
 
  

 

 

 

 

Data Protection Complaints Policy 
 
At Capital, we are committed to providing a high-quality service and handling personal data in accordance with data 
protection law. We recognise that we may not always get things right, and if something has gone wrong, we want to 
hear from you. Your feedback helps us understand what happened and improve both our service and our data 
protection practices. 

How to Make a Data Protection Complaint 
You may make a data protection complaint if you believe that we have failed to comply with our obligations under 
applicable data protection legislation, including the UK GDPR and the Data Protection Act 2018. 
Complaints may relate to matters such as: 
 

• The handling of your personal information 

• A personal data breach 

• The way we have responded to a data subject rights request 

• The accuracy of personal information we hold about you 

• The retention, use or sharing of your personal information 

• Any other concern regarding our compliance with data protection law. 
 
If you have a complaint, please write to Head of Compliance at Capital Law Ltd, Capital Building, Tyndall Street, 
Cardiff CF10 4AZ or contact us by email. 

How We Will Handle Your Complaint 
We will acknowledge receipt of your complaint within 30 days. If you have not already received a copy of this policy, 
we will provide one at that time. We will then investigate your complaint thoroughly and without undue delay, 
keeping you informed of our progress throughout. 
 
We will provide a written response setting out: 

• Our findings 

• Our assessment of the issues raised 

• Any remedial steps we propose to take 
 
We aim to resolve complaints as promptly as possible. The time required will depend on the nature and complexity 
of the issues raised. If the investigation is likely to take longer than anticipated, we will update you on progress and 
revised timescales. In line with guidance from the Information Commissioner’s Office, we will normally provide a full 
response within three months of receiving your complaint, and we will endeavour to respond sooner whenever 
possible. 
 
Complaints Made on Behalf of Another Individual 
If a complaint is submitted by a third party on behalf of an individual, we may require evidence that the individual 
has authorised the third party to act on their behalf before we investigate the complaint. 
 
Our Response 
Following our investigation, we will provide a written response explaining the outcome of our investigation, any 
actions taken or proposed, and any remedial measures available. We will also explain your right to raise your concerns 
with the Information Commissioner's Office if you remain dissatisfied with our response. 
 
If You Remain Dissatisfied 
We hope to resolve all data protection complaints directly and fairly. However, if you remain dissatisfied with our 
response, you have the right to complain to the Information Commissioner’s Office (ICO): Information 
Commissioner's Office, Wycliffe House, Water Lane Wilmslow, Cheshire, SK9 5AF, or telephone: 0303 123 1113, or 
website: www.ico.org.uk. 
 
Service Complaints 
Service or quality issues that do not relate to personal data should be raised through our standard Complaints 
Policy. 
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