SOLICITORS

Data Protection Complaints Handling Policy and Procedure

WBW Solicitors has legal complaint handing obligations under both the UK GDPR
and Part 3 of the Data Protection Act 2018. If an individual considers that we have
breached data protection laws, they have the right to make a complaint directly to
us, to the Information Commissioner's Office (ICO) or to pursue legal action.

These complaints must relate to data protection but the legislation does not
specifically define a data protection complaint. The scope of complaints is therefore
wide and could relate to:-

¢ the way we collect or use someone's personal information,

e their data protection rights (such as the right of access, correction or
erasure),

e our privacy notices and policies,

e how long we keep their information,

e security.

This Policy outlines our approach to handling data protection complaints. It should
be read together with our Complaints Policy and Privacy Notice.

PRINCIPLES

We are committed to handling data protection complaints in line with our legal
obligations and in an accessible, fair, transparent and timely manner. We will
handle complaints confidentially and only share information where appropriate to
investigate and resolve the complaint, as required or authorised by law or otherwise
in accordance with our privacy. We will aim to avoid conflicts of interest.

RESPONSIBILITY

Helen Davies is our Data Protection Partner and is responsible for co-ordinating
how we handle data protection complaints. She will involve relevant business, HR,
IT, risk, compliance and/or any other teams as needed.

How to Make a Data Protection Complaint
You may raise a complaint in whichever way is most convenient for you by email,
telephone, post or in person by contacting:-

Name: Helen Davies
Email: helendavies@wbw.co.uk
Post: WBW Solicitors
Westgate
Launceston
PL15 9AD

Telephone: 01626 202404

If you are unsure whether your concern relates to data protection, please contact
us and we will help direct you to the appropriate process.
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To help us investigate your complaint, please provide as much information as
possible, including:

Your name and contact details

Matter, account or reference number (if applicable)
Details of your concern

Relevant dates

Copies of any supporting documents

Details of the outcome you are seeking

You do not need to provide all of this information before making a complaint.
However, providing relevant information may help us resolve your complaint
more quickly.

A summary of our Data Protection Complaints Process and timecales is as below:-

1.

We will acknowledge your complaint within 30 days of receiving it. We will
aim to respond within five working days.

We will confirm in our response who will handle your complaint and if
appropriate, we may ask you to clarify or explain any details, and/or suggest
a meeting at this stage.

We will record your complaint in our central register.

We will then investigate your complaint without undue delay, which may
involve examining the relevant file and speaking with members of staff, as
appropriate.

Where any discussion with you has taken place, we will write to you to
confirm the discussion that took place and any suggestions or proposals that
we have made or agreed with you to resolve the complaint.

In all circumstances, we will write fully to you setting out our views on the
situation and, where applicable, any suggestions we may have to resolve it.
We shall do this without undue delay. The time it take to investigate your
complaint will depend upon the complexity of the complaint. We will aim to
provide our full response within 28 working days of receiving your response.
If there is any change to this timescale, we will let you know and explain
why. Our final response concludes our complaints process.

If you have an unresolved complaint or you are not satisfied with the
conclusion of the complaints process, you have the right to complain to the
Information Commissioner’s Office (ICO). The ICO do not place an obligation
on you to wait for our review of your decision before making a complaint to
them. You must only refer complaints about data protection to the ICO, any
other issues such as legislative or regulatory framework cannot be advised
on.

Information Commissioner's Office Website: www.ico.org.uk/make-a-
complaint
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The information you provide will only be used for:
Investigating your complaint

Establishing the relevant facts

Communicating with you about your complaint
Resolving any issues identified

Meeting our legal and regulatory obligations

Your information will be handled in accordance with our Privacy Notice and
applicable data protection laws.

We will:

e Treat your complaint fairly and objectively
Handle your information confidentially
Keep you informed throughout the process
Explain any delays and revised timescales
Provide a clear written outcome
Explain any further options available to you

Where a complaint contains sensitive personal information, access will be
restricted to those who need the information in order to investigate and resolve
the matter.

If we consider that your complaint does not relate to data protection, we will
explain why and direct you to the most appropriate complaints process.

We want our complaints process to be accessible to everyone.
Where appropriate, we may provide:

e Alternative formats

e Reasonable adjustments

e Additional communication support

e Assistance in making a complaint

If you require support, please let us know



