
 
1 

 

 
 
 

Complaint Handling Privacy Statement 
Comfomatic Ltd 

Applies to personal information used when investigating and responding to complaints. 
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1. Purpose of this statement 

At Comfomatic we work very hard to ensure we deliver a first-class service every time, but when things go wrong, we are 
committed to fairly and thoroughly investigating your complaint. This privacy statement explains how Comfomatic Ltd 
uses personal information when handling and investigating a complaint. 

2. What information we may use 

When investigating a complaint, we may use personal information such as: 

• your name, address, contact details, and complaint reference; 
• details of your purchase, order, service history, and payment method; 
• correspondence between you and Comfomatic, including letters, emails, and complaint forms; 
• call recordings, call transcripts, and quality control records relevant to the complaint; 
• internal notes, witness statements, and management review records; 
• evidence relating to timings, visit duration, document sequence, and other factual matters relevant to the complaint; 
• information provided by third parties acting on your behalf, where appropriate authority exists. 

3. Why we use this information 
We use complaint information to: 

• record, assess, investigate, and respond to complaints; 
• understand the issues raised and the outcome sought; 
• gather and review relevant evidence; 
• check the accuracy of factual allegations; 
• assess whether Comfomatic acted fairly and appropriately; 
• consider whether vulnerability, capacity, suitability, authority, cancellation rights, or finance-related issues are 

relevant; 
• prepare investigation records, final responses, and management reports; 
• improve complaint handling, products, services, training, and quality controls; 
• meet legal, regulatory, and dispute-resolution obligations. 

4. How complaints are investigated 
As part of the investigation process, Comfomatic may review: 

• the complaint itself and any supporting documents; 
• relevant call recordings or transcripts; 
• relevant sales, service, delivery, or finance records; 
• internal witness accounts or statements; 
• complaint chronology, evidence schedules, and investigation reports. 

5. Use of approved technology tools 
Comfomatic may use approved business technology tools, including AI-assisted systems, to help organise materials, 
identify gaps in evidence, prepare evidence schedules, and draft investigation documents. 
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These tools are used only under human supervision and only by authorised personnel. They are used to support the 
investigation process. We do not make automated decisions about you in our complaint handling process. 

6. Vulnerability and sensitive information 
Some complaints include information about health, disability, capacity, age-related vulnerability, or other personal 
circumstances. 

Where this type of information is relevant to the complaint, we will use only the information reasonably necessary to 
investigate the issues raised, respond fairly, meet regulatory obligations, and protect customers in vulnerable 
circumstances. 

This may include information you provide directly, information provided by a relative, representative, attorney, or other 
third party acting on your behalf, or information already held in records relevant to the complaint. 

We will treat this type of information with additional care and restrict access to those who need it for the complaint 
investigation. 

7. Lawful basis for complaint handling 
We process personal data for complaint handling primarily on the basis that it is necessary for compliance with legal and 
regulatory obligations, and for the purposes of our legitimate interests in investigating and resolving complaints fairly and 
effectively. 

Where complaint handling requires the processing of sensitive personal data (such as information relating to health, 
disability, or vulnerability), we will only do so where it is necessary and where an appropriate condition under Article 9 of 
the UK GDPR applies, together with suitable safeguards. 

8. Who we may share complaint information with 

Where necessary and appropriate, Comfomatic may share complaint information with: 

• finance providers or lenders involved in the complaint; 
• legal advisers; 
• insurers; 
• professional advisers or auditors; 
• dispute-resolution bodies, regulators, the BHTA or ombudsman schemes; 
• service providers supporting complaint handling systems and document management; 
• third parties where required by law or where necessary to establish, exercise, or defend legal claims. 

9. International processing and service providers 
Some approved service providers may process information on our behalf. 

If this happens, Comfomatic requires appropriate contractual, technical, and organisational safeguards to protect 
personal information. 
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10. How long we keep complaint information 
Complaint records are normally retained for a period of six years plus one year from closure, in line with our complaints 
handling policy and regulatory requirements. 

11. Your rights 
You have rights in relation to your personal information, including the right to request access to your information and, in 
some circumstances, to request correction, restriction, objection, or erasure. 

These rights are not absolute and may depend on the purpose for which the information is being used. 

12. Contact us 
If you have any questions about how your information is used when we handle a complaint, or if you wish to exercise your 
data protection rights, please contact: 

Company Comfomatic Ltd 
Address 15 Turnstone Business Park 

Mulberry Avenue 
Widnes 
WA8 0WN 

Contact details info@comfomatic.com 0151 559 1140 
 

If you remain unhappy with how your personal information has been handled, you may have the right to complain to the 
Information Commissioner’s Office. 


