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Data Protection Complaints Procedure
1. Purpose
This procedure explains how our schools will manage complaints relating to the processing of personal data and compliance with data protection legislation.
The procedure has been developed to meet the requirements of the Data (Use and Access) Act 2025 and UK data protection legislation, including the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.
Our schools recognise that individuals have the right to raise concerns about how their personal information is collected, used, stored, shared or otherwise processed. Our schools are committed to dealing with such concerns fairly, consistently, promptly and transparently.
This procedure should be read alongside the Federation’s:
· Data Protection Policy
· Complaints Policy
· Privacy Notices
2. Scope
This procedure applies to complaints relating to personal data processed by any of our schools, including complaints from:
· pupils;
· parents and carers;
· staff;
· governors and trustees;
· volunteers;
· contractors and suppliers;
· visitors; and
· members of the public.
The procedure covers complaints relating to:
· access to personal data;
· delays in responding to requests;
· redaction or withholding of information;
· data accuracy;
· data sharing;
· confidentiality breaches;
· inappropriate disclosure of personal information;
· CCTV and surveillance systems;
· retention and disposal of records;
· use of photographs or images;
· cyber security and data breaches;
· failure to comply with privacy notices;
· concerns regarding lawful basis or consent; and
· any other concern relating to the processing of personal data.
3. Principles
Our schools will ensure that:
· complaints are handled fairly and impartially;
· complaints are acknowledged promptly;
· complaints are investigated appropriately;
· individuals are treated respectfully throughout the process;
· responses are clear and understandable;
· records of complaints are maintained securely;
· lessons learned are identified and acted upon where appropriate; and
· complainants are informed of their right to escalate concerns to the Information Commissioner’s Office (ICO).
Our schools encourage individuals to raise concerns directly with the school in the first instance so that issues can be investigated and resolved wherever possible.
4. How to Make a Data Protection Complaint
Complaints may be made:
· in writing;
· by email;
· verbally to a member of staff; or
· through another reasonable communication method.
Complaints should normally include:
· the complainant’s name and contact details;
· details of the concern or incident;
· relevant dates;
· any supporting evidence available; and
· the outcome being sought.

Complaints should be directed to:

Adderley Nursery School
Data Protection Officer: 	Julie White, Senior Officer Manager
Email: 				Julie.white@addleyn.bham.sch.uk
Address: 			1 St Saviours Road, Saltley, Birmingham, B8 1HN

Allens Croft Nursery School
[bookmark: _Hlk230171354]Data Protection Officer:	Tania Lane, School Business Manager
Email: 			             t.lane@allenscn.bham.sch.uk
Address:			Allens Croft Road, Kings Heath, Birmingham B14 6RP

Gracelands Nursey School
[bookmark: _Hlk230171750]Data Protection Officer: 	Samantha Richards, Executive Head Teacher
Email: 				s.richards@jakeman.bham.sch.uk
Address:			Grace Road, Sparkbrook, Birmingham, B11 1ED

Highfield Nursery School
[bookmark: _Hlk230171967]Data Protection Officer:   	Sadia Carter-Mirza, School Business Manager
Email: 				s.carter@hifieldn.bham.sch.uk
Address:			Highfield Road, Saltley, Birmingham, B8 3QF

Jakeman Nursery School 
Data Protection Officer: 	Samantha Richards, Executive Head Teacher
Email: 				s.richards@jakeman.bham.sch.uk
Address:			Jakeman Road, Balsall Heath, Birmingham, B12 9NX

Lillian De Lissa Nursery School
[bookmark: _Hlk230172097]Data Protection Officer: 	Eileen Dev
Email: 				e.dev@ldelissa.bham.sch.uk
Address:			Bellevue, Birmingham, B5 7LX

Newtown Nursery School
Data Protection Officer:   	Sadia Carter-Mirza, School Business Manager
Email: 				s.carter@hifieldn.bham.sch.uk
Address:			Hockley Close, Newtown, Birmingham, B19 2NS

Shenley Fields Nursery School
Data Protection Officer:	Tania Lane, School Business Manager
Email: 			             t.lane@allenscn.bham.sch.uk
Address:			Woodcock Lane, Northfield, Birmingham, B31 1BU

St Thomas Centre Nursery School 
Data Protection Officer: 	Eileen Dev
Email: 				e.dev@stcn.bham.sch.uk
Address:			Bell Barn Road, Lee Bank, Birmingham, B15 2AF

Where the complaint concerns the Data Protection Lead, Headteacher or another senior member of staff, the complaint may instead be directed to the Chair of Governors or Federation Data Protection Officer.
Birmingham Federation of Maintained Nursery Schools
Chair of Governors:
Sean Delaney – please use school address and mark clearly for the attention of the Chair.
Federation Data Protection Officer:
Selina Galsinh, BFMNS Strategic Business Manager
Email: 	s.galsinh@allenscn.bham.sch.uk
Address: BFMNS, c/o Allens Croft Nursery School, Allens Croft Road, Kings Heath, Birmingham, B14 6RP.

5. Acknowledgement of Complaints
The school will acknowledge receipt of a complaint within five working days wherever possible.
The acknowledgement will normally:
· confirm that the complaint has been received;
· explain the next steps;
· provide an indicative timescale for response; and
· identify the person responsible for handling the complaint.
Where additional information is required to investigate the complaint, this will be requested as early as possible.

6. Investigation Process
The school will investigate complaints proportionately and appropriately.
The investigation may include:
· reviewing relevant records and systems;
· speaking to staff members involved;
· reviewing policies and procedures;
· considering correspondence and evidence supplied;
· seeking advice from the school’s external data protection adviser or Data Protection Officer; and
· considering whether a data breach has occurred.
The school may need to withhold information where disclosure would:
· reveal another person’s personal data;
· prejudice an ongoing investigation;
· breach legal privilege; or
· otherwise breach data protection legislation.
Where appropriate, remedial actions may include:
· correcting inaccurate information;
· providing additional information or clarification;
· reviewing procedures or staff practice;
· additional staff training;
· restricting or correcting data processing activities;
· reporting a data breach to the ICO where required; or
· issuing an apology.

7. Response Timescales
The school will aim to provide a full response within one calendar month.
Where the complaint is particularly complex or involves large volumes of information, the school may require additional time. In such circumstances the complainant will be informed of:
· the reason for the delay; and
· the revised timescale for response.
The school will keep complainants updated where investigations are ongoing.

8. Outcome of Complaints
The school’s written response will normally:
· summarise the complaint;
· explain the investigation undertaken;
· provide the findings;
· identify any actions taken or proposed; and
· explain escalation rights.
Possible outcomes include:
· complaint upheld;
· complaint partially upheld; or
· complaint not upheld.
Where failings are identified, the school will take appropriate corrective action.

9. Escalation and Review
If the complainant remains dissatisfied following the school’s response, they may request an internal review.
Requests for review should normally be made within 20 working days of the response.
The review will normally be conducted by:
· a more senior member of staff;
· the Headteacher;
· the Federation Data Protection Officer; or
· the Chair of Governors or appropriate governor panel.
The review will consider:
· whether the complaint was handled appropriately;
· whether the investigation was reasonable;
· whether the conclusions reached were supported by the evidence; and
· whether further action is required.
The school will aim to respond to review requests within 20 working days wherever possible.

10. Complaints to the Information Commissioner’s Office
Individuals have the right to raise concerns with the Information Commissioner’s Office (ICO).
The school encourages complainants to allow the school the opportunity to investigate and respond before approaching the ICO.
ICO contact details:
Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire SK9 5AF
Telephone: 0303 123 1113 Website: www.ico.org.uk

11. Recording and Monitoring Complaints
The school will maintain records of data protection complaints.
Records will normally include:
· date received;
· name of complainant;
· nature of complaint;
· actions taken;
· outcome;
· dates of responses; and
· lessons learned.
Complaints should be recorded within the school’s Information Governance Master Record or equivalent monitoring system.
Complaint records will be retained in accordance with the school’s records retention schedule and the IRMS Toolkit for Schools guidance.

12. Confidentiality
All complaints will be handled confidentially and information will only be shared where necessary for investigation purposes.
Staff handling complaints must ensure that:
· personal data is handled securely;
· information is shared on a need-to-know basis;
· records are stored appropriately; and
· confidentiality is maintained throughout the process.

13. Staff Responsibilities
All staff are responsible for:
· recognising data protection complaints;
· escalating complaints promptly;
· cooperating with investigations; and
· following school policies and procedures.
Senior leaders are responsible for ensuring:
· appropriate oversight of complaints;
· suitable resources and training;
· monitoring trends and recurring issues; and
· implementing improvements where necessary.
Governors and trustees should ensure that the school has effective arrangements in place for handling data protection complaints and meeting statutory obligations.

14. Training and Awareness
Relevant staff will receive training and guidance on:
· recognising data protection complaints;
· complaint handling expectations;
· confidentiality obligations;
· records management; and
· escalation procedures.
Training may include:
· face-to-face briefings;
· online learning;
· policy updates;
· refresher reminders; and
· lessons learned from incidents or complaints.

15. Links with Other Procedures
Some complaints may overlap with:
· Subject Access Requests (SARs);
· Freedom of Information (FOI) requests;
· Education Records requests;
· safeguarding matters;
· staff disciplinary procedures;
· grievance procedures; or
· cyber security incidents.
The school will ensure that such matters are directed to the appropriate procedure while still addressing any associated data protection concerns.

16. Monitoring and Review
This procedure will be reviewed annually or sooner where:
· legislation changes;
· ICO guidance changes;
· significant incidents occur; or
· operational improvements are identified.
The governing board will receive appropriate assurance that the school’s arrangements remain effective and compliant.

17. Approval and Adoption

Date:

Approved by FGB: 6th July 2026
Federation Data Protection Complaints Procedure FGB Approval 6th July 2026
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