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[bookmark: _Toc231972428]Purpose
The General Data Protection Regulation (“GDPR”), the Data Protection Act 2018 (“DPA 2018”), and the Privacy and Electronic Communications Regulations (“PECR”) (together, the “Data Protection legislation”), give individuals rights in relation to personal data. This procedure details how London Metropolitan University (the university) will respond to complaints from data subjects and third parties relating to the use of personal data. 
It aims to ensure complaints are handled fairly, transparently, and within reasonable timescales, and that individuals can exercise their rights effectively.
[bookmark: _Toc231972429]Definitions
Personal data: any information relating to an identifiable individual
Data subject: the individual to whom the data relates 
Complaint: any expression of dissatisfaction regarding data processing 
ICO: Information Commissioner’s Office
[bookmark: _Toc231972430]Scope
This procedure applies to anyone whose personal data is processed by the University, including:
Current and former students
Applicants
Staff (current and former)
Research participants
Visitors and members of the public
Data subjects can raise a complaint if they are concerned about how we have handled their personal data. It covers complaints about:
Collections, use or sharing of your data
Accuracy of your data
How long we keep your data
Failure to comply with data protection rights
[bookmark: _Toc231972431]Roles and responsibilities
The Data Protection Officer has overall responsibility for this procedure, which includes overseeing its implementation and monitoring compliance.
All staff are responsible for recognising potential data protection complaints, reporting them promptly to the Data Protection Officer and cooperating with investigations.
[bookmark: _Toc231972432]Making a complaint
Complaints can be made via the university’s online form. Data subject’s must include their name, contact details, description their concern and any supporting information. We will acknowledge the complaint within 5 working days. The University reserves the right to extend the period we need for response during vacation and University closure.
The university will only accept a complaint on behalf of a data subject, if the third party provides an appropriate power of attorney or a signed letter of authority from the data subject authorising them to act on the data subject’s behalf in relation to the complaint.
In the event there is any doubt about the identity of the complainant, we may request proof of identification before we respond. Acceptable forms of identification are:
Copy utility bill
Passport
Driving licence
[bookmark: _Toc231972433]Investigation and outcome
The university will investigate the complaint carefully and proportionately, within 1 calendar month. If the complaint is complex, the timeframe may be extended, and the complainant will be notified with reasons. 
A complaint outcome will be provided in writing, usually via email.
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If the complainant is unhappy with the outcome, they can request an internal review. This request must be made within 1 month of the original decision and sent to the Data Protection Officer at dsar@londonmet.ac.uk. The decision will be internally reviewed by the Data Protection Officer or Head of Legal Services within 1 calendar month.
The review outcome will be provided in writing, usually via email.
[bookmark: _Toc231972435]External review
If the complainant remains dissatisfied, they can escalate their complaint to the Information Commissioner’s Office. Information about how to make a complaint can be found here.
[bookmark: _Toc231972436]Record Keeping
The university will keep a record of all complaints and outcomes in accordance with our retention schedule. We will use data on complaint outcomes for:
Internal reporting
Evaluation and learning 
Training
Data used by the university for these purposes will be anonymised.
[bookmark: _Toc231972437] Monitoring and review
This procedure will be reviewed regularly by the Data Protection Officer and Head of Legal Services, to ensure it remains effective and reflects current legal and regulatory requirements.
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