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June 2026

PURPOSE

This policy explains how Airborne Environmental Consultants Ltd handles data protection complaints fairly,
promptly, and in line with UK data protection law, including the internal complaints process requirements
introduced by the Data (Use and Access) Act 2025 and set out in DPA 2018, s.164A.

SCOPE

This policy applies where an individual complains that we have infringed data protection law in connection

with their personal data (or personal data of someone they are authorised to act for).

It covers complaints received from customers, staff, suppliers, website users, and any other individuals
whose personal data we process. The duty to operate a complaints process applies broadly and the Infor-

mation Commissioner’s Office (ICO) states there are no exemptions.
Personal data (or personal information) means information that identifies or relates to an individual.

The ICO is the UK’s independent regulator for data protection and privacy. It provides guidance to organi-
sations, investigates complaints, and has legal powers to take enforcement action where organisations do

not comply with data protection law.

WHAT IS A ‘DATA PROTECTION COMPLAINT’?

A data protection complaint is any expression of dissatisfaction where the person considers we have
breached data protection legislation in how we handled their personal information, and they do not need to

use legal terms or cite legislation.
Examples include complaints about:

° how we responded to a subject access request (SAR) (a request for a copy of personal information

we hold about the individual) or other rights request;

° security measures used to protect personal data (including concerns following a breach, whether or
not reportable to the ICO);

° how we collected, used, stored, retained, or kept personal data accurate.
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WHAT IS NOT A ‘DATA PROTECTION COMPLAINT’?

Sometimes people complain about service or other issues while also exercising data protection rights; the
ICO explains that this doesn’t count as a data protection complaint (for example, an employee grievance
combined with a request for copies of personal data, or a customer service complaint combined with a de-

letion request).

Where a complaint raises both data protection issues and other concerns (such as service or employment
matters), we will treat it as a “mixed complaint”. We will handle the data protection aspects under this policy
and ensure they are identified, recorded, and responded to separately and alongside any non-data protec-

tion issues.

If it is unclear whether the person intends to raise a data protection complaint, we will ask them to clarify.

HOW PEOPLE CAN COMPLAIN TO US

We provide clear routes for individuals to complain directly to us, and we will accept complaints however

they are received.

Preferred contact details: Data Protection Officer

Email: Human.resources@aec.uk

Post: Data Protection Officer, AEC, Unit 23 Wheelforge Way, Ashburton Point, Trafford Park, M17 1EH
Telephone: 0161 872 7111

We may invite use of the preferred routes above, but people can complain via any channel (including to any
staff member, or via social media if we have an online presence), and we must accept the complaint re-

gardless.

Where a complaint comes in via social media, we will request an alternative contact method because social

media is generally not a secure way to exchange personal information.

OUR LEGAL DUTIES

We will facilitate the making of complaints, by providing a Data Protection Complaint Form that may be
completed electronically or by other means. Use of the form is optional, and we will accept complaints sub-

mitted by any reasonable channel.
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When we receive a data protection complaint, we will:
o Acknowledge receipt within 30 days (the 30 days run from when the complaint is received).

¢ Without undue delay - take appropriate steps to respond (including making appropriate enquiries

and keeping the complainant informed of progress).
o Without undue delay - inform the complainant of the outcome.

¢ Making people aware of their right to complain - We will tell people that they can complain to us
(and that they can also complain to the ICO) at the point we collect their personal information, for
example in our privacy notice, using clear and plain language.

We will also include information about this right when we respond to a subject access request.

¢ Identity and authority checks - We will verify identity where necessary. If we have doubts about
the complainant’s identity, we may ask for proof of ID and we will do this as early as possible; if we
already have enough information to confirm identity, we will not request more.
If someone complains on behalf of another person, we must check they are authorised to act for
that person (for example, by a signed letter of authority or appropriate power of attorney). If we do

not have evidence of authority, we will not investigate until we receive it.

OUR PROCESS
Logging and triage (Day 0 onward)

We will log the complaint on receipt, record the channel it came through, and route it promptly to the Data
Protection Officer. The duty to investigate begins when the complaint is received, not after the acknowl-

edgement is sent.

We will check whether it is a data protection complaint (see section 3) and, if unclear, we will ask the indi-

vidual to clarify their intent.
Acknowledgement (within 30 days)

We will acknowledge the complaint within 30 days. The acknowledgement will confirm receipt, that we will
look into it, and the next steps. The 30 days start the day after receipt, including weekends/bank holidays,

and if the last day falls on a weekend or public holiday the deadline moves to the next working day.
We will make operational arrangements to ensure acknowledgements are sent even during staff absence.
Investigation (without undue delay)

We will investigate without undue delay (meaning as soon as reasonably possible, and without unneces-
ISO.HR.262 Data Protection Complaints Policy Revision 1 — June 2026



aeC

Airborne Environmental Consultants Ltd

sary delay). What is “undue” depends on the circumstances, and factors such as complexity, scale, and

any harm caused by any delay.

In most cases, we aim to provide a substantive response within one month, although complex complaints

may take longer.

Our investigation will be proportionate and may include reviewing relevant records, speaking to staff, com-

paring the complaint with the data we hold, and checking compliance with our own policies and standards.

If we need more information to understand the complaint, we will ask as soon as possible. We may also

ask what outcome the individual is seeking to help resolve matters efficiently.
Keeping the complainant informed (without undue delay)

We will keep the complainant updated about progress without undue delay, including timeframes, and

where there are delays, the reason for these will be explained.
Outcome (without undue delay)

Once we have finished our investigation, we will inform the complainant of the outcome without an unjustifi-

able or excessive delay.

Our response will clearly explain what we did, what we found, and (where appropriate) what we changed or
corrected. If we consider we complied with data protection law, we will explain why and provide enough de-
tail to help the complainant understand how we reached that view; the ICO suggests itemising complaint

points and responding to each.

If the complaint is upheld, we may (as appropriate) correct data, amend processes, provide training, or take

other remedial steps.

REVIEW / ESCALATION WITHIN THE ORGANISATION

If the complainant remains unhappy, we may offer a review by a different decision-maker or a senior mem-
ber of staff, where practical. The ICO indicates organisations could consider having a review process, but

people can complain to the ICO at any point and do not have to wait for an internal review.
How to complain to the ICO

Individuals can complain to the ICO at any time. The ICO will, in most cases, ask individuals to raise their
complaint with the organisation first, but the ICO remains available to handle eligible data protection com-

plaints.

ICO complaint information:_https://ico.org.uk/make-a-complaint/data-protection-complaints/
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RECORD KEEPING AND RETENTION

We will keep records to demonstrate compliance, including:

date received;

acknowledgement;

key communications and documents;

outcome; and

actions taken.

We will not retain personal information for longer than necessary.

We may also monitor themes and trends to identify recurring issues and improve compliance.

CHILDREN AND VULNERABLE INDIVIDUALS

Children have the same rights as adults, but merit specific protection; if we receive a complaint from a child,

we will use clear, plain language and assess competence to exercise rights.

If we are within scope of the Age Appropriate Design Code (ICO rules for protecting children’s personal
data online), we will also follow the ICO’s expectations for complaint mechanisms and escalation routes for

urgent and/or safeguarding issues.

JOINT CONTROLLERS AND PROCESSORS

If we act as a joint controller (meaning we decide together with another organisation how and why personal
data is used), we will maintain a transparent arrangement that covers complaint handling and coordination,

noting that the timeframe starts when any joint controller receives the complaint.

Where we use data processors (organisations that process personal data on our behalf), we will ensure
contracts/support arrangements enable us to meet our complaint-handling obligations; processors may as-

sist administratively but the duty remains with us as controller.

STAFF TRAINING AND INTERNAL AWARENESS

We will train staff to recognise data protection complaints and route them appropriately, because com-
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POLICY OWNERSHIP AND REVIEW

Policy owner: Data Protection Officer
Approved by: Mandy Reid
Effective date: 19/06/2026

Next review date: 19/06/2027
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This policy will be reviewed at least annually and after any significant complaint trend or regulatory/guid-

ance change.
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