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Policy Summary

This Policy sets out how Cheshire Pension Fund (the “Fund”) provides a clear, fair
and accessible process for individuals to raise concerns about how personal data
has been handled in connection with the administration and management of the
Fund.

The Policy is intended to ensure that data protection complaints are handled in line
with data protection legislation, the Data (Use and Access) Act 2025 requirement to
operate an internal data protection complaints process, and the expectations
reflected in Information Commissioner’s Office (ICO) guidance.

This Policy is designed for Fund members, pensioners, deferred members,
beneficiaries, dependants, employers, representatives acting with authority, and any
other individual whose personal data is processed for Fund purposes.

Cheshire Pension Fund is administered by Cheshire West and Chester Council as
the Administering Authority. The Council’s Data Protection Officer / Information
Governance function supports the operation of this process on the Fund’s behalf.
This document is, however, a Fund policy and applies specifically to Fund
administration activities, systems, staff and processors used for Fund purposes.

High-level timescales:

e The legal duty is to acknowledge a data protection complaint within 30 days, take
appropriate steps, keep the complainant informed, and provide an outcome
without undue delay.

e The Fund service standard is to acknowledge complaints within 5 working days
and aim to provide a full written outcome within 30 days of receipt, with updates
where the matter is complex.

Purpose

The purpose of this Policy is to establish the Fund’s framework for receiving,
assessing, managing and responding to data protection complaints.

It ensures complaints are handled fairly, independently, proportionately,
transparently, and in a way that is auditable and demonstrates compliance.

Scope

This Policy applies to personal data processed for the purposes of the administration
and management of Cheshire Pension Fund, including:

member records,

beneficiary and dependant information,

employer data submitted to or shared with the Fund,

pension payroll and payment information,

AVC and transfer-related information,

health information processed for ill-health and related benefit decisions, and
communications and case handling records relevant to Fund administration.
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It applies to Fund staff and teams, officers acting on behalf of the Fund through the
Administering Authority, contractors and processors handling Fund personal data,
and any complaints route through which a data protection concern about the Fund is
raised.

The Fund will accept data protection complaints however they are received,
including by email, post, telephone, online routes, via staff, or via another complaints
or enquiry route. The Fund may provide a preferred route, but it will not require a
particular form where a complaint has otherwise been clearly raised.

All staff handling Fund matters must recognise potential data protection complaints
and route them promptly to the appropriate data protection / information governance
route.

Definitions

Administering Authority: Cheshire West and Chester Council, acting in its statutory
capacity to administer Cheshire Pension Fund.

Data subject: a living individual to whom the personal data relates.

Personal data: any information relating to an identified or identifiable living
individual.

Data protection complaint: a complaint or concern that the Fund has not complied
with data protection law when collecting, using, storing, sharing, retaining, securing,
or otherwise handling personal data, including a complaint about the handling of a
data subject rights request.

Rights request: a request to exercise an individual’s data protection rights, for
example access, rectification, erasure, restriction or objection.

Hybrid matter: a case that includes both a service or administration issue and a
data protection complaint and/or rights request.

Principles

Accessibility: individuals must be able to complain in a way that is reasonable and
accessible to them. Alternative formats and support will be offered where needed.
Timeliness: the Fund will meet statutory requirements as a minimum and aims to
meet its published service standards.

Fairness and proportionality: the Fund will make appropriate and proportionate
enquiries based on the nature, seriousness and impact of the issue raised.
Transparency: the Fund will explain what it considered, what it found, and what
action was taken or not taken.

Learning and accountability: complaints will be used to improve Fund practices,
governance, training, records quality and controls where appropriate.
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What Individuals Can Complain About

A Data Protection complaint may include:

e concerns about how the Fund handled a subject access request or another
data rights request;
the accuracy of Fund records or how a rectification request was handled;
the collection, use, disclosure, sharing or retention of personal data;
whether the Fund kept personal data secure;
concerns linked to an actual or suspected personal data breach;
how personal data was used in communications, decisions, calculations or
disclosures relating to pension administration; and
e whether the Fund processed more personal data than was necessary.

This list is not exhaustive.
Out of Scope

The following are generally not handled under this Policy:

e complaints about the general quality of pension administration service where
the issue is not primarily about personal data handling;

e disputes about pension entitlement, benefit calculations or regulatory
interpretation unless the complaint is specifically about the way personal data
has been handled;

e complaints that fall under another specialist statutory process or pensions
dispute route;

e Freedom of Information or Environmental Information Regulations requests
and disputes; and

e general feedback or policy objections not involving personal data.

Where a matter is received under the wrong route, the Fund will apply a “no wrong
door” approach and help direct it appropriately. Where correspondence includes
both data protection and non-data-protection issues, the Fund will separate and
manage the data protection element under this Policy.

Al-Produced and Al-Assisted Correspondence

The Fund recognises that some people use artificial intelligence tools or templates to
help draft correspondence. A complaint will not be refused simply because it
appears to be Al-generated or Al-assisted. Complaints will be assessed on their
substance.

Al-generated correspondence may sometimes be overly broad, repetitive,
inaccurate, legally overstated, or unclear as to the actual concern and desired

outcome. This can make it harder to identify the specific data protection issue
quickly.
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Where correspondence appears to be Al-generated or heavily templated, the Fund
may
e identify and record the core data protection issues;
e ask the complainant to clarify the key concern, timeframe, relevant pension
matter and desired outcome;
e focus on the substantive issues raised rather than duplicative or irrelevant
wording; and
e issue a single consolidated response where points are repetitive.

The Fund will encourage complainants not to include unnecessary or excessive
personal information about themselves or others, especially sensitive data, where it
is not needed to investigate the complaint.

Where appropriate, particularly where the complaint is made by a representative or
where there are indicators of impersonation or uncertainty, the Fund may request
proportionate evidence of identity or authority before progressing the matter further.

The Fund will not treat Al use as bad faith. However, where contact becomes
excessive or unreasonably repetitive, the Fund may apply proportionate contact
management measures, such as a single point of contact, batched updates,
consolidated responses, or boundaries around reopening previously answered
points. Any such measures will be documented and will not prevent the Fund from
considering any genuinely new and relevant complaint issues.

Triage Rules

The Fund distinguishes between:

(a) data protection complaints - concerns about whether personal data has been
handled lawfully, fairly, accurately, securely or appropriately;

(b) data subject rights requests - requests to exercise statutory rights, such as
access or rectification, which must be handled under the relevant rights process; and
(c) service or administration complaints - complaints about pension administration
service, timeliness, communication, or other non-data-protection issues.

Where correspondence contains both service or administration issues and data
protection issues, the Fund will split the case into linked but separately managed
elements. The data protection aspect will not be delayed simply to align with another
complaint route.

Time Limits / Acceptance Rules

The Fund will acknowledge the complaint within 30 days, take appropriate steps and
make enquiries, keep the complainant informed, and provide the outcome without
undue delay.

The Fund aims to acknowledge complaints within 5 working days and provide a full

written outcome within 30 days of receipt where possible. Where the matter is
complex, the Fund will explain the position and provide progress updates.
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A data protection complaint can be made at any time. However, individuals are
encouraged to raise concerns within 12 months of becoming aware of the issue, as
this helps ensure relevant evidence remains available.

The Fund may still consider older matters where it is reasonable to do so, including
where there is ongoing risk, safeguarding concerns, evidence of a wider or systemic
problem, or where records remain available and investigation is still proportionate.
Where the Fund decides not to investigate an older matter, it will explain why.

Representatives / Authority to Act

Complaints should normally be made by the individual concerned. Where a
representative acts on someone’s behalf, the Fund may require evidence of
authority, for example signed written authority, power of attorney, parental
responsibility evidence, Court of Protection or deputyship documentation, or other
lawful authority.

The Fund will only request what is reasonably necessary to handle the matter safely
and lawfully.

Accessibility and Reasonable Adjustments

The Fund will take reasonable steps to ensure this process is accessible, including
by offering support where a person needs assistance to make or pursue a complaint,
considering alternative formats, accepting complaints through different channels, and
making reasonable adjustments where required.

Internal Stages and Escalation

Stage 1 - Initial investigation and response: the Fund’s data protection complaint
process begins with an investigation coordinated through the data protection /
information governance route, supported by relevant Fund teams as needed. The
response will explain what the complaint was understood to be about, what enquiries
were made, what the Fund found, any remedial action or learning identified, and the
next steps available if the person remains dissatisfied.

Stage 2 - Internal review: if the complainant remains dissatisfied, they may request a
Stage 2 review within 30 days of the Stage 1 response. A Stage 2 review is not
carried out simply because the complainant disagrees with the outcome. There
should be a reasonable basis for review, such as new evidence, a material point that
was overlooked, concern that the law or policy was applied incorrectly, or concern
that the complaint was not properly understood. The Fund will decide whether a
Stage 2 review is appropriate and will explain its decision.

ICO escalation: if the complainant remains dissatisfied after the Fund’s internal
handling is complete, they may complain to the Information Commissioner’s Office.
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Outcomes and Remedies

The Fund’s response may include, where appropriate, an explanation of what
happened, confirmation of whether the complaint is upheld, partially upheld, or not
upheld, correction of inaccurate records, an addendum or note to file where
appropriate, apology or explanation, changes to procedure, practice or training, and
action to reduce the risk of recurrence.

A complaint outcome under this Policy does not automatically determine any
separate pension entitlement dispute or legal claim.

Roles and Responsibilities

All staff handling Fund matters must recognise potential data protection complaints,
route them promptly to the appropriate data protection handling route, preserve
relevant records, and cooperate with enquiries.

Fund service and administration teams must provide factual information and records
when requested, assist with investigating what happened, implement agreed actions,
and not determine the formal data protection outcome unless authorised to do so
within the process.

The Data Protection Officer / information governance function oversees or leads data
protection complaint handling, ensures legal compliance and independence of
process, issues or approves final responses as required by local governance
arrangements, and ensures appropriate signposting to the ICO.

The senior responsible governance role provides oversight, assurance and
escalation support where needed, and receives learning and risk information arising
from complaint trends.

Record Keeping, Reporting and Learning

The Fund will maintain an appropriate case record for each data protection
complaint, including the date received, acknowledgement date, nature of complaint,
enquiries made, evidence considered, decision and rationale, actions taken, dates of
responses and updates, and any learning or governance issues identified.

Complaints data will be used to identify themes, improve controls and support
accountability.

Retention of complaint records will follow the relevant retention arrangements
applying to Fund governance and complaint records.
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Hybrid Complaints and Linked Cases

A hybrid matter is where a person raises both a pension administration or service
issue and a data protection complaint or rights issue.

In such cases, the Fund will:

identify the data protection issue early;

separate the data protection element from other issues;

create linked but separate records where needed;

avoid recording unnecessary data protection detail in non-data-protection
systems;

ensure the data protection aspect is not delayed by a wider service response;
coordinate facts, not decision-making, across teams; and

issue separate outcomes where appropriate, with correct signposting.

The default position is that the data protection outcome should be provided as soon
as it is ready and not held back simply to align with a broader pension complaint
response.

Review, Ownership and Approval

This Policy will be reviewed at least every three years, or sooner where required by
changes in law, ICO guidance, Fund governance arrangements, or operational
learning.

Policy owner: Aaron Thomas (Pensions Governance Manager).
Approved by: Sean Green (Head of Cheshire Pension Fund).
Approval date: 10 June 2026
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