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1. Purpose

This policy sets out how Evora Hospice Care handles complaints relating to the processing of personal data in accordance with:

· UK GDPR (General Data Protection Regulation)

· Data Protection Act 2018

· Data (Use and Access) Act 2025 (“DUAA”)

The purpose is to ensure that individuals (data subjects) can raise concerns easily, and that Evora responds in a timely, transparent and consistent manner.

The policy applies to all personal data processed by the hospice, including health-related and sensitive personal data.

2. Scope

This policy applies to:

· Service users and patients

· Carers and family members

· Staff, volunteers, and contractors

· Any individual whose personal data is processed by the hospice

Complaints may relate to:

· Incorrect or excessive data processing

· Data breaches

· Concerns about lawful basis or consent

· Data sharing concerns

· Subject access requests (SAR handling issues)

· Data retention practices

· Any alleged breach of UK data protection law

3. Legal and Regulatory context

Under UK GDPR and the Data Protection Act 2018, individuals have rights including access, rectification, erasure, and objection.

The Data (Use and Access) Act 2025 (DUAA) introduces a strengthened complaints framework requiring organisations to:

· Provide an accessible and clearly publicised complaints process
· Allow individuals to submit complaints directly to the organisation

· Investigate and respond to complaints without undue delay

· Inform individuals of the outcome of their complaint

· Facilitate escalation to the Information Commissioner’s Office (ICO) where required

From June 2026 these requirements become a statutory obligation for all data controllers.

4. Principles of our Complaints Handling

We will ensure that:

· Complaints are handled fairly, consistently and without discrimination

· Individuals can submit complaints easily (including online or in writing)

· Complaints are acknowledged promptly

· Investigations are proportionate to the nature of the complaint

· Outcomes are communicated clearly

· Records are maintained securely and confidentially

· Complaints inform continuous improvement in data protection practice
5. How to make a Data Protection Complaint

Individuals can submit complaints using:

· Email: DPO@evorahospice.org

· Online form: https://evorahospice.org/policies/
· Post: Data Protection Manager, Evora Hospice Care, St Johns House, Courtney Hill, Newry, Co Down, BT34 2EB

· Telephone (where appropriate): 028 302 67711

Complaints should include:

· Name and contact details

· Description of concern

· Relevant dates or reference numbers

· Any supporting information

We may request proof of identity where necessary to protect personal data.

6. Acknowledgement and Timeframes

We will:

· Acknowledge receipt of a complaint within 5 working days

· Provide a full response within 30 calendar days, or sooner where possible

If additional time is required due to complexity, we will inform the complainant of:

· The reason for delay

· Expected timescale for resolution

7. Investigation Process

All complaints will be:

· Logged in the Data Protection Complaints Register

· Assigned to the Data Protection Manager and delegated department Manager (where appropriate)
· Assessed for urgency and risk (especially where health data is involved)

· Investigated proportionately

We may involve:

· Senior Leadership Team

· Clinical governance leads (for healthcare related data issues)

· IT team (for breach related matters)

8. Outcome of Complaint

We will confirm in writing:

· Whether the complaint is upheld or not upheld

· What actions (if any) will be taken

· Any corrective measures or improvements

· Any rights the individual has to escalate the complaint

Possible outcomes include:

· Correction or deletion of data

· Changes to processing practices

· Staff retraining

· Security improvements

· No action required (with explanation)

9. Escalation Rights

If an individual is not satisfied with our response, they may:

· Request an internal review

· Escalate the matter to the Information Commissioners office (ICO)

We will provide clear information about how to contact the ICO at the end of every complaint response.

10. Relationship with ICO Complaints

While individuals have the right to complain directly to the ICO under UK GDPR, the DUAA framework reinforces that:

· Complaints should first be raised with the organisation
· The organisation must have a formal process to address concerns internally before regulatory escalation.

11. Records and Monitoring

We will maintain a secure record of:

· Complaints received

· Investigation outcomes

· Response times

· Corrective actions taken

These records will be reviewed regularly to identify:

· Systemic issues

· Training needs

· Data protection risks

12. Roles and Responsibilities

· Board – oversight of compliance and policy effectiveness

· Data Protection Manager – Management of complaints and regulatory liaison

· Senior Leadership Team: Ensuring implementation and resourcing
· All staff/volunteers: Reporting and cooperating with investigations

Appendix 1 – Data Protection Complaints Process Flowchart
Appendix 2 - Data Protection Complaint Form                                        [image: image2.jpg]Pevora




Thank you for contacting Evora Hospice Care.

We are committed to protecting personal information and handling concerns fairly, confidentially and in line with UK data protection law.

Please complete this form with as much information as possible.

Section 1 – Your Details

Full Name

___________________________________________________________________________

Full Address (including postcode)

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Telephone Number

___________________________________________________________________________

Email Address

___________________________________________________________________________

Section  2 – Are you Complaining About Your Own Data?

( Yes

( No

If no, please explain your relationship to the individual concerned:

( Parent/Guardian

( Carer

( Legal Representative

( Other: _________________________________________

If acting on behalf of another person, we may request evidence of authority before processing the complaint.

Section 3 – Nature of Your Complaint

Please select all that apply:

( Incorrect personal information

( Unauthorised disclosure of information

( Data breach or loss of information

( Delay or refusal relating to a Subject Access Request

( Concerns about consent

( Concerns about data sharing

( Excessive collection or use of information

( Retetnion of information for too long

( Staff confidentiality concern

( Other (please specify)

________________________________________________________________________________________________________________________________________________________________________________________________________________________

Section 4 – Details of Complaint

Please provide your concern in as much detail as possible, including

· What happened

· Dates/times (if known)

· Which service or department was involved

· Names of staff involved (if known)

· What impact this has had on you

Complaint Details

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Section 5 – Supporting Information
Do you have supporting information to submit?

( Yes

( No

Please list any documents or evidence you are providing:

( Emails

( Letters

( Screenshots

( Medical correspondence

( Other

Details:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Section 6 – Desire Outcome

Please tell us what outcome you are seeking:

( Explanation/apology

( Correction of information

( Deletion of information

( Restriction of processing

( Review of organisational procedures

( Staff training/action

( Other

Details:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Section 7 – Consent and Declaration

I confirm that:

( The information provided is accurate to the best of my knowledge

( I understand that my information will be used to investigate this complaint

( I understand Evora Hospice may contact me for further information

( I understand proof of identity may be requested where necessary

Signature

________________________________________________________________________

Date

________________________________________________________________________

Privacy Notice

Information submitted through this form will be processed by Evora Hospice Care for the purpose of handling your complaint in accordance with:

· UK GDPR

· Data Protection Act 2018

· Data (use and Access) Act 2025

Your information will only be shared with individuals involved in investigating and resoling the complaint.

We aim to acknowledge complaints within 5 working days and provide a response within 30 calendar days where possible.

If you remain dissatisfied following our response, you may contact the Information Commissioner’s Office (ICO).
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FINAL RESPONSE ISSUED – CLOSE CASE





RIGHT TO ESCALATE TO INFORMATION COMMISSIONERS OFFICE (ICO)





INTERNAL REVIEW CONDUCTED





NO





YES – CLOSE CASE





IS COMPLAINT SATISFIED?





OFFER RIGHT TO INTERNAL REVIEW





FORMAL WRITTEN RESPONSE ISSUED (WITHIN 30 DAYS)





COMPLAINT UPHELD (FULLY OR PARTIALLY) – CORRECTIVE ACTIONS IMPLEMENTED





COMPLAINT NOT UPHELD – EXPLANATION PROVIDED





DETERMINE OUTCOME





NO - CONTINUE





YES – CONSULT RELEVANT TEAMS – CONTINUE INVESTIGATION





IS SPECIALIST INPUT REQUIRED?


(E.G. CLINICAL GOVERNANCE / IT / SAFEGUARDING





NO - PROCEED





YES – REQUEST ID VERIFICATION -- PROCEED





IS IDENTITY VERIFICATION REQUIRED?





INITIAL ASSESSMENT BY DATA PROTECTION MANAGER





ACKNOWLEDGEMENT SENT WITHIN 5 WORKING DAYS





COMPLAINT LOGGED IN COMPLAINTS REGISTER





INDIVIDUAL SUBMITS DATA PROTECTION COMPLAINT


(EMAIL / FORM / POST / PHONE)
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