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Jenny Roberts Coaching - Customer Privacy Notice

This privacy notice tells you what to expect us to do with your personal information.
· Contact details
· What information we collect, use, and why
· Lawful bases and data protection rights
· Where we get personal information from
· How long we keep information
· Who we share information with
· Sharing information outside the UK
· How to complain

Contact details
Email
info@jennyrobertscoaching.co.uk

What information we collect, use, and why
We collect or use the following information to provide services and goods, including delivery:
· Names and contact details
· Purchase or account history
· Payment details (including card or bank information for transfers and direct debits)
· Website user information (including user journeys and cookie tracking)
· Records of meetings and decisions
· Information relating to compliments or complaints
· CVs, LinkedIn profiles, career history, military/service background, qualifications, salary details, job applications, interview notes, career goals. 

Lawful bases and data protection rights
Under UK data protection law, we must have a “lawful basis” for collecting and using your personal information. There is a list of possible lawful bases in the UK GDPR. You can find out more about lawful bases on the ICO’s website.
Which lawful basis we rely on may affect your data protection rights which are set out in brief below. You can find out more about your data protection rights and the exemptions which may apply on the ICO’s website:
· Your right of access - You have the right to ask us for copies of your personal information. You can request other information such as details about where we get personal information from and who we share personal information with. There are some exemptions which means you may not receive all the information you ask for. Read more about the right of access.
· Your right to rectification - You have the right to ask us to correct or delete personal information you think is inaccurate or incomplete. Read more about the right to rectification.
· Your right to erasure - You have the right to ask us to delete your personal information. Read more about the right to erasure.
· Your right to restriction of processing - You have the right to ask us to limit how we can use your personal information. Read more about the right to restriction of processing.
· Your right to object to processing - You have the right to object to the processing of your personal data. Read more about the right to object to processing.
· Your right to data portability - You have the right to ask that we transfer the personal information you gave us to another organisation, or to you. Read more about the right to data portability.
· Your right to withdraw consent – When we use consent as our lawful basis you have the right to withdraw your consent at any time. Read more about the right to withdraw consent.
If you make a request, we must respond to you without undue delay and in any event within one month.
To make a data protection rights request, please contact us using the contact details at the top of this privacy notice.
Our lawful bases for the collection and use of your data

Our lawful bases for collecting or using personal information to provide services and goods are:
· Consent - we have permission from you after we gave you all the relevant information. All of your data protection rights may apply, except the right to object. To be clear, you do have the right to withdraw your consent at any time.
· Contract – we have to collect or use the information so we can enter into or carry out a contract with you. All of your data protection rights may apply except the right to object.
· Legal obligation – we have to collect or use your information so we can comply with the law. All of your data protection rights may apply, except the right to erasure, the right to object and the right to data portability.
· Legitimate interests – we’re collecting or using your information because it benefits you, our organisation or someone else, without causing an undue risk of harm to anyone. All of your data protection rights may apply, except the right to portability. Our legitimate interests are:
· We have a legitimate interest in collecting and using personal information where it is necessary to run and manage our coaching business, respond to enquiries, communicate with prospective and existing clients, manage bookings, provide appropriate client support, keep accurate business records, improve our services, handle feedback or complaints, and protect the security and integrity of our website and business systems. This benefits clients and prospective clients by allowing us to respond to them properly, understand the context of their enquiry, provide relevant information, maintain continuity between conversations or sessions, and deliver a professional and well-managed service. We only collect and use information that is relevant and necessary for these purposes. We do not use legitimate interests for highly sensitive health information unless another appropriate lawful basis and special category condition applies. We balance our business interests against the rights and expectations of the people whose information we use, and we take steps to reduce any impact on them, including limiting what we collect, keeping information secure, restricting access, and allowing people to object where applicable.

For more information on our use of legitimate interests as a lawful basis you can contact us using the contact details set out above.

Where we get personal information from
· Directly from you

How long we keep information
We only keep personal information for as long as we reasonably need it for the purposes set out in this privacy notice, including providing services, managing enquiries, keeping business records, meeting legal, accounting and tax obligations, resolving queries or complaints, and protecting our legal rights. 
As a general guide:
· Enquiry information from prospective clients is usually kept for up to 24 months after the last meaningful contact, unless the person becomes a client or asks us to delete it sooner.
· Client records, including coaching notes, call notes, programme documents, CVs, career information and related communications, are usually kept for up to 6 years after the end of the client relationship.
· Financial and transaction records, including invoices and payment records, are usually kept for up to 6 years to meet accounting and tax requirements.
· Call recordings and transcripts, where used, are usually kept for up to 12 months after the end of the relevant service, unless they are needed for a complaint, legal issue, safeguarding concern or ongoing client support.
· Health or wellbeing information that a client chooses to share, including information about medical discharge, disability, mental health, PTSD or other health-related circumstances, is only kept where relevant to the coaching support being provided and is reviewed regularly. We aim to delete or minimise this information when it is no longer needed.
· Testimonials, reviews, case studies, photographs, videos or marketing permissions are kept until consent is withdrawn or they are no longer relevant for our business purposes.
· Website analytics and cookie information is kept according to the retention periods set by our website, analytics and cookie providers.
We may keep some information for longer where we are required to do so by law, where there is an ongoing query, complaint, legal claim, safeguarding concern or regulatory matter, or where we need the information to protect our legal rights.
When we no longer need personal information, we will delete it, anonymise it, or securely dispose of it.

Who we share information with
Data processors
Website hosting, website analytics and online form providers, including UK/EEA and international cloud-based service providers.
This data processor does the following activities for us: They host and manage our website, process website enquiries and contact form submissions, support website functionality, collect website usage information such as cookies or analytics data, and help us understand how visitors use our website.

Email, calendar, document storage and cloud productivity providers, including UK\/EEA and international cloud-based service providers.
This data processor does the following activities for us: They provide email, calendar, file storage, document management and communication services. We use these services to communicate with clients and prospective clients, manage appointments, store coaching documents, keep client records, and maintain business administration records.

Payment, booking, video call, call recording, email marketing, accounting and business administration providers, including UK/EEA and international cloud-based service providers. 
They process payments, manage bookings, support video calls or recorded sessions, send service-related or marketing communications where people have opted in, support bookkeeping and accounting, and help us manage the day-to-day administration of the business.  Recordings or transcripts of calls may include personal information shared by the client during the call, including health information if the client chooses to disclose it. 

Others we share personal information with
· Insurance companies
· Professional or legal advisors
· Relevant regulatory authorities
· Organisations we’re legally obliged to share personal information with
· Emergency services
· Publicly on our website, social media or other marketing and information media

Sharing information outside the UK
Where necessary, our data processors may share personal information outside of the UK. When doing so, they comply with the UK GDPR, making sure appropriate safeguards are in place.
Organisation name: Cloud-based service providers
Category of recipient: Website, email, calendar, document storage, payment, booking, video call, call recording, transcription, email marketing and business administration providers.
Country the personal information is sent to: Various countries outside the UK, depending on the provider and their sub-processors.

How to complain
If you have any concerns about our use of your personal information, you can make a data protection complaint to us:
Email: info@jennyrobertscoaching.co.uk
If you remain unhappy with how we’ve used your data after raising a complaint with us, you can also complain to the ICO. 
The ICO’s address:
Information Commissioner’s Office
Wycliffe House
Water Lane
Wilmslow
Cheshire
SK9 5AF
Helpline number: 0303 123 1113 
Website: https://www.ico.org.uk/make-a-complaint
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