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Open Arms Support Services (OASS) needs to gather information and use 
information about certain individuals 
 
This can include clients, service users, other healthcare professionals, employees, 
and other people the organisation has a relationship with or may need to contact. 
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● Data/information collected 
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● Your rights 
● Roles and responsibilities 
● Complaints 
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Introduction 
 
The purpose of this Data Protection Policy is to lay down the principles that must be 
observed by all who work within OASS and have access to person-identifiable 
information or confidential information. 
 

All employees working in OASS are bound by a legal duty of confidence to protect 
personal information they may come into contact with during the course of their work. 
This is not just a requirement of their contractual responsibilities but also a 
requirement within the common law duty of confidence and the General Data 
Protection Regulations, 2018 (GDPR). 

It is important that OASS protects and safeguards person identifiable and 
confidential business information that it gathers, creates processes and discloses, in 
order to comply with the law. 

This policy sets out the requirements placed on all staff when sharing information 
within OASS  and between OASS and non OASS organisations. 
 
This policy details what we at OASS do in order to protect your information 
 
 
Data/Information Collected 
 
What data/information do we collect?  
 
Depending on what purpose we will be working with you will determine what 
information we will collect and process about you.  

● Client  - Business details, financial details, goods and services 
● Service User - Personal details, family details, lifestyle and social 

circumstances, previous interventions , in addition to this we may process 
your physical or mental health details.  These are called sensitive classes of 
information.  

 
What lawful basis do we have? 
 
OASS must have a lawful basis for processing and documenting your personal data. 
There are six types of lawful basis for processing data. Below are the three lawful 
reasons that OASS have.  
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Consent - you have given us clear consent to process your/your child’s personal 
data for a specific purpose.  This is given in the form that you complete to confirm 
that we are able to use your information for our records and also tells us who you 
want to have access to what specific information. 
 
Contract - this processing is necessary for a contract we have with an individual, or 
because we have been asked to take specific steps before entering into a contract 
 
Legal Obligation - the processing is necessary for us to comply with the law.  As 
occupational therapists we work within the HCPC standards of proficiency and code 
of conduct.  There may also be occasions under the safeguarding of children and 
adults where we are required to process information to relevant third parties by law.  
 
How are we collecting this data/information? 
 
If we are working with a child, their school may share with your permission some 
details about your child (this will also need to reflect private clients), this will be given 
to us either verbally or via a referral form .  The form may be given to a clinician 
whilst in school or maybe emailed to our business coordinator in the office.  You will 
also be requested to complete a consent and data protection form, this will usually 
be in paper format but if requested can be emailed over to you.  On the forms you 
will be given the option to select who has access to what information.  
 
If we are working directly with an individual we will ask you to complete the consent 
and data protection form to give permission that you are happy to work with us and 
also so you can tell us if you are happy for information to be shared with specific 
third parties (if required). 
 
What will we do with this data/information once collected? 
 
The referral form will be processed by our business coordinator, who will set up an 
electronic file into our customer management system transferring this data to the file. 
This file can only be accessed by staff at OASS unless permission has been given to 
share with a third party.  The data/information will be used by your allocated clinician 
in order to contact you, to get a history of any previous interventions/medical 
information that will help them to deliver the best service to you and also for your 
allocated clinician to evidence interventions. 
 
The referral form and data protection forms will also be stored in paper format (if 
applicable) in a locked filing cabinet within our office, which has an internal and an 
externally locked door. Only OASS staff are able to access OASS premise.  
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Why do we need your data/ information? 
 
Information gathered through referral, consent, assessment, clinical discussions and 
sessions allows for the clinicians to create evidence-based interventions which can 
be monitored for effectiveness. It also helps clinicians to monitor and respond to risk, 
including safeguarding concerns.  
 
Information provides a chronology of events that details how frequently you/ your 
child was seen by an OASS clinician, who was present and what happened.  
 
Security 
 
Client/service user records are stored electronically on our management system 
(Google Drive) and if relevant, a paper copy is stored securely in a locked cabinet in 
our office.The filing cabinet key is stored separately and securely from the filing 
cabinet, which is also protected by an internal and external locked doors. 
 
Only members of staff at OASS have access to your data/information.  There may be 
occasion when data/information needs to be shared such as an assessment report, 
this data/information will only be shared with the person/s that you have given 
permission to share it with.  If any data/information changes you are able to contact 
the business coordinator in the office on 01603 767498 or speak directly with 
your.your child’s clinician.  Any changes will be passed onto the business 
coordinator and your file will be updated.  
 
How secure are our online systems? 
 
We use G Suite and Google Cloud  to store all of our electronic information, this will 
include your personal information.  We need to add some information from Google in 
here.  Also mention about audits we carry out maybe? Add some gump from 
Google's privacy policy maybe?? 
 
 When will we share your data/information? 
 
We will only share your information with the person/s that you have given us 
permission to share it with.  Information will only be shared if it is relevant to that 
person. You are able to withdraw your consent for data/information to be shared at 
any point.  This will need to be in writing either by email to 
m.cook@openarmsupport.co.uk or by letter/note given directly to your/your child’s 
clinician or sent to Open Arms Support Services , 125 Ber Street, Norwich, Norfolk, 
NR1 3EY.  As soon as your request has been received your/your child’s file will be 
updated to ensure no further correspondence is sent out. 
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There may on occasion be a reason that we need to share your/your child’s 
information without your permission.  This will only happen when someone is at 
immediate and serious risk of harm. When it is safe to do so, we will discuss who, 
why and what information will be shared without consent.  
 
What happens if there is a security breach? 
 
If there is a security breach of any sort it will be reported immediately to our business 
coordinator who also acts as our data protection lead.  They will then investigate the 
breach within 72 hours and report to the Information Commissioner's Office within 
that time for further action to be taken if this is required. 
 
If you feel your data has been breached please contact OASS immediately.  
 
 
Your rights 
 
Right to be informed inc privacy information: 
 
As an individual using the services of OASS you have a right to be informed about 
the information we hold on you and what we use it for.  There will be some 
restrictions to this including if you already hold this information.  
Any requests to access this information can be made to the business coordinator on 
01603 7676498 or via email m.cook@openarmsupport.co.uk 
 
Right to Access 
 
You are entitled to access your personal data that we hold on you at any time,  you 
will not be charged for this service.  All requests will need to be in writing and sent to 
the business coordinator at Open Arms Support Services, 125 Ber Street, Norwich, 
Norfolk, NR1 3EY or emailed to m.cook@openarmsupportservices.co.uk.  
The coordinator will arrange for your information in written format, unless otherwise 
requested, within one month if their receiving of the request.  
There may be occasion when we will refuse a request, you will be notified of the 
reason for refusal within one month of the request being received by the business 
coordinator, if you are not happy with this decision you are able to put a complaint in 
with our Clinical Director - Nikki Findlay.  The director will then investigate the matter 
further before making a decision, they will notify you of the outcome within one 
month of receiving your complaint. 
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Right to Rectification 
 
You are able to notify us if you feel that the data we hold on you is inaccurate, this 
can be done verbally by contacting the business coordinator on 01603 767498 or in 
writing to mcook@openarmsupport.co.uk or post to Open Arms Support Services, 
125 Ber Street, Norwich, Norfolk, NR1 3EY.  There are exceptions to data being 
rectified including opinion of the OASS clinician.  All requests will be dealt with within 
30 days of the business coordinator receiving your request.  
 
Right to erasure, including retention and disposal: 
 
You can request to have the data we hold on you erased, this can be done verbally 
by contacting the business coordinator on 01603 767498 or in writing to 
mcook@openarmsupport.co.uk or post to Open Arms Support Services, 125 Ber 
Street, Norwich, Norfolk, NR1 3EY.  There may be occasions where we are unable 
to comply with this request, you will however be notified of any outcomes within 30 
days of the business coordinator receiving your request. 
 
Right to Restrict Processing 
 
You have the right to request that we restrict or suppress your personal data 
(meaning you can limit the way we use your data) , this is not an absolute right and 
will only apply in certain circumstances.  This can be done verbally by contacting the 
business coordinator on 01603 767498 or in writing to 
mcook@openarmsupport.co.uk or post to Open Arms Support Services, 125 Ber 
Street, Norwich, Norfolk, NR1 3EY.  
 
Right to Data Portability 
 
You have a right to obtain and reuse the data that we hold on you for your own 
purpose.  You are only allowed to do this with the information that you have provided 
to us.  We will make this data available to you in a user friendly way to allow you 
easy access and portability.   This can be done verbally by contacting the business 
coordinator on 01603 767498 or in writing to mcook@openarmsupport.co.uk or post 
to Open Arms Support Services, 125 Ber Street, Norwich, Norfolk, NR1 3EY.  
 
Right to Object 
 
You have the right to object to how we use your data.  OASS will never use any of 
your data for direct marketing purposes, it will only be used for the purposes 
intended as discussed and agreed with you.  This can be done verbally by contacting 
the business coordinator on 01603 767498 or in writing to 
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mcook@openarmsupport.co.uk or post to Open Arms Support Services, 125 Ber 
Street, Norwich, Norfolk, NR1 3EY.  We will respond to your request within 30 days 
of receiving it.  
 
How long will we keep your data/information for? 
 
We will only keep information for the duration of the service provided after which they 
will be archived and stored for a minimum of 7 years after which they will be 
destroyed.  
The only exception to this is if the information is for a child, in which case we will 
store in archive until that child reaches the age of 25, unless service with us started 
at the age of 17, in which case we will archive until that person reaches the age of 
26. 

● Paper files - These will be archived within the office, in a sealed envelope. 
● Electronic Files - these will be archived within Google Vault . 

 
There may be on occasion a time when receive a data protection/consent form for 
you/your child, with no immediate plan of support. If this happens we will create an 
electronic file.  If there is no plan for support 30 days after the form has initially been 
received we will delete this information from our files.  Should our services be 
requested at a later date we will ask you to complete the consent/data protection 
form again and a new file will be created.  
 
Right to Withdraw Consent 
 
You are able to withdraw your consent at any time, this can be given verbally or in 
writing direct to your/your child’s clinician or in writing to our business coordinator via 
email at m.cook@openarmsupport.co.uk or via letter to Open Arms Support 
Services, 125 Ber Street, Norwich, Norfolk, NR1 3EY. 
 
Here at OASS we use consent for two different purposes.  
 
Consent to share information with third parties: If you remove consent for 
information to be shared with third parties you/your child will still be able to access 
the services and support from your clinician and OASS.  We will not however be able 
to update others such as teacher or GP.  We will however continue to update you 
where relevant.  
 
Consent to receive support from a clinician - If you remove consent for 
yourself/your child to receive support from a clinician all support/interventions will 
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stop with immediate effect,your/your child’s file will be updated with a reason for 
withdrawal (if given) and a closing report will be written and sent to you and any 
other people who it is relevant to share with but only if permissions has been given.  
 
Roles and Responsibilities 
 
Director - responsible to lead by example , demonstrating accountability for 
compliance with the GDPR and promoting a positive culture, with OASS, for data 
protection. Taking the lead when assessing any impacts to OASS and they will help 
to drive awareness amongst all staff regarding the importance of exercising good 
data protection practice. 
  
Data Protection Lead (DPL) - responsible for informing and advising OASS and its 
employees about their obligations to comply with the GDPR and other data 
protection laws; monitor compliance with GDPR and other data protection laws, 
including managing internal data protection activities, conducting internal audits, 
raising awareness and training internal staff, act as the contact point for ,and to 
cooperate with the ICO, and to consult on any data protection matters; and be the 
contact point for individuals whose data is processed (employees, customers) 
 
Business Coordinator - liaise with staff at all levels as well as customers (inc 
parents and schools), the Information Commissioner's Office (ICO) and any other 
relevant third parties.  Help to identify any breaches within OASS and report them to 
the data protection lead.  
 
Clinician - is responsible for ensuring that the Data Protection Policy and other 
relevant policies are implemented at all times. They will share information, either 
verbal or written, with those individuals who you have consented to accessing your 
information. This will be on a need-to-know basis with the intention of achieving the 
best possible therapeutic outcomes. Clinicians are also responsible for coordinating 
information in relation you/ your child to create an evidence-based intervention.  
 
Complaints 
 
We really hope you have never have to complain however we do understand that 
this does sometimes happen.  If you do have a complaint about any part of the 
service you have received from OASSor one of our clinicians please contact our 
business coordinator on 01603 767498.  They will listen to your complaint and will 
ensure an investigation is carried out and you are updated at all stages. 
Alternatively you are able to speak directly to your/your child’s clinician about your 
complaint.  
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This policy and our commitment to protecting your data will be reviewed on a yearly 
basis, any changes will be updated within the policy and also communicated to all 
staff at OASS. 
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