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Policy Purpose and Scope
This policy sets out how Malcolm Sargent Primary School manages complaints regarding the processing of personal data. As a standalone primary academy, the Trustee Board is the Data Controller.

This policy ensures compliance with the UK GDPR, the Data Protection Act 2018, and the Data (Use and Access) Act 2025 (DUAA).  Under UK law, individuals must raise data complaints directly with the school and complete this internal process before escalating to the Information Commissioner’s Office (ICO).

This policy applies to data complaints raised by:

· Parents, guardians, and carers.
· Current and former pupils.
· Staff, volunteers, and governors.
· Contractors and visitors.

What is a Data Protection Complaint?

A data protection complaint is any expression of dissatisfaction regarding how the school handles personal information. Staff must treat a communication as a data protection complaint if it relates to:

· Data Breaches: Unauthorised access, loss, or sharing of pupil, parent, or staff data.
· Rights Failures: Delays or errors in handling Data Subject Access Requests (DSARs) or deletion requests.
· Over-Collection: Collecting more personal data than is necessary for school operations.
· Inaccurate Records: Failing to correct inaccurate pupil, medical, or safeguarding records.

Note: If a complaint contains mixed elements ie a complaint about a behaviour sanction combined with a request to delete a pupil photo, the data protection element must be separated and managed under this policy.

Roles and Responsibilities

· The Trustee Board: Holds overall legal responsibility for data compliance within the Academy.
· The Headteacher: Responsible for overseeing the daily implementation of this policy.
· The Business Manager: Responsible for investigating data protection complaints.
· The Data Protection Officer (DPO): Mr Joe Lee of Ark ICT Ltd acts as the school’s independent adviser. He will assist the Business Manager to investigate complaints if required, liaise with the ICO, and review school compliance.
· All Staff: Responsible for recognising a data complaint and forwarding it to the Business Manager.

The Complaints Workflow

The school will follow a strict statutory process to resolve complaints efficiently:

Stage 1: Receipt and Logging

· Complaints should be submitted using the form attached to this policy and emailed to the school office at enquiries@malcolmsargent.lincs.sch.uk.
· The school will log the exact date received, the complainant's details, and the nature of the issue.

Stage 2: Investigation and Acknowledgment

· Immediate Action: Investigation must begin without undue delay. The Business Manager will start reviewing the facts immediately.
· 30-Day Deadline: The Business Manager, on behalf of the school, will formally acknowledge the complaint in writing within 30 calendar days from the day after receipt. The acknowledgment will outline the investigation scope and expected timelines.

Stage 3: Updates and Communication

· If an investigation is complex (e.g., involving third-party educational software or a complex historic safeguarding file), the Business Manager will provide regular progress updates to the complainant.
· At all times, the Business Manager will liaise with the DPO on issues and before the outcome and resolution are shared with the complainant.

Stage 4: Outcome and Resolution

· The Business Manager, on behalf of the school, will issue a final written outcome without unjustifiable delay.
· The response will clearly explain the school’s findings, any remedial actions taken (ie staff retraining, system updates), and a clear signpost to the ICO if the complainant remains dissatisfied.

Escalation to the ICO

If the complainant is not satisfied with the school’s final response, or if the school fails to resolve the matter within a reasonable timeframe, the complainant has the statutory right to lodge a complaint with the regulator at:

Information Commissioner’s Office (ICO)
Wycliffe House
Water Lane
Wilmslow
Cheshire
SK9 5AF
Helpline: 0303 123 1113 | Website: www.ico.org.uk

Record Keeping and Lessons Learned
The Business Manager will maintain a secure, confidential log of all data protection complaints. This log must record:

· Dates of receipt, acknowledgment, and final response.
· Evidence gathered during the investigation.
· Outcomes, adjustments to school systems, and preventative measures implemented.

This log will be reviewed by the Trustee Board annually at their final meeting of each academic year to identify data compliance trends and training needs.




Appendix: Data Protection Complaint Form

Please use this form to submit a formal data protection complaint regarding Malcolm Sargent Primary School.  Once completed, please hand this to the school office or email it to enquiries@malcolmsargent.lincs.sch.uk. It will be forwarded immediately to our Business Manager for action.

	Complainant’s Name:

	

	Complainant’s Email:

	

	Complainant’s Contact No:

	

	Relationship to School:
Ie parent, staff, trustee, past pupil
	

	Complainant’s Child:
If applicable
	



	Details of the complaint Please select the main area of concern, ticking all which apply and please then give full details of issue including dates, names of persons involved and attach any records or evidence which you may have

 Data breach
 Unauthorised sharing of information
 Issue with a Subject Access Request
 Inaccurate school records
 Data retention issue
 Other


























	What is your preferred outcome for this matter?































	Signed:

	

	Dated:

	





For Office Use Only:
	Date Complaint Received
	

	Date Complaint Acknowledged
	

	Date Complaint Resolved
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