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1. Purpose
The Nest Educational Provision is committed to protecting the personal information of pupils, parents, employees and other individuals who engage with the provision.
This procedure explains how individuals can raise concerns or complaints about the way their personal information has been collected, stored, accessed, used or shared.
The Nest will ensure that all complaints are treated seriously, investigated fairly and handled confidentially.
This procedure supports compliance with the UK General Data Protection Regulation (UK GDPR), Data Protection Act 2018 and guidance issued by the Information Commissioner’s Office (ICO).
2. Who Can Make a Complaint?
A data protection complaint may be raised by:
· Current or former pupils.
· Parents and carers.
· Employees and former employees.
· Schools and commissioning organisations.
· External professionals.
· Any individual whose personal information is held by The Nest.
A complaint may be made by an individual themselves or by someone authorised to act on their behalf.
Pupils will be supported to raise concerns in an age-appropriate and accessible way.
3. What Can a Complaint Be About?
Examples of data protection complaints include:
· Personal information being shared without an appropriate lawful basis.
· Confidential pupil or employee information being accessed by unauthorised individuals.
· Personal information being stored insecurely.
· Incorrect or outdated personal information being held.
· Personal information being retained for longer than necessary.
· A data subject access request not being handled appropriately.
· Personal information being used for a purpose that was not explained.
· Concerns about the security or handling of sensitive information.
4. How to Make a Complaint
Individuals wishing to raise a data protection complaint should contact:
The Director / Head Teacher
The Nest Educational Provision
Email: J.Caddick@TheNestEP.com
Complaints may be submitted in writing, by email or verbally.
Individuals should provide as much relevant information as possible, including:
· Their name and contact details.
· A description of their concern.
· Details of the information involved, where known.
· When the incident or concern occurred.
· Any supporting information they wish to provide.
· What they would like The Nest to do to resolve the matter.
Individuals who require assistance to make a complaint will be supported appropriately.
5. Complaints Handling Procedure
All complaints will be managed by the Director / Head Teacher.
Stage 1 – Receipt and acknowledgement
The complaint will be recorded securely and acknowledged within 30 calendar days of receipt.
The complainant will be informed that their concerns are being investigated and provided with an explanation of the next steps.
Stage 2 – Investigation
The Director / Head Teacher will:
· Review the details of the complaint.
· Establish the relevant facts.
· Review relevant records and correspondence.
· Speak to employees or other individuals involved where appropriate.
· Identify whether data protection legislation or organisational procedures may have been breached.
· Consider any immediate action required to protect personal information.
Where a complaint involves the Director / Head Teacher, an independent and suitably competent person will be appointed to investigate.
Stage 3 – Communication and updates
The complainant will be kept informed of progress.
Where additional time is required, The Nest will explain the reason for the delay and provide an update.
Investigations will be completed without unnecessary delay.
Stage 4 – Outcome
Once the investigation is complete, the complainant will receive a written response explaining:
· The findings of the investigation.
· Whether the complaint has been upheld, partially upheld or not upheld.
· The reasons for the decision.
· Any corrective action taken or proposed.
· Any changes to procedures or working practices.
· Their right to refer the matter to the Information Commissioner’s Office (ICO).
6. Data Breaches and Immediate Risks
Where a complaint identifies a possible personal data breach, The Nest will take immediate steps to assess and contain the incident.
This may include:
· Restricting access to affected information.
· Securing electronic or paper records.
· Identifying individuals who may have been affected.
· Assessing the potential impact on pupils, families or employees.
· Recording the incident in the organisation’s data breach register.
Where required, The Nest will report the breach to the ICO within 72 hours of becoming aware of it.
Where a breach is likely to result in a high risk to individuals’ rights and freedoms, affected individuals will also be informed without undue delay, where legally required.
7. Escalation to the Information Commissioner’s Office
If an individual remains dissatisfied following The Nest’s investigation, they have the right to raise their concerns directly with the Information Commissioner’s Office.
Information Commissioner’s Office (ICO)
Website: www.ico.org.uk
Telephone: 0303 123 1113
Post: Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF.
Individuals do not have to complete The Nest’s internal complaints process before contacting the ICO.
8. Confidentiality and Record Keeping
All complaints will be treated confidentially.
The Nest will maintain a secure record of:
· The date the complaint was received.
· The name of the complainant.
· The nature of the complaint.
· The acknowledgement sent.
· Investigation notes and relevant correspondence.
· The findings and outcome.
· Any corrective action taken.
· The date the complaint was closed.
Complaint records will only be accessible to authorised individuals and retained in accordance with The Nest’s Records Retention and Disposal arrangements.
9. Staff Responsibilities
All employees are responsible for protecting personal information and maintaining confidentiality.
Employees who receive a data protection complaint must:
· Listen to the individual’s concerns.
· Treat the complaint respectfully.
· Avoid making assumptions or promises about the outcome.
· Refer the matter promptly to the Director / Head Teacher.
· Maintain confidentiality.
· Avoid investigating or discussing the complaint independently unless authorised.
All employees will receive appropriate guidance on recognising and reporting data protection concerns.

10. Monitoring and Review
The Director / Head Teacher will monitor complaints to identify recurring concerns and opportunities for improvement.
Where necessary, changes will be made to policies, procedures, staff training or information security arrangements.
This procedure will be reviewed annually or sooner if there are changes to legislation or ICO guidance.
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