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This amendment supplements the Customs Clearance Limited GDPR & Data Handling Policy. It introduces 

a formal Data Subject Complaint Handling Procedure to ensure the Company meets the expectations of the 

Information Commissioner’s Office (“ICO”). This document should be read alongside the existing policy. 

In the event of any conflict, this amendment takes precedence in relation to complaint handling. 

This amendment will be formally incorporated into the next full revision of the GDPR & Data Handling 

Policy. Until that revision is issued, this document has equal standing with the main policy. 

1. Scope 

This procedure applies to any individual (a 201cdata subject201d) whose personal data is processed by 

Customs Clearance Limited, including but not limited to employees, workers, contractors, job 

applicants, customers, suppliers, and other third parties. It also applies to all CCL staff who receive, 

handle, or are involved in responding to such complaints. 

 

2. Data Subject Complaint Handling Procedure 

2.1 Receipt of Complaint 

2.1.1 Any member of staff who receives a complaint from a data subject relating to their personal 

data must forward it to the Data Protection Officer (“DPO”) immediately upon receipt. Staff must 

not attempt to handle the complaint themselves. 

2.1.2 The DPO contact details are as follows: 

Stuart Campey | Email: stuart@ccllhr.com  | Telephone: 0208 231 0904 

2.2 Acknowledgement 

2.2.1 The DPO will acknowledge receipt of the complaint to the data subject in writing within 

30 days of receiving it. This is a legal requirement under data protection law. The acknowledgement 

will confirm: 

(a) that the complaint has been received; 

(b) the name and contact details of the person handling the complaint; and 

(c) that appropriate steps will be taken to respond without undue delay. 

2.3 Investigation 

2.3.1 Without undue delay, the DPO will take appropriate steps to investigate the complaint. This 

may include reviewing relevant processing activities, records, and systems, making appropriate 

enquiries, and speaking with staff members involved. 

2.3.2 The DPO will keep the data subject informed of progress where appropriate. 

2.3.3 All aspects of the complaint must be documented, including the steps taken to investigate 

and any findings made. 

2.3.4 Staff must cooperate fully with any investigation and provide information requested by the 

DPO promptly. 

2.4 Written Outcome 

2.4.1 Without undue delay following the investigation, the DPO will issue a written outcome to 

the data subject. The written outcome must include: 

(a) a summary of the complaint as understood by the Company; 

(b) the outcome of the investigation and any actions taken or to be taken; 

(c) if the Company is unable to resolve the complaint in the data subject’s favour, a 

clear explanation of the reasons; 
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(d) a reminder of the data subject’s right to request an internal review of the outcome 

(see clause 2.5 below); and 

(e) a reminder of the data subject’s right to escalate the complaint to the ICO (see 

clause 2.6 below). This reminder is a legal requirement under UK GDPR. 

 

2.5 Internal Appeal 

2.5.1 Where a data subject is dissatisfied with the outcome of their complaint, they may request 

an internal review. The request must be made in writing to the DPO within 20 working days of 

receiving the written outcome, setting out the reasons for their dissatisfaction. 

2.5.2 The internal review will be conducted by a senior manager who was not involved in the 

original investigation. The reviewing manager will consider the complaint afresh and may consult 

the DPO for legal guidance. 

2.5.3 The outcome of the internal review will be provided to the data subject in writing without 

undue delay. The outcome will be final at the internal stage. The data subject will be reminded of 

their right to refer the matter to the ICO if they remain dissatisfied. 

 

2.6 Right to Escalate to the ICO 

2.6.1 Data subjects who remain dissatisfied following the internal process have the right to lodge 

a complaint directly with the ICO. The Company must communicate this right in every written 

outcome and internal review outcome. 

2.6.2 The ICO’s contact details are as follows: 

Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, 

SK9 5AF 

Telephone: 0303 123 1113 |  Email: casework@ico.org.uk  

2.7 Serious Concerns:  Whistleblowing 

2.7.1 This procedure is the appropriate route for data subjects wishing to raise concerns about 

how their personal data has been handled. 

2.7.2 Where a concern about data protection amounts to a serious breach of law or Company 

policy, for example, wilful non-compliance, deliberate misuse of personal data, or an attempt to 

conceal wrongdoing, it may also be appropriate to raise it via the Lenton Group’s confidential 

whistleblowing channel, SafeCall, which is operated independently by an external provider: 

https://www.safecall.co.uk/en/clients/lenton/  

2.7.3 Employees who raise concerns in good faith via SafeCall will be supported and protected. 

Full details of the whistleblowing process and the protections in place are set out in the Lenton 

Group Whistleblowing Policy, which is available to all employees. 

2.8 Record Keeping 

2.8.1 The DPO must maintain a log of all data subject complaints received. The log must record: 

(a) the date of receipt; 

(b) a summary of the nature of the complaint; 

(c) the date acknowledgement was sent; 

(d) the steps taken to investigate; 

(e) the outcome and date of the written response; 

(f) whether an internal appeal was requested and the outcome; and 

(g) whether the matter was subsequently escalated to the ICO. 

2.8.2 Records must be retained in line with the Customs Clearance Limited data retention policy. 
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3. Changes to this Amendment 

The Company reserves the right to change this amendment at any time. 

 

Version  Date  Amended by  Approved by  Details of amendment  

Version 1  18 June 2026  Petriece Dyer   Stuart Campey   New procedure added to align with ICO 

complaint-handling expectations under UK 

GDPR  

 

 


