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1 Introduction

This Policy sets out how MSV will manage data protection complaints to ensure ongoing
compliance the UK GDPR and Data Protection Act 2018.

MSV is committed to processing personal data in accordance with all relevant Data Protection
Law. In addition, MSV will comply with the requirements of the Information Commissioner Office
(ICO) and respond to all complaints accordingly.

2 Scope
This procedure applies to:

All data subjects

All staff

Data Processors including contractors and other parties handling personal data.

All personal data held in electronic systems, paper files, CCTV, call recordings, tenancy
records, and other formats.

Where a complaint relates to the handling of a data subjects rights request, the complaint will be
handled under this procedure while the underlying rights request will continue to be managed
under the relevant rights procedure.

3 What is a Data Protection Complaint

A data protection complaint could be about any aspect of MSV’s processing of a data subject’s
personal data.

Examples may include:
* Processing that is not outlined in the MSV Privacy Notice.
Sharing personal data with or sending to an unauthorised person.
Processing beyond a stated retention period.
Failing to keep personal data appropriately secured.
Failing to comply with a data subject access request properly or in accordance
with the Subject Access Request Policy & Procedure.
Failing to comply with an information rights request properly or in accordance
with the associated procedures.
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4 Responding to a Complaint
Informal Queries and Concerns:

It is recognised that data subjects may contact MSV with general data protection queries and
informal concerns

It is common for individuals to raise queries after receiving a Subject Access Response or
having been notified of a breach. Individuals may seek clarification about specific information,
request further context, or question the associated processes and controls.

Wherever possible, these queries will be addressed promptly and informally by the Data
Protection Officer to ensure a clear and transparent resolution and to maintain positive relations
with the data subject, including re-establishing trust and confidence in MSV.

If an individual remains dissatisfied after an informal response, they may submit a formal
complaint. Such complaints will not be managed through MSV’s general complaints process but
will instead be handled in line with this Policy which complies with Information Commissioner’s
Office (ICO) guidance on data protection complaints.

The DPO will follow the process for formal data protection complaints, as outlined in the
following sections which will involve:
* reviewing/ investigating the matter independently
+ explaining the findings and MSV'’s position
+ informing the individual of their right to raise the concern directly with the ICO if they
remain unsatisfied with the outcome.

Formal Complaints:

When an MSV colleague identifies / receives a formal data protection complaint, they should
take the relevant details and report it as soon as possible via one of the following channels:

* By email to dataprotection@msvhousing.co.uk
+ By email to the Data Protection and Assurance Officer kieran.hill@msvhousing.co.uk
* By email to the Head of Risk and Assurance alison.riley@msvhousing.co.uk

The DPO will log the complaint on the central data protection complaints register.

The DPO will acknowledge the complaint, usually by email where this is provided and by letter
where no email is provided.

NOTE: MSV will not require data subjects to complete a complaints form to submit their data
protection complaint. MSV will accept complaints over the phone, in person and via email.
Whilst MSV may offer a complaints form on its website, this will be done to support data
subjects to make a complaint and will not be a requirement that data subjects will have to follow
to submit a data protection complaint.

5 Investigation
The DPO will investigate the data protection complaint which may include:
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* Meeting with relevant colleagues to confirm the circumstances giving rise to the
complaint.

* Reviewing the related data including emails, correspondence and physical documents.

+ Assessing whether the complaint indicates a data breach has occurred (in which case
the data breach procedure will be triggered, if required) and considering the risk to the
data subjects involved and confirming the need to notify the data subjects.

+ Liaising with other teams to limit any risk, specifically but not limited to the ICT Team.

» Escalating the matter for the attention of the Head of Risk and Assurance where it is
considered that a breach has occurred that requires notification to the ICO.

6 Timescales

The Data Use and Access Act 2025 require organisations to acknowledge complaints within 30
days and to respond without “undue delay”.

MSV will aim to acknowledge complaints as soon as possible and always within 30 days and
will investigate and respond to the complainant without undue delay.

The legislation also requires MSV to keep complainants up to date on progress which will be
completed by the DPO outlining clear timescales in the acknowledgement and maintaining
regular contact with the complainant as appropriate for each complaint.

Outcomes

The DPO will respond to the complaint, usually by email where this is provided and by letter
where no email is provided. The outcome will confirm the process followed to investigate the
complaint and whether the complaint has been upheld.

The complaint response will explain how the data subject can progress their complaint to the
ICO if they remain dissatisfied with the response.

Responsibilities

MSV Colleagues

Any member of staff who identifies data protection complaint, whether written, verbal, or
electronic, should forward it immediately to the Data Protection Officer, the Head of Risk and
Assurance or the Data Protection group email. All colleagues are required to engage in and
complete related training as required.

Data Protection Officer
The Data Protection Officer (DPO) is responsible for overseeing and ensuring compliance with
data protection legislation in relation data protection complaints.

Key responsibilities include:

* Oversight and Coordination: Managing the complaints process from receipt to completion of
the investigation and response.

+ Investigation: Confirming the details of the complaint and assessing whether sufficient
information has been provided to confirm whether a breach has occurred.

+ Liaison: Coordinating with relevant departments to collect, review, and assess the facts of the
complaint.
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* Record Keeping: Maintaining a full audit trail of the complaints process, including complaint
outcomes, correspondence, actions/ learnings arising and any related reporting to the ICO.
* Advice and Training: Providing guidance to staff on identifying data protection complaints and

ensuring ongoing awareness of data protection obligations across the organisation.
* Acting as the subject matter expert for personal data queries and complaints.

Head of Risk and Assurance
The Head of Risk and Assurance is responsible for the following:

+ Ensuring the DPO has sufficient time, authority, and resources to manage data protection
complaints effectively and meet legal deadlines.

* Providing managerial oversight of the DPQO’s performance in relation to data protection
complaint investigation and reporting, ensuring adherence to organisational policies and
statutory obligations.

+ Acting as an escalation route for complex or sensitive data protection complaints, particularly
where there may be significant legal, reputational, or operational risks.

* Acting as an escalation route for data protection queries and complaints.

GDPR Steering Group

The GDPR Steering Group provides oversight and coordination of data protection matters
across the organisation, acting as the review and assurance stage before issues are escalated
to the Audit and Risk Committee.

The group meets every 2 months to monitor compliance, review documentation, and support
continuous improvement in data protection practices.

Audit and Risk Committee

The Audit and Risk Committee is responsible for:

* Providing oversight and assurance that the organisation’s handling of data protection
complaints complies with data protection legislation and internal policies.

* Monitoring the effectiveness of the organisation’s data protection and information governance
framework, including compliance with data protection complaint procedures.

* Receiving periodic reports from the Data Protection Officer (DPO) on complaints activity,
including volumes, outcomes of investigations, recommendations and actions taken in
response to complaints.

» Ensuring that risks related to data subject rights and information handling are properly
identified, assessed, and reflected within the organisation’s risk register.

+ Challenging and supporting management to ensure that sufficient resources, training, and
controls are in place to meet legal and regulatory obligations regarding data protection
complaints.

* Reviewing trends and recommendations from data protection complaints to promote learning
and enhance the organisation’s data protection practices.

9 Record Keeping and Data Retention
The DPO will maintain a complaints log of all complaints including:
e Date complaint received

e Nature of the complaint
e Departments involved
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e Date investigated
e Escalation required to the ICO
e Actions taken / required in response to the complaint.

This log will be reviewed regularly for compliance monitoring.

Records relating to Data Protection complaints will be retained only for as long as necessary to
demonstrate compliance with data protection obligations.

Documentation relating to each data protection complaint, including correspondence will
normally be retained for a minimum of 12 months from the date the complaint was received,
unless a longer retention period is required due to ongoing legal, regulatory, or complaint
proceedings.

Monitoring and Review

Ongoing monitoring of data protection complaints is essential to ensure compliance with data
protection legislation, reduce the associated risks to data subjects by identifying opportunities to
improve processes and controls.

Monitoring by the GDPR Steering Group:

The GDPR Steering Group will review data protection complaint activity on a bi-monthly basis,
including the number and nature of complaints recorded, emerging trends, and any issues
affecting timely reporting and investigations. The group will also consider recommendations
from the Data Protection Officer (DPO) and ensure that appropriate actions are taken to
address any recurring challenges.

Oversight by the Audit and Risk Committee:

The Audit and Risk Committee will receive periodic summary reports on data protection
complaints, focusing on the number and nature of incidents, compliance with statutory
timescales, and any identified risks. The Committee will provide assurance that effective
controls and resources are in place to maintain compliance.

Policy Review:

This Policy will be reviewed annually by the Data Protection Officer and the GDPR Steering
Group to ensure its continued effectiveness and alignment with current legislation, guidance,
and best practice. It will also be updated sooner if there are material changes in data protection
law or regulatory requirement

References

¢ UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.
e Data Use and Access Act 2025
e |CO website [AR1] - https://ico.org.uk/
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MSV Data Protection Policy

MSV Complaints Policy

Personal Data Breach Procedure

Subject Access Requests Procedure

Right to Object Procedure

RoSH Governance and Viability Standard (adhere to all relevant law)

RoSH Transparency and Accountability Standard (ensuring the approach to handling
complaints is simple, accessible and publicised)

12 Equality Impact Assessment (EQIA)

An EQIA has been completed and identified enhancements to the process incorporated into the
procedure.
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