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1. Purpose
This procedure explains how Pinnacle Learning Ltd ("the Agency") receives, investigates, manages, and responds to complaints relating to the processing of personal data.
The Agency is committed to handling data protection complaints fairly, transparently, and promptly, in accordance with applicable data protection legislation, including:
· UK General Data Protection Regulation (UK GDPR) 
· Data Protection Act 2018 
· Data (Use and Access) Act 2025 
This procedure applies to complaints made by candidates, agency workers, employees, schools, clients, website users, and any other individual whose personal data is processed by the Agency.

2. Scope
A data protection complaint may relate to:
· Collection of personal information 
· Use of personal information 
· Disclosure of personal information 
· Retention of personal information 
· Accuracy of personal information 
· Security of personal information 
· Marketing communications 
· Individual rights requests 
· Access to personal data 
· Any alleged breach of data protection legislation 
Examples include:
· A candidate believes their CV was shared without authorisation. 
· An individual believes personal data has been retained for too long. 
· A teacher disputes the accuracy of information held about them. 
· A school contact objects to receiving marketing communications. 

3. How to Make a Complaint
Individuals may submit a complaint by:
Email
operations@pinnacle-learning.co.uk or info@pinnacle-learning.co.uk
Post
Pinnacle Learning Ltd, Regus London - Euston Woburn Place, 16 Upper Woburn Place, London, WC1H 0AF
Website
[Link to Data Protection Complaint Form]
Telephone
0208 191 0461
Complaints should include:
· Full name 
· Contact details 
· Description of the concern 
· Relevant dates 
· Supporting evidence where available 
The Agency will assist individuals who require support in submitting a complaint.

4. Complaint Handling Principles
The Agency will ensure complaints are:
· Taken seriously 
· Handled confidentially 
· Investigated fairly 
· Resolved without undue delay 
· Recorded appropriately 
· Used to improve compliance and service delivery 
Individuals will not be disadvantaged for making a complaint.

5. Complaint Handling Process
Stage 1 – Receipt of Complaint
Upon receipt of a complaint, the Agency will:
1. Record the complaint in the Data Protection Complaints Register. 
2. Assign a unique reference number. 
3. Forward the complaint to the Data Protection Lead or designated manager. 

Stage 2 – Acknowledgement
The Agency will acknowledge receipt of the complaint within 30 calendar days.
The acknowledgement will:
· Confirm receipt. 
· Provide the complaint reference number. 
· Explain the investigation process. 
· Identify the person responsible for handling the complaint. 

Stage 3 – Assessment
The Data Protection Lead will assess:
· The nature of the complaint. 
· Whether additional information is required. 
· Whether the complaint relates to a data subject rights request. 
· Whether there is evidence of a personal data breach. 
· Any immediate risks to individuals. 
Where additional information is required, the complainant may be contacted.

Stage 4 – Investigation
The Agency will investigate the complaint by:
· Reviewing relevant records. 
· Interviewing relevant staff where necessary. 
· Reviewing correspondence and system logs. 
· Examining relevant policies and procedures. 
· Assessing compliance with applicable legislation. 
Investigations will be proportionate to the nature and complexity of the complaint.

Stage 5 – Outcome
Following investigation, the Agency will provide a written response explaining:
· Findings of the investigation. 
· Whether the complaint has been upheld, partially upheld, or not upheld. 
· Any corrective action taken. 
· Any changes implemented to prevent recurrence. 
· Information about further escalation options. 
The Agency will aim to provide a full response without undue delay.

6. Complaint Outcomes
Possible outcomes include:
Upheld
The complaint is found to be valid.
Examples of actions:
· Correction of inaccurate information. 
· Deletion of personal data where appropriate. 
· Additional staff training. 
· Process improvements. 
· Formal apology. 
Partially Upheld
Some aspects of the complaint are substantiated while others are not.
Not Upheld
The Agency determines that processing was lawful and appropriate.
Reasons will be clearly explained to the complainant.

7. Escalation
If the complainant remains dissatisfied after receiving the Agency's response, they may raise the matter with the UK supervisory authority:
Information Commissioner's Office (ICO)
The Agency will provide information about how to contact the ICO when issuing its final response.

8. Data Protection Complaints Register
The Agency will maintain a Data Protection Complaints Register containing:
· Complaint reference number 
· Date received 
· Complainant name 
· Nature of complaint 
· Investigator 
· Outcome 
· Actions taken 
· Date closed 
Records will be retained in accordance with the Agency's Data Retention Schedule.

9. Confidentiality
Information relating to complaints will be:
· Accessed only by authorised personnel. 
· Stored securely. 
· Shared only where necessary for investigation purposes. 
· Handled in accordance with applicable data protection requirements. 

10. Related Incidents
Where a complaint identifies a possible personal data breach, the matter will be assessed under the Agency's Data Breach Response Procedure.
Where required by law, regulatory notifications will be made.

11. Learning and Improvement
The Agency will periodically review complaint trends to:
· Identify recurring issues. 
· Improve policies and procedures. 
· Reduce compliance risks. 
· Enhance staff training. 
Findings may be reported to senior management as part of compliance monitoring.

12. Responsibilities
Directors
Responsible for ensuring adequate resources and oversight of complaint handling.
Data Protection Lead
Responsible for:
· Managing investigations. 
· Maintaining complaint records. 
· Monitoring compliance. 
· Reporting significant issues to management. 
Employees
Responsible for:
· Recognising potential data protection complaints. 
· Escalating complaints promptly. 
· Cooperating with investigations. 

13. Monitoring and Review
This procedure will be reviewed:
· Annually; 
· Following significant complaints; 
· Following legislative or regulatory changes; or 
· Following recommendations from audits or investigations. 

Approval
Approved By: Charlotte Bright (Director) and Laura Zeuschner (Director)
Date: June 2026
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