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RECORDS FOR DOCUMENT REVIEW

To ensure the continuing suitability, adequacy and effectiveness of the documented information and its
relevancy, a review of its contents should be conducted at a planned interval or when significant changes
occur. The review should include assessing opportunities for improvement of the documented
information and the approach to managing data protection in response to changes to the organization
environment, business circumstances, legal conditions as well as the technical environment.

Instruction Guide:

Version 1.0, 2.0, 3.0.... Version changed with amendments

Version 1.0 Version remained unchanged but update the last and next date of review

VERSION REVIEW BY DATE OF REVIEW NEXT REVIEW DATE

Edwin Soedarta (DPO)

Khasali M (Director) 10 June 2024 9 June 2025
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PURPOSE

The purpose of the procedure is to set out the process for receiving and responding to queries or
complaints that may arise with respect to the organization’s collection, use or disclosure of personal
data.

SCOPE

This procedure applies to complaints and queries received relating to the organization’s management of
personal data.

DEFINITIONS

Query Query on the organizations policies and practices with respect to
management of personal data.

Complaint Verbal or written complaint on inappropriate handling or

mismanagement of personal data.

RESPONSIBILITIES AND AUTHORITIES
The Management has the prime responsibility and approval authority for this procedure.
The Data Protection Officer (“DPO”) together with the respective process owners are responsible to
assess, investigate, respond, and take corrective actions to address queries or complaints.
PROCEDURE
1. The DPO contact details shall be made available publicly in the company’s website and in the
applicable notices for individuals to know how they can contact the organization if they have any
gueries or complaints.
2. Handling of queries
2.1 Queries about personal data will normally be received through the DPO contact details.
In case a query about personal data is received by another staff, the staff shall forward

the query to the DPO.

Note: Queries about personal particulars may be directed to HR-in-charge. HR may consult
DPO in case of doubts.

2.2 Depending on the type of the query, the DPO may need to verify the identity of the sender
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2.3

2.4

2.5

within 3 business days by asking through phone call or email their particulars and its
current or past relationship with the organization for the DPO to understand the context
behind the query to appropriately respond and take actions to address the query.

The DPO shall officially respond to the sender via email within 5 business days to
acknowledge the query received. The response shall include that the organization will
attend to such queries and will contact the sender to provide updates within 10 business
days on the same channel where the query was received unless the sender provides
another contact details.

For general queries about information on the organization’s policies and practices,
verification of identity may not be necessary and the DPO shall officially respond to the
sender via email within 5 business days to provide the sender with the necessary
information to close the query.

The DPO shall log all queries received, responses and status in the DPMP-PRO-02-F2 PD
Complaints & Queries Monitoring Log. Records shall be kept within 30 days upon closure
of the queries unless a notice of review has been received from PDPC which will require
the records to be retained after the review has been completed. After which, the records
will be disposed of in line with the DPMP-PRO-08 Data Retention & Destruction Process.

3. Handling of complaints

3.1

3.2

3.3

3.4

3.5

Complaints about personal data will normally be received through the DPO contact
details. In case a complaint about personal data is received by another staff, the staff shall
forward the complaint to the DPO.

The DPO shall verify the authenticity of the complaint via phone call or email verification
and the identity of the sender and its current or past relationship with the organization
within 3 business days. If the sender is acting on behalf of the complainant,
documentation proving the authority to act on behalf of the complainant will be
requested.

The DPO shall officially respond to the sender / complainant via email within 5 business
days to acknowledge the complaint received. The response shall include that the
organization will investigate and revert within 30 calendar days via email.

The DPO shall initially fill the DPMP-PRO-02-F1 Personal Data Complaint and Action Form
based on the information available and results of verification and attach the filled form
when sending the acknowledgement of the complaint received to the sender.

The DPO shall register the case to the DPMP-PRO-02-F2 PD Complaints & Queries
Monitoring Log.

Whereas,
YYYY —Year e.g., 2022
MM — Month, 01
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3.6

3.7

3.8

3.9

3.10

FORMS

CRN — Case Reference No.
XXXX —Running number e.g., CC0001, CC0002, CCO003.... etc.

DPO shall assess the nature of the complaint received and determine the right process
owner to address the complaint.

The responsible person in consultation with the DPO shall investigate the complaint and
identify the root cause so appropriate corrective actions can be determined within 10
business days.

DPO shall evaluate the correction action is appropriate and ensure that actions are taken
timely by the responsible personnel and verify its effectiveness to prevent recurrence of
the problem.

DPO shall update the complainant within 30 calendar days on the status and actions
taken, and complete Part B of DPMP-PRO-02-F1 Personal Data Complaint and Action
Form.

DPO shall log all complaints received, responses and status in the DPMP-PRO-02-F2 PD
Complaints & Queries Monitoring Log. Records shall be kept within 30 days upon closure
of the complaints unless a notice of review has been received from PDPC which will
require the records to be retained after the review has been completed. After which, the
records will be disposed of in line with the DPMP-PRO-08 Data Retention & Destruction
Process.

DPMP-PRO-02-F1 Personal Data Complaint and Action Form
DPMP-PRO-02-F2 PD Complaints & Queries Monitoring Log

ANNEX

Annex A

Process Flow for Handling Complaints & Queries
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ANNEX A: PROCESS FLOW FOR HANDLING QUERIES AND COMPLAINTS

Queries or complaints received

Queries

| —— »

Verification
DPO to verify within 3 business days, the authenticity of
complaint and the sender’s particulars (record information
collected in the Personal Data Complaint and Action Form)

business days, the sender’s

TRUE

particulars and relationship

Acknowledgement
DPO to respond to the sender / complainant via email within 5

business days, attaching the initially filled up Personal Data
Complaint and Action Form

Verification (where

needed)
DPO to verify within 3

with the organization to
understand the context
behind the query

Verification NOT required
For general queries where
information is already
publicly available, the DPO
will respond within 5
business days to close the
query

v

sender via email within 5

Registration
DPO to register the case to PD Complaints & Queries Monitoring

Log Case

acknowledge the query and
inform the sender that the
sender will be contacted for
updates within 10 business

Acknowledgement
DPO to respond to the

business days to

days

Investigation
DPO to determine the right process owner to carry out

investigation and root cause analysis for the determination of
appropriate corrective action. The process owner shall update
the DPO of the outcome of investigation, including root cause
and corrective action to be/has been taken within 10 business

days.

'

DPO to contact the sender
within 10 business days for

Response

updates to close the query.

\4

Evaluate & Response
DPO to evaluate the effectiveness of CA and response to the

sender / complaint within 30 calendar days with the completed
Personal Data Complaint and Action Form, Part B.
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Update
DPO to update the PD

Complaints & Queries

Monitoring Log Case and
indicate status “CLOSED”

End




