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Data Protection Complaints Process 

Highlands and Islands Airports (HIAL) is committed to protecting the rights and freedoms of 
individuals with respect to the processing of their personal data. Personal data is held and 
processed by HIAL for key activities. Each processing activity has an appropriate privacy notice. 
Each privacy notice outlines the information collected, why the personal data is collected, how 
it will be used, if the information is passed to anyone else and what happens when the 
information is no longer required.  

If you are unhappy with how HIAL has handled your data, this process outlines how you can 
make a complaint. A complaint may be about 

• how a data breach has impacted you   
• a response you have received to a Data Subject Access Request (DSAR) or other privacy 

rights request 
• how long your personal data is retained  
• the accuracy of information held about you  
• the security measures in place to protect your personal data 
• or any other data protection relation matter 

 
How to Make a Data Protection Complaint 

For complaints about the way in which HIAL has processed your personal data, please contact 
the Data Protection Officer, at dpo@hial.co.uk  or complete a data protection complaints form 
(currently under development).  

Your personal information provided will only be used to process your complaint and will be 
handled as described in the privacy notice.  

Please provide as much detail as possible about your complaint. This will help us to understand 
the issue and investigate it thoroughly. Along with confirming that you are the data subject, 
please provide a clear description of your concern, including what happened, when, and how 
you believe your personal data was mishandled (e.g., unauthorised access, incorrect data, or 
lack of transparency).  

What to Expect  

Your complaint will be acknowledged by HIAL within 30 days and investigated and responded 
to without ‘undue delay’. The 30 days to acknowledge a complaint starts the day after 
your complaint is received, regardless of whether it was received on a weekend or bank holiday. 
If the last day to acknowledge falls on a weekend or bank holiday, then the last day to 
acknowledge will be the next working day.  

The DPO will normally investigate and respond, although this may be delegated where the DPO 
had a significant involvement in processing the original request.  

On receipt of your complaint, you may be asked to supply a copy of proof of ID, which is a 
routine measure to protect your personal data from unauthorised access.  
 
If you are an authorised representative, for example a family member, solicitor, or relevant 
organisation making a complaint on behalf of an individual, you will be asked for a letter of 
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authority from the individual you are acting on behalf of, along with a copy of proof of ID of the 
individual. 
 
The investigation of your data protection complaint will include consideration of all 
circumstances of your complaint. Throughout the process, HIAL will: 

• Keep you informed of progress. 
• Request any additional information which may be needed from you in a timely and 

proportionate manner. 
• Provide you with a prompt, clear, and comprehensive outcome of the investigation. The 

outcome will be provided without undue delay, and will explain what has been done, 
decisions made and actions taken.  

 

If You Remain Unhappy 

If you are not satisfied with the outcome of your complaint, or if you feel we have not handled it 
appropriately, you have the right to complain to the Information Commissioner’s Office (ICO). 
The ICO is the UK’s independent regulator for data protection and information rights. You may 
contact the Information Commissioner’s Office (ICO) at Make a complaint | ICO  

https://ico.org.uk/make-a-complaint/

