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1 Background 
1.1 According to the current requirements by the data protection authorities in the Member 

States, the ISS Group is obliged to implement a complaint handling procedure as part of 
the BCR. The purpose of this procedure is to explain how a complaint brought by a data 
subject, whose personal data is processed by an ISS Entity, is handled. 

2 How to make a complaint 
2.1 Data subjects can report complaints by contacting either the Local or Regional Data Pro-

tection Manager of the relevant ISS Entity, if one such is designated, or the Group DPM. 
Complaints can be made to dpm@group.issworld.com. Further contact information is 
available on the website www.issworld.com where further information as to how to make 
complaints can be found.  

2.2 Complaints are always, if possible, forwarded to the relevant Local or Regional Data Pro-
tection Manager, or otherwise, to the Group DPM. Without excluding other means of com-
munication, complaints may be in writing and can for an example be submitted via e-mail.  

3 Complaint handling by ISS 
3.1 The designated Local or Regional Data Protection Manager, or the Group DPM, as the case 

may be, is responsible for and will handle the complaint in a diligent and efficient manner 
and take all relevant steps to handle the complaint according to the BCR and the law of the 
Member State in which the ISS Entity to which the complaint was submitted is estab-
lished. The complaint handling procedure will include involving relevant employees within 
the ISS Entities and, if necessary, by taking external advice. 

4 Response time 
4.1 The Local or Regional Data Protection Manager, or the Group DPM, as the case may be, 

will acknowledge receipt of a complaint to the data subject concerned within five (5) work-
ing days, investigating and making a substantive response within one (1) month. The 
acknowledgement may be made by telephone followed up by a written confirmation. The 
period for responding to the complaint may be extended by two (2) further months where 
necessary, taking into account the complexity and number of the requests. The Group 
DPM or the Local or Regional Data Protection Manager, as the case may be, will inform 
the Data Subject of any such extension within one (1) month of receipt of the complaint, 
together with the reasons for the delay. This may e.g. be the case if the subject matter of 
the complaint is particularly complex or if involvement of third parties, including other 
data subjects, is necessary to resolve the complaint.  

5 When a complaint is considered as justified 
5.1 If the ISS Entity assesses the complaint of the data subject to be justified, the ISS Entity 

will take the necessary actions to accommodate the complaint. 

6 Consequences in case of rejection of the complaint 
6.1 If the ISS Entity rejects the complaint of the data subject, the ISS Entity shall inform the 

data subject of the reasons for not taking action and on the possibility of lodging a com-
plaint with an EEA data protection authority and seeking a judicial remedy. 
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7 When a finding is not acceptable to the complainant 
7.1 If the finding by an ISS Entity is not acceptable and the complainant disputes the response 

of the ISS Entity or any aspect of a finding and notifies the ISS Entity accordingly, the 
matter will be referred to the Group DPM. If the matter has already been handled by the 
Group DPM, the matter will be referred to the ISS Group’s general counsel for a joint re-
view with the Group DPM. The Group DPM (and the ISS Group’s general counsel, if appli-
cable) will review the matter and advise the complainant to either accept the original find-
ing or to substitute a new finding. The Group DPM (and the ISS Group’s general counsel, 
if applicable) will respond to the complainant within one (1) month of the referral. As part 
of the review, the Group DPM (and the ISS Group’s general counsel, if applicable) may ar-
range to meet the parties in an attempt to resolve the complaint. The costs for this will be 
borne by the applicable ISS Entity. 

7.2 If the complaint is upheld, the Group DPM will arrange for any necessary steps to be taken 
as a consequence depending on the character of the complaint and the steps taken by the 
data subject. 

7.3 Data subjects, whose personal data is transferred from the EEA under the BCR, have 
rights under the BCR to:  

(a) complain to an EEA data protection authority, and/or  

(b) lodge an application with a court of competent jurisdiction,  

if they are not satisfied with the way in which the complaint has been resolved. Data sub-
jects entitled to such rights will be notified accordingly as part of the complaints handling 
procedure and be given relevant information as how to lodge a complaint. 

The data subjects whose personal data is collected and/or transferred from the EEA is en-
titled to file a complaint to an EEA data protection authority or lodge an application with a 
court as stated above, even if they have not beforehand filed a complaint with the relevant 
ISS Entity. 
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