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Step 1: Informal resolution

We encourage individuals to first attempt an informal resolution of their concerns. If you have a
concern about data usage or access, you should, in the first instance, raise it with the Data Protection
Officer via dpo@orionedu.org.uk

In many cases, issues can be resolved quickly and informally at this stage.

Step 2: Formal complaint submission

If the informal approach is not successful or deemed inappropriate, a formal complaint should be
submitted in writing to our Data Protection Officer via dpo@orionedu.org.uk

Please include the following information:

1. Your full name and contact details.

2. Aclear and concise description of the complaint, including what happened, when it happened,
and who was involved.

A description of the data involved and how you believe it was used or accessed inappropriately.
Any relevant dates, times, or evidence.

Details of any informal steps you have already taken to resolve the issue.
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The desired outcome of the complaint.

Step 3: Acknowledgment and investigation

You will receive an acknowledgment of the written complaint within 5 working days of the Trust
receiving it.

The Data Protection Officer will conduct a thorough and impartial investigation into the complaint.
This may involve:

* interviewing the complainant

e interviewing relevant staff members

e reviewing school records, logs, and policies

e consulting with external legal or data protection experts if necessary

The Trust will aim to complete the investigation and provide a substantive response within 20 working
days of the complaint's acknowledgment. If the investigation is complex and requires more time, the
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Data Protection Officer will write to the complainant to explain the reason for the delay and provide a
new estimated completion date.

Response
The Data Protection Officer will provide a formal written response to the complainant.
This response will include:

e the findings of the investigation.

e aclear and reasoned conclusion as to whether data protection laws have been breached.

e details of any corrective action taken or planned to prevent a recurrence of the issue.

e the outcome of the complaint, including whether it has been upheld, partially upheld, or not
upheld.

e information on the next steps available to the complainant if they remain dissatisfied.

Escalation

If the complainant is not satisfied with the Trust’s final response, they have the right to escalate their
complaint to the Information Commissioner's Office (ICO).

The ICO’s contact details are as follows:

e Website: https://ico.org.uk

e Telephone: 0303 123 1113

e Postal Address: Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow,
Cheshire, SK9 5AF
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