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Havebury Homes – Data Protection Complaints Procedure 

1. Purpose 

1.1. This procedure sets out how we manage complaints relating to the handling of 
personal data, in line with UK GDPR, the Data Protection Act 2018 and the Data 
(Use and Access) Act 2025. 

2. Definitions 

Term Definition 

Data protection 
complaint 

Any expression of dissatisfaction about how we have 
handled personal data. This may relate to how 
personal data is collected, used, shared, stored, or 
protected, or how we have responded to a data rights 
request. 

Personal data Any information relating to an identified or identifiable 
individual (e.g. name, address, contact details, tenancy 
information). 

Data subject The individual whose personal data is being 
processed. 

Data controller Havebury Homes, which determines how and why 
personal data is processed. 

Data Protection 
Officer (DPO) 

The person responsible for overseeing compliance 
with data protection law, providing advice, and acting 
as a contact point for individuals and the Information 
Commissioner’s Office (ICO). 

Information 
Commissioner’s 
Office (ICO) 

The UK’s independent authority responsible for 
upholding information rights and enforcing data 
protection legislation. 

Subject Access 
Request (SAR) 

A request made by an individual to access the 
personal data that an organisation holds about them. 

Personal data 
breach 

A security incident resulting in the accidental or 
unlawful loss, destruction, alteration, unauthorised 
disclosure of, or access to personal data. 

Without undue 
delay 

Action taken as soon as reasonably possible, 
considering the nature and complexity of the 
complaint (aligned with ICO expectations). 
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Data Protection 
Complaints Log  

A central record maintained by the Data Protection 
team to track complaints, actions taken, outcomes, 
and timelines for accountability and audit purposes. 

 

3. Scope 

3.1. This procedure applies to all data protection complaints received by us relating to 
the handling of personal data. This includes complaints from: 

3.1.1. Residents shared owners leaseholders and applicants 

3.1.2. Employees and former employees 

3.1.3. Contractors, partners and third parties 

3.1.4. Any individual whose personal data is processed by us 

3.2. This procedure applies regardless of how the complaint is received, including: 

3.2.1. Email, telephone, online forms, post or in person 

3.2.2. Through any member of the Havebury team 

3.3. All colleagues are responsible for recognising potential data protection complaints 
and ensuring they are referred to the Data Protection team 
(data.protection@HAVEBURY.COM) without delay. 

3.4.  If a complaint is in relation to the service provided, or any dissatisfaction not in 
relation to the handling of data, the complaint will be handled in line with our 
formal complaints procedures outlined in HS011 Complaints Policy. 

4. What is a data protection complaint 

4.1. A data protection complaint is any expression of dissatisfaction about how we has 
handled personal data. This may include concerns about: 

4.1.1. How personal data has been collected, used or shared 

4.1.2. The accuracy of personal data held 

4.1.3. How long personal data is retained 

4.1.4. The security of personal data 

4.1.5. How we have responded to a data subject rights request (e.g. Subject 
Access Request) 

4.1.6. Any potential personal data breach affecting the individual 

4.2. A complaint does not need to: 

mailto:data.protection@HAVEBURY.COM
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4.2.1. Use legal terminology 

4.2.2. Refer to “data protection” or “UK GDPR” 

4.2.3. Be labelled as a complaint 

4.3. We will treat any concern about how personal data has been handled as a data 
protection complaint. 

4.4. Distinguishing from service complaints  

4.4.1. Not all complaints involving personal data will be data protection 
complaints. For example: 

• A service complaint (e.g. repairs or housing services) where personal data is 
incidental 

• A formal complaint in relation to a service provided this will be handled in 
line with our formal complaints procedures outlined in HS011 Complaints 
Policy. 

4.4.2. Where a complaint includes both service and data protection elements, only 
the data protection aspects will be handled under this procedure. The service 
elements will be within line with our formal complaints procedures outlined in 
HS011 Complaints Policy. 

 

4.4.3. If there is any uncertainty, colleagues must escalate the matter to the Data 
Protection team (data.protection@HAVEBURY.COM) for assessment. 

5. How complaints can be raised 

5.1. Individuals can raise a data protection complaint with us through any available 
communication channel. This includes: 

5.1.1. Email (via the Data Protection mailbox – data.protection@havebury.com) 

5.1.2. Via an online form on our website 
5.1.3. Telephone 
5.1.4. Post 

5.1.5. social media  

5.1.6. In person 

5.1.7. Through any member of staff 

5.2. A data protection complaint does not need to follow a specific format or use 
particular wording. We will treat any concern about how personal data has been 
handled as a data protection complaint. 

mailto:data.protection@HAVEBURY.COM
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6. Colleague responsibilities 

6.1. All colleagues must be able to recognise when an individual is raising a concern 
about how their personal data has been handled. 

6.2. If a data protection complaint is received, staff must: 

6.2.1. Record the details of the concern within CX 

6.2.2. Escalate it to the Data Protection team (data.protection@HAVEBURY.COM) 
without delay 

6.2.3. Ensure no action is taken that could compromise any investigation 

6.3. Colleagues must not attempt to investigate or resolve data protection complaints 
without involving the Data Protection team. 

6.4. Where there is any uncertainty about whether a complaint relates to personal data, 
colleagues must escalate the matter to the Data Protection team 
(data.protection@HAVEBURY.COM) for assessment. 

7. Acknowledgement 

7.1. We will acknowledge receipt of a data protection complaint within 30 calendar 
days of receiving it, in line with the ICO guidance. 

7.2. The acknowledgement will: 

7.2.1. Confirm that the complaint has been received 

7.2.2. Outline the next steps in the process 

7.2.3. Provide details of the Data Protection team handling the complaint 

7.3. Where necessary, we may contact the individual to clarify the scope of their 
complaint. 

8. Assessment and triage 

8.1. Once a data protection complaint has been acknowledged, the DPO will assess 
the complaint to determine the appropriate next steps. 

8.2. This includes: 

8.2.1. Confirming whether the issue is a data protection complaint 

8.2.2. Identifying the scope and nature of the concern 

8.2.3. Determining the level of risk and potential impact on the individual 

8.2.4. Identifying any immediate actions required (e.g. containment of a potential 
breach) 

mailto:data.protection@HAVEBURY.COM
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8.3. Where necessary, the DPO or Data Protection team may contact the individual to 
clarify the details of the complaint. 

8.4. Triage and allocation 

8.4.1. Following assessment, the complaint will be: 

• Assigned to the Data Protection Officer or an appropriate individual acting 
under their direction 

• Prioritised based on complexity, sensitivity and risk 

• Logged within the Data Protection Complaints Log 

8.4.2. Where the complaint relates to a specific service area, relevant teams will be 
engaged to support the investigation. 

8.5. Overlapping issues 

8.5.1. Where a complaint includes: 

• A service-related issue, and/or 

• A potential personal data breach 

8.5.2. The DPO will ensure that: 

• Only the data protection aspects are handled under this procedure 

• Any associated processes (e.g. service complaints or breach management) 
are followed in parallel where required 

8.6. Clarification and early resolution 

8.6.1. Where appropriate, the data protection officer may seek to resolve the 
complaint at an early stage by: 

• Clarifying misunderstandings 

• Providing additional information 

• Explaining how personal data has been handled 

8.6.2. Any early resolution will be recorded and communicated clearly to the 
individual. 

9. Investigation 

9.1. Once a data protection complaint has been assessed, the DPO will carry out an 
appropriate investigation, in line with ICO guidance. 
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9.2. The investigation will be proportionate to the nature, complexity and risk of the 
complaint. 

9.3. Investigation activities 

9.3.1. The investigation may include: 

• Reviewing relevant records, systems and correspondence 

• Engaging with relevant service areas and staff 

• Assessing compliance with data protection legislation and internal policies 

• Identifying whether a personal data breach has occurred 

9.3.2. Where necessary, further information may be requested from the individual 
to support the investigation. 

9.4. Working with service areas 

9.4.1. Where the complaint relates to a specific service area, the DPO will work 
with the relevant teams to: 

• Gather information and evidence 

• Understand how personal data has been handled 

• Identify any corrective actions required 

9.4.2. Service areas must cooperate fully and provide information in a timely 
manner. 

9.5. Fair and transparent handling 

9.5.1. All investigations will be conducted: 

• Objectively and impartially 

• Based on the available evidence 

• In a clear and transparent manner 

10. Outcome 

10.1. Once the investigation is complete, we will provide the individual with a clear 
outcome in line with ICO guidance. 

10.2. The outcome will be communicated in writing and will set out: 

10.2.1. A summary of the complaint 

10.2.2. The findings of the investigation 
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10.2.3. Any actions taken or proposed 

10.2.4. An explanation where no breach or non-compliance has been identified 

10.3. The response will be provided in plain English and will be proportionate to the 
nature and complexity of the complaint. 

10.4. Individuals will be informed of the outcome without undue delay. 

11. Escalation 

11.1. We encourage individuals to raise any concerns about how their personal data has 
been handled directly with us in the first instance, so that we have the opportunity 
to investigate and resolve the issue. 

11.2. If an individual is not satisfied with the outcome of their complaint, they have the 
right to raise their concerns with the Information Commissioner’s Office (ICO). 

11.3. Details of how to contact the ICO can be found in the link here: ICO complaints 
page  

12. Record keeping 

12.1. We will maintain a record of all data protection complaints in line with  internal 
retention requirements and in inline with ICO guidance. This will include: 

12.1.1. Details of the complaint 

12.1.2. Actions taken during the investigation 

12.1.3. The outcome of the complaint 

12.1.4. Key dates, including when the complaint was received, acknowledged and 
closed 

12.2. Records will be maintained by the Data Protection team and used to support 
accountability, identify trends, and inform improvements to our processes. 

13. References 

Document / 
Guidance 

Description Link 

UK General Data 
Protection 
Regulation (UK 
GDPR) 

Core data protection 
framework governing 
the processing of 
personal data in the UK 

https://www.legislation.gov.uk/e
ur/2016/679/contents 

https://ico.org.uk/make-a-complaint/
https://ico.org.uk/make-a-complaint/
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Data Protection 
Act 2018 

UK legislation 
supplementing and 
tailoring UK GDPR 
requirements 

https://www.legislation.gov.uk/u
kpga/2018/12/contents 

Data (Use and 
Access) Act 2025 
(DUAA) 

Introduces new 
requirements for 
handling data 
protection complaints, 
including the right to 
complain to 
organisations 

https://www.gov.uk/government
/collections/data-use-and-
access-bill 

ICO Guidance – 
How to deal with 
data protection 
complaints 

Practical guidance on 
how organisations 
must handle data 
protection complaints, 
including 
acknowledgement and 
response requirements 

View ICO complaints guidance  

ICO – Make a 
data protection 
complaint 

Guidance for 
individuals on how to 
raise concerns, 
including expectation 
to contact the 
organisation first 

Make a complaint to the ICO  

 

 

https://ico.org.uk/for-organisations/how-to-deal-with-data-protection-complaints/
https://ico.org.uk/make-a-complaint/data-protection-complaints/

