SupportWays Ltd — Privacy Policy

1. Who we are

SupportWays Ltd (company number 16517535) provides trauma-informed family support services across London, including supervised family contact, welfare checks, emergency response, transport supervision, respite, mentoring and support for looked-after children. Our registered office: 95 Mortimer Street, Oxford Circus, London W1W 7ST.
Contact: info@supportways.co.uk | Tel: 020 8064 3484.

This Privacy Policy explains how we collect, use, share and protect personal data about: clients, family members, referrers (local authorities, CAFCASS, agencies), contractors, workers and website visitors.

2. The personal data we collect

We collect the minimum personal data needed to provide safe, effective services and to meet our legal and contractual obligations. Examples:
a) Identity & contact data
· Name, date of birth, gender, address, telephone, email.
· Emergency contact details and next of kin.
b) Case & support data
· Referral information, case notes, risk assessments, support plans, session records, outcome notes, attendance logs.
· Court orders, CAF/Cafcass letters, social worker contact details where relevant.
c) Sensitive (special category) data
· Health information, disabilities, safeguarding concerns, allegations, mental health, ethnicity or religion only where necessary to provide safe support. We treat this data with heightened protections.
d) Financial & administrative data
· Invoicing details, payment records (when necessary), bank details (for refunds/payments to subcontractors), tax/contractor information.
e) Recruitment & workforce data
· CV, right to work checks, references, DBS checks, training records, performance notes for self-employed support workers.
f) Website & communications data
· IP address, cookies, form submissions, email correspondence, telephone recordings only where we have a lawful basis (see section 6).

3. Where we collect personal data from

· Directly from you (clients, staff, referrers).
· From referring organisations (local authorities, CAFCASS, solicitors).
· From third parties (DBS checks, training providers, medical professionals) with consent or legal basis.
· From our website forms, email and phone communications.

4. Why we process your data (purposes) and legal basis

We process personal data for the following purposes and lawful bases:
· To deliver support services (contract performance / legitimate interest): provide, coordinate and review care and support.
· Safeguarding and legal obligations (legal obligation / vital interests): share information with statutory agencies where required to protect children or adults at risk.
· Communication & appointments (contract performance / legitimate interest): contact you about sessions, cancellations, follow-ups.
· Staffing, payroll & contractor management (contract performance / legal obligation): manage contractors and ensure compliance.
· Records, audits & complaints (legal obligation / legitimate interest): retain records required by funders, local authorities or regulators.
· Marketing (optional) (consent): with your permission, we may send newsletters and service updates. You can opt out at any time.
· Improvement and research (legitimate interest / anonymised data): service monitoring and anonymised reporting to commissioners.

If we rely on consent we will ask for it and you can withdraw it at any time (withdrawal does not affect processing carried out prior to withdrawal).

5. When we share your data

We share personal data only where necessary and lawfully:
· With referring agencies and commissioners (e.g. local authority, CAFCASS) to deliver contracted services.
· With statutory safeguarding bodies (police, local authority children’s services) when required.
· With trusted suppliers (DBS providers, training providers, IT/CRM providers) who act as processors under contract.
· With legal and regulatory bodies if required by law or court order.
· With your explicit consent in other cases (we’ll ask first).

We will never sell your personal data.

6. Data security

We use proportionate technical and organisational measures to protect data:
· Role-based access controls, secure password policies.
· Encrypted devices and secure cloud storage (provider: [specify your provider]).
· Regular staff training on data protection and safeguarding.
· Contracts and Data Processing Agreements with third-party processors.

If we become aware of a data breach affecting your rights, we will notify the Information Commissioner’s Office and affected individuals where required by law.

7. Data retention

We retain records only as long as necessary and in line with statutory or contractual obligations. Typical retention periods:
· Case records, support notes: 6–7 years from case closure (or longer for child case records in line with local authority guidance).
· Recruitment records: 6 months to 3 years depending on status.
· Financial records and invoices: 7 years.
· Training & DBS records: retained while the person is engaged and for a reasonable period afterwards (see our HR policy).

We will securely dispose of data once retention periods expire.

8. Your rights

Under the UK GDPR and Data Protection Act 2018 you have rights to:
· Access your personal data (Subject Access Request).
· Rectify inaccurate information.
· Erase data in certain circumstances (right to be forgotten).
· Restrict processing or object to processing (in certain situations).
· Portability of data (where applicable).
· Withdraw consent (where processing is consent-based).

To exercise your rights or make a Subject Access Request, contact info@supportways.co.uk. We will respond within one month (extended in complex cases).

If you’re unhappy with our response you can complain to the Information Commissioner’s Office: https://ico.org.uk/.

9. Children and parental responsibility

We provide services involving children. Where we process data about children we follow applicable law and best practice. We may need consent from a person with legal parental responsibility for certain activities, we will clarify this case by case. Safeguarding concerns may require us to share information with statutory agencies even without parental consent.

10. International transfers

We aim to keep data within the UK. If we need to transfer outside the UK (for hosting, cloud services, or suppliers), we will ensure appropriate safeguards (adequacy decisions, standard contractual clauses) are in place.

11. Cookies & website

We use essential cookies for site functionality and analytics cookies to improve the website. You can manage cookie preferences via your browser. For detailed cookie information, see our cookie notice at [www.supportways.co.uk/cookies] (add page).

12. Changes to this Privacy Policy

We will review this policy periodically. Significant changes will be notified on our website and, where appropriate, by email.

13. Contact

Data Protection Lead: SupportWays Ltd
Email: info@supportways.co.uk
Address: 95 Mortimer Street, Oxford Circus, London W1W 7ST
If you have any questions about this Policy, please contact us.

