Breakthrough Communications
Data Protection Complaints Process

Council receives a complaint
(this can be made verbally, in writing,
via emdil, social media, etc.)

Forward the complaint to the Person
Responsible for Data Protection within 1 day
if the complaint was not sent directly to them

Is it a valid data

Processing Data Protection
Complaints Effectively

This flowchart outlines how to process a data
protection complaint received by your council.

Councils must now have a process for handling data

protection complaints. If your council’s current

complaints process meets the requirements set out

in the guidance, no further action is needed.

protection
complaint?

The Complaint Relates To:
Personal data handling
Rights requests
Data breach/security
Data retention/use

Is the complaint

Redirect under appropriate
policy or procedure

(e.g. grievance, FOI, council's
general complaints procedure)

made on behalf of
another person?

Check Authority Documents:

Acknowledge the complaint

o Power of Attorney OR
o Signed Letter of Authority

Copyright and Disclaimer

within 30 days

Continue on
page two...

This document does not constitute formal advice. We strongly recommend that you always seek
professional advice on dealing with data protection and related matters. © Breakthrough Communications

and Strategies Limited 2026. All rights reserved.




Important Note

This flowchart covers how to respond Verify Identity If Necessary

specifically to a data protection complaint. Request ID at the earliest opportunity
DO NOT request excessive information

To make a data protection complaint, the
individual must be directly affected by your use
of their personal data or your response to a
data protection request (e.g. Subject Access,
Right of Erasure, or Right of Rectification
request) that they have made.

Investigate The Complaint
Review facts fairly and accurately
Speak to the relevant staff/users
Compare records and the complaint
A person cannot make a data protection Check compliance with UK GDPR/policies
complaint solely on the basis that they have
become aware of, or object to, the way another
individual’s personal data has been used.

Can the

Copyright and Disclaimer response be

This document does not constitute formal advice. We strongly recommend .
that you always seek professional advice on dealing with data protection Completed in 30
and related matters. © Breakthrough Communications and Strategies d )

Limited 2026. All rights reserved. ays:

Inform Complainant Of:
e Delay

e Justification

» Expected timeframe

Record Outcomes:
Date received
Acknowledgement
Evidence/conversations
Outcome
Actions taken

Provide Written Outcomes:
Explain findings
Explain actions taken
Provide supporting details
Inform complainant of ICO rights/contact details

Review Any Lessons Learned:
Identify Improvements
Record trends/issues
Update practices if required

Process Complete!

@ BREAKTHROUGH For questions or advice, call us on 01903 299000 or
COM MUN|CAT|ONS email support@breakthroughcomms.co.uk.
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