissioner’s Office. We will include details of this right in our final response.
8. Complaints made on behalf of someone else
If you complain on behalf of another person, we may need proof that you have authority to act for them before we share information or respond in detail.
9. Confidentiality and records
We will keep data protection complaints confidential and only share information with people who need it to investigate or respond. We will keep records of complaints, decisions and actions taken in line with our retention schedule and data protection policies.
These records may be needed to show how we handled your complaint if the matter is later referred to the Information Commissioner’s Office.
11. Review
We will review this policy at least once a year, or sooner if the law or our organisation changes.
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