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Data Protection Complaints Policy 2026 v.1

1. Purpose

The Office of the Future Generation Commissioner for Wales (FGC) is committed to
protecting personal data.

This process complies with statutory requirements under the Data (Use and Access)
Act 2025 and ICO guidance on handling data protection complaints.

From 19 June 2026, the Data Usage and Access Act 2025 requires all organisations
to have a clear process for handling data protection complaints.

This document explains how FGC will:

e receive complaints
¢ investigate them
e respond fairly and consistently

2. Scope of the policy

This process applies to all situations where FGC handles personal data.
By law, FGC must:

e Provide a way for people to make complaints
e Acknowledge complaints within 30 days (we will aim for 20 days as per our
usual practice)
¢ Investigate and respond without unnecessary delay
e Keep people informed
e Tell people the outcome
This process works alongside FGC’s general Complaints Policy.
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3. Key Principles
FGC will:

e Take every complaint seriously
e Make the process clear and easy to use
e Use complaints as a chance to learn and improve
e Handle complaints quickly and efficiently
o Keep people informed about:
o what will happen
o Wwho is responsible
o likely timelines
The process follows UK data protection law and guidance from the ICO.

The Deputy Commissioner is responsible for oversight of complaint handling,
supported by:

e Data Protection Officer (DPO), Director of Finance & IT
e Communications Lead (where relevant)

The Commissioner retains overall accountability and hears appeals.

4. What people can complain about

Anyone can complain about how FGC handles personal data. They do not need to
use legal terms.

Examples include:

e How FGC handled a data access request (SAR)
e Data security issues (e.g. a breach)
e How personal information was collected, used, stored, or kept



Comisiynydd Future
Cenedlaethau’r Generations
Dyfodol Commissioner
Cymru for Wales

What is NOT a data protection complaint

e General service complaints
e Requests to access or delete data (these follow separate processes)
If unclear, FGC will check with the person.

5. How complaints are handled

Submitting a complaint

Complaints can be made through any of the following channels:
e Email: contactus@futuregenerations.wales

Telephone: 02921 677 400

Post: Tramshed Tech, Pendyris Street, Cardiff, CF11 6BH

Via any member of staff (including informal complaints)

The Commissioner will accept complaints submitted through any reasonable channel
and will ensure they are recognised and appropriately handled.

Details are available on the FGC website.

Acknowledging the complaint

e All complaints go to the Deputy Commissioner
e FGC will acknowledge receipt within 30 days
e A formal written response is usually sent (email or letter)

Internal notification
The complaint will be shared with:
e The Commissioner

e SLT
e ARAC
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e Data Protection Officer (DPO), if needed

Investigation

¢ Anindependent Investigating Officer (10) is appointed, usually it will be the
Deputy Commissioner

e The investigation begins immediately (not after 30 days)

e FGC will investigate as quickly as possible

The time taken depends on:

e Complexity of the issue
e Scale of the problem
e Impact on the person

FGC will:

e Make reasonable enquiries
¢ Avoid unnecessary or excessive steps
e Be able to justify decisions

Keeping the complainant informed
FGC will:

e Provide updates during the investigation
e Explain any delays

e Give an expected completion date

e Provide a contact for questions

Outcome of the complaint

The outcome wiill:

e Be given in writing
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e Be provided as soon as reasonably possible

It will explain:

¢ What was found

e What actions were taken

e Whether FGC followed the law
If the complaint is upheld:

e FGC will apologise
e Explain what went wrong
e Set out actions to prevent it happening again

6. Appeals

If the complainant is not satisfied:
e They can appeal to the Commissioner

Appeal requirements:

e Must be in writing
¢ Must explain the reasons

Valid grounds include:

Process not followed
New evidence

Bias or unfairness

Errors in the investigation

The appeal:

e Is acknowledged within 5 days
¢ May involve a meeting
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e Will be decided within 30 days (or up to 60 if complex)

External escalation

At any point, the complainant can contact the Information Commissioner’s Office
(1CO).

7. Closing the complaint

e If no appeal is made within 20 days, the case is closed.

8. Record keeping

FGC will keep a record of each complaint, including:

e Date received
¢ Acknowledgement
e Evidence and correspondence
e Qutcome
e Actions taken
Records are stored securely.

9. Learning and improvement
FGC will:
e Review complaints to identify trends

e Improve processes and training
e Report key issues to senior management and the Audit Committee
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