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Any complaint, dispute or disagreement relating to your personal data, e.g. how it has been collected, used, stored, shared, or otherwise processed by us (the Administering Authority), a scheme employer, or their service providers will be handled in accordance with this Data Subject Complaints Policy. See the Information Commissioner's Office (ICO) guidance on data protection complaints for further details. If it’s unclear whether the complaint is a data subject complaint, we may ask you to clarify.

If a complaint is treated as a data subject complaint, it will be handled in accordance with this policy. Any other complaints will be handled in accordance with the Complaints Handling Policy. Where only part of a complaint is a data subject complaint, we may either:
1. Treat the whole complaint as a data subject complaint; or
2. Split it up and deal with each part under the relevant policy.


What is a data subject complaint?

A data subject complaint is an expression of dissatisfaction about how we’ve handled personal data, for example:

· Failure to respond to a data subject access request (SAR) within the legal time limit
· Inaccurate information being held
· Breach of security
· How we’ve collected or used your personal information.


How to submit a complaint?

As mentioned in Lothian Pension Fund’s Privacy Notice, if you’ve any queries, complaints or concerns regarding the processing of your personal data, please contact Lothian Pension Fund or our Data Protection Officer using the details provided in the Privacy Notice. 
You can submit a data protection complaint to us by filling in our complaints form at Complaints and appeals.
You also have the right to lodge a complaint in relation to the Privacy Notice or our processing activities with the Information Commissioner's Office, which you can do via www.ico.org.uk or the telephone helpline on 0303 123 1113.
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How the Lothian Pension Fund Data Subject Complaints Policy works
	Data Subject Complaint received 

	
Members, prospective members, or the widow, widower or dependant of a deceased member, or their representative, may complain either verbally or in writing, including, by phone, letter or email. 

1. Acknowledgement: We’ll acknowledge the complaint within 30 days. The acknowledgement will confirm that we’re looking into the matter and will provide a point of contact.

We’ll then take appropriate steps to respond to the data subject complaint (such as making enquiries into it and informing you about progress) without undue delay. 

2. Investigation: We’ll investigate your complaint. This involves:

· Gathering relevant facts and records
· Speaking with staff involved
· Checking compliance with internal policies.

If we need more information from you, we’ll ask for it as soon as possible. 

3. Updates: If the investigation is likely to take time, we’ll keep you informed of progress, the expected timeframe and the reason for any delays.

4. Outcome: We’ll provide you with a clear outcome without undue delay. Our response will explain what we found and any remedial action we have taken to resolve the complaint or improve our policy (if relevant).

Escalation to the ICO: We aim to resolve all data subject complaints internally, however if you’re
dissatisfied with our response, you also have the right to lodge a complaint with the Information
Commissioner's Office, which you can do via www.ico.org.uk or the telephone helpline on 0303 123 1113.
This is in addition to your option to contact The Pensions Ombudsman by phone at 0800 917 4487, 
email at Enquiries@pensions-ombudsman.org.uk or www.pensions-ombudsman.org.uk.

5. Record Keeping: We’ll maintain a secure log of all data subject complaints, including the date received, steps taken in the investigation, the outcome and any remedial actions. These records will be kept in accordance with our data retention policy. 
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