Customer Services
Privacy Notice

This notice is provided for clarification on what information the Council needs in order
for the Customer Services team to deliver services to East Ayrshire residents.

Customer Services are your first point of contact whether online, by telephone or in
person. Based within five locations in East Ayrshire, our dedicated team of advisors
are committed to providing excellent customer services using the most convenient way
for you. Our aim is to provide the residents and businesses of East Ayrshire with
effective and efficient services that meet their needs.

We will aim to deal with your request at first point of contact, where this is not possible
we will arrange to contact another service on your behalf or put you in touch with them.
When you visit our office in person and would like to speak to someone in private, we
will arrange for a suitable private interview facility.

It is necessary for the Council to gather, collect, store and process personal
information to assist in the running and provision of these services. The council puts
measures in place to protect the privacy of individuals throughout this process.

Who is responsible for your information?

The information provided by you either in person or through our website will be
processed by East Ayrshire Council in accordance with Data Protection law. For
information on the role of the Data Controller, Data Protection Officer and Contact
Details for the Council, please refer to the 'Privacy Statement' on the Council’s
website.

What information do we need and why?

The council will collect information about you or your household composition. The
information will include information such as:

e Details about you and your household composition (your partner or
dependants) your name, address, telephone number, email address, date of
birth and if applicable bank details to facilitate payments.

We will use this information to assist us in the delivery of an improved standard of
customer service. We will check some of the information with other services to ensure
the information provided is accurate and to determine whether you are entitled to any
discount with regards to fees e.g. for bulk uplifts. If this information is not provided it
may affect our ability to process an application or provide a service.

Within the Customer Service Team we have implemented a Customer Service
Platform. This Platform will provide customers the opportunity to register for a
customer account and offer access to a self-service portal. Initially this account will
allow you to make any payments to the Council on-line and permit you to check your
payment history.


https://www.east-ayrshire.gov.uk/CouncilAndGovernment/About-the-Council/Information-and-statistics/Privacy-Statement.aspx

As the system develops the information and features available will be extended to
include forms; account balances; information bulletins; and the ability to make service
requests on-line and track the progress.

What is the lawful basis for processing the data?

The lawful basis for processing personal data are set out in the Data Protection
Legislation. In this case the lawful basis for processing individuals’ data are:

1. Public task — the processing is necessary to perform a task in the public interest
2. Contract — the processing is necessary for the performance of a contract

Special Category Data

Data protection legislation defines Special Category Data as data relating to
processing of personal data regarding racial or ethnic origin, political opinions,
religious or philosophical beliefs, or trade union membership and the processing of
genetic data, biometric data, data concerning health or data concerning a person’s sex
life or sexual orientation.

The council may have a requirement to process some types of Special Category Data
and in particular:

e racial or ethnic origin for monitoring purposes
The lawful basis for processing Special Category Data is:

1. The processing is necessary for reasons of substantial public interest, on the
basis of Union or Member State law which shall be proportionate to the aim
pursued, respect the essence of the right to data protection and provide suitable
and specific measures to safeguard the fundamental rights and the interests of
the data subject.

Who will we share your information with?

To enable the Council to provide services we may share information under our legal
obligations with partner organisations including:

e Health and Social Care Organisations such as NHS Ayrshire & Arran and East
Ayrshire Health and Social Care Partnership;

Police Scotland and other criminal investigation agencies;

Scottish Public Services Ombudsman;

The (UK) Information Commissioner;

External Regulators;

Scottish Government

Registered social landlords

Housing Associations



The Council will make any disclosures required by law and may also share information
with other bodies responsible for detecting / preventing fraud or auditing /
administering public funds.

The Council is required by law to participate in the National Fraud Initiative (NFI) data
matching exercises and information may be provided to the Cabinet Office for NFI
purposes and will be used for cross-system and cross authority comparison for the
prevention and detection of fraud.

How long do we keep your information?
The council will only keep your personal data for as long as necessary. Full details of

how long it retains personal data can be found in the Council’s Retention Schedule .
After this time personal data will be securely destroyed.

Providing Accurate Information

It is important that we hold accurate and up to date information. If any details have
change or change in the future, then individuals should ensure that they inform
Customer Services as soon as possible so they can update their records or log into
their account and update their details via the Our East Ayrshire customer portal.

Individuals’ data processing rights
Under data protection legislation, individuals have the right to request access to

information about them that the council holds. Further details can be found in the
Council’s Privacy Statement .

Individuals also have the right to:
e Object to processing of personal data that is likely to cause, or is causing
damage or distress;
e Prevent processing for the purpose of direct marketing;
e Object to decisions being taken by automated means;
e In certain circumstances, have inaccurate personal data rectified, blocked,
erased or destroyed;

e In certain circumstances, transfer their data to another organisation (data
portability)

Individuals can contact the council regarding their data protection rights and the
processing of their data. Details of how to do this can be found on the Council’s
Privacy Statement .

If individuals have a concern about the way the Council is collecting or using their
personal data, they should raise their concern in the first instance with the Council’s
Data Protection Officer; contact details can be found on the Council’'s Privacy
Statement


https://www.east-ayrshire.gov.uk/Resources/PDF/C/Corporate-Retention-Schedule.pdf
https://www.east-ayrshire.gov.uk/CouncilAndGovernment/About-the-Council/Information-and-statistics/Privacy-Statement.aspx
https://www.east-ayrshire.gov.uk/CouncilAndGovernment/About-the-Council/Information-and-statistics/Privacy-Statement.aspx
https://www.east-ayrshire.gov.uk/CouncilAndGovernment/About-the-Council/Information-and-statistics/Privacy-Statement.aspx
https://www.east-ayrshire.gov.uk/CouncilAndGovernment/About-the-Council/Information-and-statistics/Privacy-Statement.aspx




Accessibility Report





		Filename: 

		CustomerServicePrivacyNotice.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found problems which may prevent the document from being fully accessible.





		Needs manual check: 2



		Passed manually: 0



		Failed manually: 0



		Skipped: 1



		Passed: 28



		Failed: 1







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Needs manual check		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Failed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Needs manual check		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Passed		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Skipped		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top

