Great Western Society
Data Protection Complaints Policy and Procedure

Vision

Our vision is for Didcot Railway Centre to be recognised for the international
importance of its collection and the value of bringing to life the golden age of
steam as a dynamic Living Museum.

Mission

Our mission is to fulfil our potential as a heritage venue at the centre of its
community. Accessible to all, striving to engage and inspire the widest possible
audiences in the history and heritage of the Great Western Railway — the
pioneering transport infrastructure that laid the foundations for contemporary
transport innovation.

Values
Authentic | Welcoming | Engaging | Innovative | Great Quality | Sustainable.

1. Introduction

This policy outlines how the Great Western Society Limited (GWS) handles
complaints regarding the processing of personal data. We are committed to
processing personal data lawfully, fairly, and transparently. If you believe we have
not handled your personal data correctly, you have the right to make a complaint.

2. What is a Data Protection Complaint?

A data protection complaint is any expression of dissatisfaction about how we have
collected, used, shared, stored, or otherwise processed your personal data.
Examples include:

e Using or sharing your data without a lawful basis.

o Failing to respond to a Subject Access Request (SAR) or other rights request
within the statutory deadline.

« Holding inaccurate, excessive, or out-of-date information.
e Retaining your data for longer than necessary.

o Failing to keep your data secure.

3. How to Make a Complaint

You can submit a data protection complaint by contacting the GWS Data Protection
Officer (DPO):

« Email: info@didcotrailwaycentre.org.uk (put Data Protection Complaint in the
Subject field)

o Post: Data Protection Officer, Great Western Society Limited, Didcot Railway
Centre, Station Road, Didcot OX11 7NJ
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To help us investigate, please include the following:
e Your full name and contact details.

e Aclear description of your data protection concern (including dates and staff
members involved).

e Any relevant correspondence or evidence.
e The outcome or resolution you are seeking.

If you are complaining on behalf of someone else, we will require proof of their
authority or written consent.

4. Our Complaints Procedure

We handle complaints in the following stages:

Stage 1: Acknowledgement
We will acknowledge receipt of your complaint by email or in writing, typically within
5 working days. We will provide you with a reference number and a point of contact.

Stage 2: Investigation

Your complaint will be investigated by the DPO or the Company Secretary. They will
review our data processing practices, consult relevant staff, and gather all necessary
facts.

Stage 3: Response

We will aim to provide a full written response without undue delay, usually within one
calendar month. If your complaint is complex and requires further time to
investigate, we will notify you of the delay and provide a revised timeframe. Our
response will outline the outcome of the investigation and any remedial actions
taken.

5. Escalation to the Regulator

If you are dissatisfied with our response, or if you believe we are in breach of data
protection laws, you have the right to lodge a complaint with the UK supervisory
authority: The Information Commissioner’s Office (ICO). You can visit the ICO
Make a Complaint page or call their helpline on 0303 123 1113.

6. Approval and review

This policy was discussed and agreed by the GWS Senior Management Team on 4
June 2026 and approved by the GWS Board by email on 6 June 2026 with approval
noted by the GWS Board on 11 July 2026. It will be reviewed every two years.
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