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DATA PROTECTION COMPLAINTS POLICY


Whilst YMCA Dulverton Group operates services relating to children, including nursery provision, housing support, youth work, and day camps, our website is not intended for use by children and we do not knowingly collect personal data relating to children through our website.

We are committed to ensuring that children and young people who access our services feel safe, heard, and supported. If a child or young person has a concern or wishes to make a complaint, they can do so in several ways, including speaking directly to a trusted member of staff, contacting us via a parent, guardian, or advocate, or using our dedicated complaints process. Information about how to raise a complaint is made available in child-friendly formats, and support will be provided to help children express their concerns. We take all complaints seriously and ensure they are handled promptly, respectfully, and in line with safeguarding principles.

1. Responsibility

1.1	The Board of Trustees, in association with the Chief Executive, has overall responsibility for ensuring this policy complies with our legal and ethical obligations, and that all those under our control comply with it.

1.2	The Chief Executive and the Executive Team have day-to-day responsibility for implementing this Policy and procedure, and for monitoring its use and effectiveness. 

1.3	It is the responsibility of line managers to communicate the requirements of this policy and procedure to their employees.

1.4	YMCA Dulverton Group is the controller and responsible for personal data.  In this Data Protection Complaints Policy, “YMCA Dulverton Group”, “we”, “us” or “our” refer to the organisation.

1.5	In this Data Protection Complaints Policy, “you” and “your” refer to the individual to whom the personal data relates (the data subject).

2. Purpose of Policy

2.1	This policy sets out how YMCA Dulverton Group handles data protection complaints and fulfils the statutory requirement under Section 164A of the DPA 2018 (amended by the Data (Use and Access) Act 2025 (c.18), ss.103(2), 142(1(2)(h) for an organisation to facilitate the making of data protection complaints. This Policy is based on what the Information Commissioner (“ICO”) would regard as good practice. 

2.2	To ensure that staff understand and comply with the requirements of the Data protection Complaints Policy in respect of all members of staff and volunteers of YMCA Dulverton Group.

2.3	To provide a framework in which a consistent approach is undertaken and records are kept in regard to Data Protection Complaints.

3. Applicability

3.1	This policy applies to all YMCA Dulverton Group staff and volunteers working in all properties owned and/or managed by YMCA Dulverton Group, both current and future.  

3.2	This policy applies to any “data subject” (an individual whose personal data is processed by us) or an authorised third party acting on their behalf.  We will not accept a data protection complaint where:

	3.2.1	We have confirmed that we do not process your personal data.

3.2.2	We have not received signed and data authority for a third party to act on your behalf for the purpose of a data protection complaint.

4. Queries

4.1	If there are any queries relating to this Policy please contact the Executive Director of Governance.

4.2	If you have any questions about the processing of your personal data, including any requests to exercise your legal rights please review our website privacy policy and contact us using the details in that policy.

5. Aims of this policy

The three core aims of this policy are to:

5.1 Deal with complaints in an open, fair and proportionate way in accordance with UK data protection law. 

5.2 Manage the complainant’s behaviour and expectations, as far as possible, while the substance of their complaint is addressed.

5.3	Empower YMCA Dulverton Group employees by helping them understand what is expected of them, what options for action are available and who can authorise these actions.

6. Scope and Definitions

6.1 What is a data protection complaint?

A data protection complaint is an expression of dissatisfaction suggesting that we have infringed data protection legislation in our handling of personal information. This includes, but is not limited to:

6.1.1 A response to your rights request: Dissatisfaction with how a subject access request (SAR), or requests for erasure, rectification, or objection have been handled.

6.1.2 Information security: Concerns regarding the security measures used to store your data or the handling of a personal data breach (regardless of whether the breach was reportable to the ICO).

6.1.3 The data protection principles: Concerns that data is inaccurate, kept longer than necessary, or collected for one reason but used for another.

6.2	What is not a data protection complaint? 

The following are examples of matters that do not constitute a data protection complaint under this policy:

6.2.1 Are not about data protection issues.

6.2.2 General service dissatisfaction: e.g., a member of our team acknowledging a SAR response was received on time but expressing unhappiness that it was not expedited.

6.2.3 Incidental requests: An employee raising a grievance issue who also happens to request copies of their personal information. In these circumstances, the request for data will be treated as a subject access request in accordance with the individual’s right of access (and not a data protection complaint at that time) and the grievance will be dealt with under our separate procedure. 

6.2.4 Customer service issues: General complaints about service quality that do not involve an infringement of data protection rights.

6.3 The ICO is clear that they will not handle these complaints.

6.4 Lawful basis

We will process your complaint under this policy in accordance with one or more of the following legal bases:

6.4.1 Performance of a contract with you 

6.4.2 Necessary to comply with a legal obligation 

6.4.3 Necessary for our legitimate interests, namely to keep our records updated and to study how people use our business. 

6.5 We do not rely on consent to process your data when handling a complaint. Our lawful bases for processing are set out above and if you withdraw consent, we will still be legally entitled to process and retain your data insofar as it is necessary for managing and responding to your complaint. The exception is where you choose to voluntarily provide us with special category data, in which case we will process that information only with your explicit consent. 

6.6 For more information, please see our website privacy policy.

6.7	Data sharing

As we set out in our privacy policy, we may share your personal data in certain circumstances. We may share your personal data processed when handling a complaint with:

6.7.1 Our professional advisers including lawyers, auditors and insurers. 

6.7.2 HM Revenue & Customs, regulatory bodies, the emergency services and other authorities.

6.7.3 Credit reference agencies. 

6.7.4 Third parties to whom we may choose to sell, transfer or merge parts of our business or our assets. Alternatively, we may seek to acquire other businesses or merge with them. If a change happens to our business, then the new owners may use your personal data in the same way as set out in this privacy policy. 

6.8 In some cases, we may contact the ICO proactively to inform them of matters such as an unreasonable or unreasonably persistent complaint (please see below). Again, we will be relying on one of the legal bases set out above to discuss your personal data with them. 

7. Making a Complaint under this policy

7.1	We facilitate the submission of complaints through multiple channels. Complaints may be lodged via:

7.1.1	Electronic means: By completing our complaints form available here and emailing to dataprotection@ymca-dg.org with the subject line “Data protection complaint”.

7.1.2	Post: By printing and completing our complaints form (see above).


7.2	If you inform us that you would like to make a complaint verbally over the telephone or in-person, we will ask you to confirm in writing using one of the methods above. 

7.3	Equally, if you would like to make a complaint via one of our social media channels, we will ask you to confirm in writing using one of the methods above. 

7.4	We are dedicated to making the website and data protection complaints policy as accessible as possible. If you require assistance making a complaint, please contact us using the details above and we will endeavour to assist you. 

8. Identity and Authority

8.1 Upon receipt, all complaints will be directed to colleagues involved with data protection matters and it may be relevant for them to obtain the below information: 

8.1.1 Identity verification: If we have reasonable doubts about the complainant's identity, we will request proof of ID (e.g., passport or driving licence) at the earliest opportunity.

8.1.2 Third party authority: If a complaint is made on your behalf, we must receive evidenced written consent, an appropriate power of attorney, or proof of your authority to act before any personal data is disclosed or the investigation proceeds.

8.2 Given that matters concerning data protection complaints are, by their very nature, sensitive, we will be unable to investigate your complaint if we cannot verify your identity/the third party acting on your behalf. 

9. Procedure and Timeframes

9.1 The law requires us to:

9.1.1 Investigate a data protection complaint to the extent appropriate; and 

9.1.2 Inform the complainant of the outcome. 

9.2 The ICO sets out that you should raise your concerns with us within three months of your last meaningful contact with us. 

9.3 We utilise a two-stage approach to encourage early local resolution. The ICO’s good practice guidance refers to providing you with information about what we will do at each stage so we will send a copy of this policy with our acknowledgement letter. 

Stage 1: Informal/Local Resolution

9.4 Where appropriate, the relevant service area will attempt to resolve the issue informally. This may involve:

9.4.1 Rewording or clarifying an original response to ensure it is understood.

9.4.2 Providing further explanation regarding the use of legal exemptions regarding your right of access under data protection law (for example – exemptions applied to a subject access request – but please note that, in some cases, explaining an exemption may in itself cause the prejudice the exemption is designed to avoid so we may not be able to refer to it).

9.4.3 Providing further confirmation that a “reasonable and proportionate” search for your personal data has been completed under data protection law (see below). Under UK data protection law, organisations are required to take reasonable steps to locate personal data when responding to an information request or complaint. This includes conducting searches in the systems, locations and formats where your personal data is likely to be held, taking into account the nature of the data, how it is stored, and the resources available. However, we are not required to conduct searches that would be unreasonable or disproportionate to the importance of providing access to the information.

9.5 In most circumstances, Stage 1 complaints will be handled by the colleague responsible for data protection matters, who will review the concern, carry out the necessary checks, and provide an initial response.

9.6 We will acknowledge your complaint within 30 days and will aim to respond informally within that same timeframe. You will be provided with a named point of contact and a copy of this policy. 

Stage 2: Formal investigation

9.7 If you remain dissatisfied with the Stage 1 response, or the matter is complex, we will conduct an investigation.

9.8 Given the size and structure of our team, Stage 2 complaints will be escalated to a senior colleague who was not directly involved at Stage 1. Although we do not have a separate dedicated complaints department, this approach ensures that your concerns are reviewed impartially and in line with our obligations under UK data protection law.

9.9 You will be provided with a named point of contact and a copy of this policy.

9.10 We will acknowledge receipt of your complaint within 30 days, confirming that it has been assigned for a stage 2 formal investigation. If the investigation is complex, we will provide a target completion date. Due to the size of our organisation, we may not be able to provide detailed updates but we will notify you if we identify any significant changes to the expected completion date.

9.11 We will provide an outcome without undue delay. While targets vary, we aim to provide a response within 30 days, extending to eight weeks for complex cases.
10. Unreasonable, manifestly unfounded and vexatious complaints

10.1 In a minority of cases members of the public pursue their complaints in a way that is unreasonable. They may behave unacceptably or be unreasonably persistent in their contacts and submission of information. This can impede investigating their complaint (or complaints by others) and can have significant resource issues for us. These actions can occur either while we are trying to process a request made in accordance with an individual’s data protection rights, their complaint is being investigated, or once we have finished the complaint investigation.

10.2 We reserve the right to refuse to handle, or to limit our engagement with, a complaint from a complainant if it is deemed manifestly unfounded, abusive or vexatious, unreasonable or unreasonably persistent.

10.3 In the event that we refuse to handle, or to limit our engagement with a complainant, we will confirm this clearly with the complainant and, separately, record our decision making for our internal compliance.

Unreasonable and unreasonably persistent complainant

10.4 For the purposes of this policy, unreasonable and unreasonably persistent complainants are defined as being those who, because of the frequency and/or nature of their contact with YMCA Dulverton Group, hinder our consideration of their or other individuals’ complaints, unduly impact on the conduct of our business, and require a disproportionate level of resource. 

10.5 It is important to differentiate between “persistent” complaints and “unreasonably persistent” complaints. A persistent individual may submit a repeat complaint on the entirely reasonable basis that they feel that we have not dealt with their complaint properly and are not prepared to leave the matter there.

10.6 One or more of the following indicators can be characteristic of unreasonable or unreasonably persistent complaints. They may be complaints, requests, concerns or enquiries that:

10.6.1 Clearly do not, or no longer have, any serious purpose or value;

10.6.2 Are obviously vexatious in nature (see below);

10.6.3 Have the effect of causing disruption or annoyance;

10.6.4 Have the effect of harassing our employees; 

10.6.5 Can otherwise fairly be characterised as obsessive or unreasonable; 

10.6.6 Are progressed by the complainant in an unreasonable manner; and/or
10.6.7 Take up an unreasonable amount of time and hinder our business or our ability to:

10.6.7.1 Confirm your ID or any third party acting on your behalf

10.6.7.2 Try and clarify the scope of your request under data protection law (e.g. your subject access request)

10.6.7.3 Run reasonable and proportionate searches for your personal data.

10.7 Complainants (and/or anyone acting on their behalf) may be deemed to be making unreasonable complaints and requests where previous or current contact with them shows that they meet one or more of the following criteria:

10.7.1 Refusing to specify the grounds of a complaint, despite offers of help

10.7.2 Refusing to cooperate with the complaint investigation process 

10.7.3 Refusing to accept that certain issues/concerns identified are not within the scope of this complaint policy remit

10.7.4 Excessively long, repetitive or unfocused

10.7.5 Raises large numbers of speculative or hypothetical points without clear relevance to the complaint

10.7.6 Repeatedly revisits matters that have already been considered and addressed

10.7.7 Uses volume, complexity or frequency of correspondence in a way that hinders, rather than assists, the resolution of the complaint.

10.7.8 Insisting on the complaint being dealt with in ways which are incompatible with the adopted complaints policy or good practice

10.7.9 Persistently changing the substance of a complaint or continually raising new issues or seeking to prolong contact by continually raising further concerns or questions upon receipt of a response whilst the complaint is being addressed

10.7.10 Changing the basis of a complaint or request as it proceeds and/or denying statements made at an earlier stage

10.7.11 Submitting repeat complaints with minor additions/variations the complainant insists make these 'new' complaints

10.7.12 Continuing to add new, or making trivial, complaints requests or enquiries 

10.7.13 Adopting a 'scatter gun' approach: pursuing parallel complaints on the same issue with various organisations

10.7.14 Regularly focusing on a trivial matter to an extent which is out of proportion to its significance and continue to focus on this point. It is recognised that determining what is a trivial matter can be subjective and careful judgement will be used in applying this criteria

10.7.15 Introducing trivial or irrelevant new information at a later stage

10.7.16 The complaint relates to an issue based on a historic and irreversible decision or incident

10.7.17 Raising many detailed but unimportant questions and insisting they are all answered

10.7.18 Persisting in pursuing a complaint where our data protection complaints policy has been fully implemented and exhausted

10.7.19 The complaint remains “active” through the complainant persisting in seeking an outcome which we have explained is unrealistic for legal, policy or other valid reasons

10.7.20 Persistently changing the name of the individual with whom we should be corresponding with about the complaint

10.7.21 Making unreasonable demands of us or our colleagues or setting unreasonable timescales for a response

10.7.22 Making unreasonable requests in relation to who should deal with their complaint or request, or how it should be dealt with 

10.7.23 Making unjustified complaints about employees who are trying to deal with the issues and seeking to have them replaced

10.7.24 Sending a high volume of letters, emails and/or phone calls (at times to multiple recipients)

10.7.25 Denying or changing statements made at an earlier stage

10.7.26 Submitting falsified documents from themselves or others

10.7.27 Repeatedly refusing to accept documented evidence given as being factual or denying receipt of an adequate response in spite of correspondence specifically answering their questions

10.7.28 Refusing to accept a final decision; repeatedly arguing points with no new evidence

10.7.29 Making numerous requests for documents, such as compliance documentation, which you are not entitled to receive copies of (please see below).

10.8 These examples cover behaviour which may be considered unreasonable (depending on the circumstances of each case), which may include one or two isolated incidents, as well as unreasonably persistent behaviour, which is usually a build-up of incidents or behaviour over a longer period.

10.9 This list is not intended to be exhaustive; other behaviour of comparable seriousness may also be considered unreasonable.

10.10 If a complaint is refused on these grounds, we will explain the reasons for the refusal and inform you of your right to complain to the ICO. Alternatively, we may ask the complainant to narrow the scope of their concerns, consolidate issues into a single communication, or limit further correspondence to specific points.

Manifestly unfounded and vexatious complaints

10.11 Factors for this determination include:

10.11.1 Explicit intent to cause disruption or making threats against staff; and

10.11.2 Targeting particular individuals due to a personal grudge.

10.12 If a complaint is refused on these grounds, we will explain the reasons for the refusal and inform you of your right to complain to the ICO or seek a judicial remedy.

Compliance documentation 

10.13 While we aim to be transparent in our handling of complaints, complainants are not entitled to receive copies of our internal compliance documentation, policies, training materials or risk assessments.

Proactive correspondence with the ICO

10.14 Where appropriate, and if a complaint is escalated, we may provide relevant correspondence, information or documentation directly to the ICO as part of any regulatory engagement.

11. Use of artificial intelligence (AI) tools

11.1 We recognise that individuals may choose to use artificial intelligence (AI) tools to assist them in preparing correspondence. We ask complainants to consider carefully whether the use of AI is helpful and appropriate in the context of a data protection complaint. In particular:

11.1.1 The use of AI tools can itself carry data protection and confidentiality risks for the complainant themselves, especially if personal data relating to third parties is input into such tools.

11.1.2 AI cannot exercise legal judgment – it cannot tell you whether our compliance/actions have fallen foul of data protection law.

11.1.3 AI tools can provide incorrect, misleading, unverified or wholly fabricated output. We draw your attention to well‑documented risks associated with relying on generative artificial intelligence systems when preparing documents which may be reviewed by the ICO.

11.1.4 AI tools may reinforce a user’s mistaken assumptions through conversational interaction, leading both the AI and the user to build upon inaccuracies together. This phenomenon can result in a user genuinely believing an incorrect legal or factual position.

11.1.5 AI‑generated correspondence can sometimes produce lengthy, generic or repetitive content that obscures the key issues and delays meaningful engagement.

11.1.6 Where a complaint concerns the alleged misuse of personal data, extensive reliance on AI‑generated material may be of limited relevance and may not assist us in identifying or addressing the specific issues raised.

11.2 For the avoidance of doubt, we will expect that any statements of fact or arguments you make are based on your own knowledge or are independently verified by you. 

11.3 We ask complainants to ensure that any use of AI tools supports clear and focused communication, rather than generating volume or complexity that does not assist in resolving the complaint.

12. Requirements before escalation to the ICO

12.1 Individuals have the right to complain to the ICO at any time. However, the ICO normally expects individuals to:

12.1.1 Exhaust the internal process first: Give us a chance to review the circumstances and investigate the concern.

12.1.2 Seek clarification: If a response is misunderstood, individuals should first ask us for a full explanation.


12.1.3 Respect timeframes: Raising a complaint with us no more than three months after the last meaningful contact with us

12.2 These factors would be brought to the ICO’s attention should any complaint be made. We therefore hope that individuals seeking to raise a complaint to the ICO will write to us first so we can handle the complaint under this policy. 

13. Monitoring and retention

13.1 We will keep details of any related conversations and copies of all relevant documents from start to finish, including the reasons for the decisions we’ve made and any action taken, or not taken. It will also provide evidence of what we’ve done, which the ICO or regulatory bodies etc. may need in the future. Your complaint, and these records, will be retained for seven years.

13.2 All data protection records are used to identify trends and recurring themes. 

13.3 For further information on data retention please view our website privacy policy.

13.4 We will:

13.4.1 Review outcomes to identify areas for employee training or process improvements.

13.4.2 Report anonymised findings to senior management to ensure organisational learning is adopted.
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