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	This procedure meets the requirement in section 164A of the Data Protection Act 2018, introduced by the Data (Use and Access) Act 2025, which came into force on 19 June 2026. Every organisation that handles personal data must have one - there are no exemptions for small or sole-practitioner businesses.


1.  Purpose
This procedure sets out how anyone can complain to Dorset Hypnotherapy Practice about the way their personal information has been handled, and what will happen when they do.
Since 19 June 2026, people have had a statutory right to bring a data protection complaint directly to the organisation holding their data. The previous right to go straight to the Information Commissioner’s Office under Article 77 of the UK GDPR has been removed. In most cases, I am now the first port of call, and the ICO is the escalation route if someone remains unhappy.
2.  Who Can Complain
Anyone whose personal information I hold, including:
1. Current and former clients
1. Parents or guardians of clients under 18
1. People who have enquired but never booked
1. Mailing list subscribers and website visitors
1. Workshop and corporate wellness participants
1. Anyone else whose details appear in my records — for example someone named as an emergency contact
Someone may also complain through a representative, such as a family member or solicitor, provided I am satisfied they have authority to act.
3.  What Counts as a Data Protection Complaint
A data protection complaint is any expression of dissatisfaction about how someone’s personal information has been handled. It does not need to use legal wording, mention the UK GDPR, or arrive on the complaint form. Someone simply saying they are unhappy that their data was shared, or asking why they have not had their records yet, is a complaint for the purposes of this procedure.
Complaints may relate to, for example:
1. How a request for access to records was handled, or how long it took
1. Inaccurate information held in records
1. How long information has been kept, or a refusal to delete it
1. Confidentiality - information being shared without consent or authority
1. Security of records, including any personal data breach
1. Marketing emails, or difficulty unsubscribing
1. Cookies and website tracking
1. The lawful basis being relied on for any processing
What this procedure does not cover
This procedure is for complaints about personal information only. Complaints about the therapy itself — the standard of care, professional conduct, fees or cancellations - are dealt with under the terms of the Client Agreement and Informed Consent, and may be escalated to the relevant professional body: the National Council for Hypnotherapy, the Association for Solution Focused Hypnotherapy or the Complementary and Natural Healthcare Council.
If a complaint contains both elements, I will handle the data protection part under this procedure and the rest under the Client Agreement, and I will make clear in my response which is which.
4.  How to Make a Complaint
I offer several routes, so that nobody is prevented from complaining by the format. Complaints made informally, in conversation or in passing, are treated the same as those made on the form.
	Route
	Detail

	Online form
	Data Protection Complaint Form at www.dorsethypnotherapypractice.co.uk  [insert link]

	Email
	helen@dorsethypnotherapypractice.co.uk

	Post
	Helen Wilks, Dorset Hypnotherapy Practice, Cardinal House, 76 Golf Links Road, Ferndown, Dorset BH22 8BZ

	Telephone
	07388 566312 - I will make a written note and send it back to you to confirm it is accurate

	In person
	During or after a session - I will make a written note as above


If someone needs the process adjusted, for example large print, more time, or a different way of communicating, I will accommodate that wherever I reasonably can.
5.  What Happens Next
	Stage
	Timescale
	What I do

	Log
	Same day where possible
	Record the complaint in the complaints log with the date received.

	Acknowledge
	Within 30 days - statutory
	Confirm in writing that I have received the complaint, set out my understanding of it, and explain what happens next. I aim to do this within 5 working days.

	Investigate
	Without undue delay
	Look into what happened, review the relevant records, and make any enquiries needed. Keep the complainant updated on progress.

	Respond
	Without undue delay
	Give the outcome in writing, with reasons, and set out anything I am putting right.

	Close and learn
	On completion
	Record the outcome and any change to my practice arising from it.


The 30-day acknowledgement is a legal maximum, not a target. "Without undue delay" means without unjustifiable or excessive delay, judged against the circumstances of the complaint and the size of the practice. As a sole practitioner handling a small volume of complaints, I would expect most to be resolved well within 30 days in total.
If an investigation is going to take longer than expected — for example because I am away, or because I need information from a third party - I will say so, explain why, and give a revised timescale rather than letting it go quiet.
6.  The Outcome
My written response will tell the complainant:
1. What I understood the complaint to be
1. What I looked at and what I found
1. Whether the complaint is upheld, partly upheld or not upheld, and why
1. What I am doing to put things right, if anything has gone wrong
1. What I am changing to stop it happening again
1. That they can take the matter to the ICO if they remain unhappy
7.  Escalation to the ICO
If someone is unhappy with my response, or if I have not responded, they can complain to the Information Commissioner’s Office:
1. Website: ico.org.uk/make-a-complaint
1. Telephone: 0303 123 1113
1. Post: Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire SK9 5AF
The ICO will normally expect the complainant to have raised the matter with me first. I will never discourage anyone from going to the ICO, and I will provide the contact details above in every complaint response.
8.  Personal Data Breaches
If a complaint reveals that personal data has been lost, stolen, altered or disclosed without authority, I will treat it as a personal data breach as well as a complaint. I will assess the risk to the people affected and, where the breach is likely to result in a risk to their rights and freedoms, report it to the ICO within 72 hours of becoming aware of it. Where the risk is high, I will also tell the people affected directly and without undue delay.
9.  Records
I keep a simple complaints log recording, for each complaint: the date received, who complained and how, what it was about, the date acknowledged, what I did, the outcome, the date closed, and any change made as a result.
Complaint records are kept for 3 years from closure, then securely destroyed — unless the complaint relates to a client record that must be retained for longer, or unless it is the subject of ongoing ICO or legal proceedings.
The log is stored securely alongside my other records and is only accessible to me.
10.  Learning from Complaints
Complaints are reviewed at least annually alongside this procedure and my Privacy Policy. Where a complaint points to a weakness - in a form, a consent wording, a retention period or a working habit - I make the change and note it in the log so the improvement is traceable.
11.  Repeated or Unreasonable Complaints
Every complaint is taken seriously and considered on its merits. Very occasionally a complaint may be a repeat of one already fully answered, with nothing new added. In that situation I may tell the complainant that I have nothing further to add and point them to the ICO, rather than repeating the same investigation. I will always explain that decision in writing, and it will never be used simply because a complaint is inconvenient or persistent.
12.  Responsibility and Review
As a sole practitioner, I am responsible for receiving, investigating and responding to all complaints, and I am the Data Controller for the practice. There is no separate Data Protection Officer.
Where a complaint concerns my own conduct and I judge that I cannot look at it objectively, I will say so and seek input from my clinical supervisor or professional body before responding - while remaining the person accountable for the outcome.
This procedure is reviewed annually, and sooner if the law changes or a complaint shows it is not working.
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