
Information Access Unit, Information Management and Data Directorate, Greater Manchester Police, Openshaw Complex, 
Lawton Street, Manchester, M11 2NS

Date: 11/03/2026 
Our ref: 01/FOI/26/016305/F 

FREEDOM OF INFORMATION REQUEST REFERENCE NO: 01/FOI/26/016305/F 

I write in connection with your request for information dated 04/02/2026, received by Greater Manchester 
Police (GMP) for the following information: 

This request relates to Greater Manchester Police policies, training, and instructions given to 
staff regarding Subject Access Requests under data protection law and complaints made 
under the Police Reform Act 2002, specifically in relation to verbal requests and complaints 
and the practice of directing members of the public to online systems. 
Please provide copies of the following information held by Greater Manchester Police. 
1. 
All training materials, guidance documents, manuals, scripts, internal policies, or written 
instructions used to train staff on handling Subject Access Requests under the UK GDPR and 
Data Protection Act 2018. 
2. 
All training materials, guidance documents, manuals, scripts, internal policies, or written 
instructions used to train staff on handling complaints under the Police Reform Act 2002. 
3. 
Any guidance, scripts, or instructions provided to call handlers, front desk staff, contact centre 
staff, or other staff who deal with the public by telephone in relation to Subject Access 
Requests and police complaints, including what staff are instructed to tell members of the 
public about how a SAR or complaint can be made. 
4. 
Any documents, policies, or guidance that state or imply that a Subject Access Request or a 
police complaint must be made online, or that direct staff to tell members of the public to use a 
website or online form to submit a SAR or complaint. 
5. 
Any internal documents or guidance that explain whether a Subject Access Request or a police 
complaint can be made verbally, including by telephone, and how staff are instructed to handle 
such verbal requests or complaints. 
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6. 
Any training updates, internal communications, emails, or notices issued to staff in the last five 
years relating to incorrect or misleading information being given to the public about how to 
make a Subject Access Request or a police complaint. 
7. 
Any guidance or policy documents relating to identity verification for Subject Access Requests 
made verbally or by telephone, including whether identification is required at the point of 
request or can be provided after the request has been made. 
8. 
Any guidance or policy documents relating to circumstances in which staff are permitted to 
refuse to accept a Subject Access Request or a police complaint by telephone, including the 
legal basis relied upon for any such refusal. 
9. 
Any internal reviews, audits, or assessments conducted in the last five years relating to 
accessibility of Subject Access Requests and police complaints, including issues relating to 
verbal requests, telephone handling, or members of the public being directed to online 
systems. 

*******To clarify, where my FOI refers to “complaints”, this is intended to cover complaints 
made by members of the public to Greater Manchester Police under the Police Reform Act 2002 
in general, not subject access requests or data protection complaints. 

Result of Searches 
Following receipt of your request searches were conducted within Greater Manchester Police (GMP) 
to locate the requested information and I can confirm the information requested is held by GMP.  

I am not obliged to supply you with all the information as an exemption applies. 
Section 17 of the Freedom of Information Act 2000 requires Greater Manchester Police, when refusing 
to provide such information (because this information is exempt) to provide you, the applicant, with a 
notice which: (a) states that fact, (b) specifies the exemption in question and (c) states (if that would 
not otherwise be apparent) why the exemption applies. The information you have requested is exempt 
from disclosure by virtue of the following exemption: Section 40(2) – Personal Information. 

Where redactions occur in the attached documents, this represents information that identifies a living 
individual, to disclose this information would breach the principles of the GDPR and the Data 
Protection Act 2018. Personal data is defined by Article 4 of the GDPR and Part 1 of the Data 
Protection Act 2018 and means any information relating to an identified or identifiable natural person 
(‘data subject’). An identified natural person is one who can be identified directly or indirectly from that 
data. 

1. Please see the attached training document - To confirm, these are not formal GMP SAR
training material. These are slides created by mentors/training coaches. Most of this
information is also available via the ICO website.

2. All complaints by members of the public are directed to the GMP complaint portal via the GMP
website where applicable. All complaints are handled by GMP’s PSD in line with the COP -
Complaints and misconduct | College of Policing

3. No policy is held in a recorded form to advise Call handlers on what to do when a subject
access request comes through – Instead for Subject access and complaints, callers are
directed to GMP’s Single online Portal. - Contact us | Greater Manchester Police – See
attachment also to support this

4. No information held – Please note Under Data Protection legislation, and validated in the ICO
guidelines, SARs can be requested verbally. However, to ensure absolute clarity, and
auditable content for the benefit of the applicant and the organisation, we do try to ask
applicants where possible, that they submit their request via the GMP website portal, so they
can fully explain what their request is and also provide the required ID documentation needed

https://www.college.police.uk/app/professional-standards/complaints-and-misconduct
https://www.gmp.police.uk/contact/af/contact-us-beta/contact-us/
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for it to be a valid SAR. Applicants can and do also email our central subject access mailbox 
with their requests and ID also.  

5. Please see the information provided online which is followed in line with the complaints
handing process. How to complain about the police | Greater Manchester Police

6. No information held
7. See page 78 from Introduction to SARS training document. GMP also adhere to the ICO

guidance on requesting ID - What to expect after making a subject access request | ICO. You
can make a subject access request to GMP, however before this can be officially logged our
admins must verify your identity. It is advisable to submit this at the time of making any
request, however GMP can ask for this after the request has been received.

8. Please see the attached redacted documents outlining the guidance provided to all GMP staff,
call takers, officers and the GMCA.

9. Please see the attached redacted documents outlining the guidance provided to all GMP staff,
call takers, officers and the GMCA.

https://www.gmp.police.uk/fo/feedback/complaints/complaints/complain-about-the-police/
https://ico.org.uk/for-the-public/getting-copies-of-your-information-subject-access-request/what-to-expect-after-making-a-subject-access-request/




responded to this is why it is really important the public are not advised to contact the PSD
directly.
 
From an internal referral perspective relating to anything other than complaints ie if you have
concerns with regards to a member of staff from a conduct perspective these matters should be
brought to the attention of your branch standards manager endorsed on a conduct referral form
and can be referred in to 
 
Similarly any matter relating to a death or serious injury can also be sent in to this address.
 
I am arranging for some comms to be placed on the intranet and the website will be updated but
if you could circulate within your branch to ensure compliance I would be most grateful.
 
Any questions as ever please let me know.
 
Regards
 

 
 | Detective Chief Inspector | Professional Standards Directorate

Mobile  

GSC: Official (unless otherwise stated)
 
 
 









https://ico.org.uk/for-organisations/uk-gdpr-guidance-and-resources/data-protection-principles/a-guide-to-the-data-protection-principles/


















































































































































“A SAR is a request made by or on behalf of an individual for the 
information which they are entitled to ask for under Article 15 of the UK 
GDPR.” – ICO 

Under the Subject Access provisions of the GDPR legislation an individual 
is entitled to personal information held by any organisation subject to 
certain parameters. This does not include any third-party information or 
data which can identify another individual.

A SAR helps individuals to understand how and why we are using their 
data and enables them to verify that it is being processed lawfully (and 
that it is accurate). Provision of the supplementary information within 
the response to the requestor, by reference to the Privacy Notice etc., 
helps to achieve this. 

What is a SAR?











It is the child (or young person) who has a right of access to the information held about them, even 
though in the case of young children these rights are likely to be exercised by those, such as guardians, 
with parental responsibility for them (‘parent’). The parent can exercise the child’s rights on their 
behalf if the child authorises this, or if it is evident that this is in the best interests of the child.

In Scotland, a person aged 12 or over is presumed to be of sufficient age and maturity to be able to 
exercise their data protection rights, unless the contrary is shown. This presumption does not apply in 
England and Wales or in Northern Ireland, where competence is assessed depending upon the level of 
understanding of the child, but it does indicate an approach that will be reasonable in many cases. A 
child should not be considered to be competent if it is evident that he or she is acting against their own 
best interests. 

In all such cases, consideration must be given to requesting the young person’s birth or adoption 
certificate, or other evidence to show the parent has parental responsibility for him/her. However, 
caution must be exercised when dealing with requests where it is clear that the young person’s parents 
are in dispute with one another, or the matter relates to an assault on the child by the parents or a 
sexual assault on the child etc., as the request may not be in the best interests of the young person. 
Where two parents (both with verified parental responsibility) have made a request, it may be 
appropriate to provide the child’s information to both parties as they both have an equal right and 
vested interest. However, caution should be used to ensure neither parent receive the other parent’s 
data as part of the disclosure, unless consent is given

On behalf of a child 



Where a request is received from a prison inmate, 
verification of ID should be undertaken by a check of 
Prisoner Intelligence Notification System (PINS). 

ICO engagement has previously established that it is not 
appropriate to contact the prison to verify ID. 

Due to the fact that the response is not likely to be handed 
directly back to the inmate without other parties accessing 
the documents, is suggested that if the applicant is a serving 
prisoner all third-party data should be redacted, including 
third-party data in any statements.

Requests received from prisoners







It is not necessary to comply with a SAR if it is manifestly unfounded or excessive. The application of 
manifestly unfounded / excessive will require careful consideration on a case-by-case basis. Just because 
it is burdensome does not mean that it will be excessive. 

Manifestly unfounded and excessive have not been defined in the legislation. ICO guidance states that a 
request may be manifestly unfounded if: 

• the individual clearly has no intention to exercise their Right of Access. For example, an individual 
makes a request, but then offers to withdraw it in return for some form of benefit from the organisation; 
or 

• the request is malicious in intent and is being used to harass an organisation with no real purposes 
other than to cause disruption. For example 

o the individual has explicitly stated, in the request itself or in other communications, that they intend to 
cause disruption; 

o the individual makes unsubstantiated accusations against the person dealing with the request or 
specific employees; 

o the individual is targeting a particular employee against whom they have some personal grudge; or 

o the individual systematically sends different requests to you as part of a campaign, e.g. once a week, 
with the intention of causing disruption

Manifestly unfounded 





Subject access provides a right for the requester to access 
their own personal data, rather than a right to see copies of 
documents that contain their personal data. Often, the 
easiest way to provide the relevant information is to supply 
redacted copies of original documents but there is no 
obligation to do this. 

If a document primarily contains non-personal data or 
information which is the personal data of others it is likely to 
be considered more appropriate to extract the relevant 
personal data into a summary document. And in doing so 
the removal of duplicate records is advised where possible 
e.g. when dealing with an email exchange use the last email 
if all the other emails are within it

The right to information not documents





Third party information 
As highlighted previously the right of access is to the 
personal data of the individual not documents, so where 
appropriate the personal data may be extracted and 
provided within a summary document. 

Officer / Staff Names
If the names are already known then depending on the 
circumstances and context they may be left in, however in 
line with the data minimisation principle, it is suggested that 
generally officers names are removed, and collar numbers 
provided i.e. “PC 1111 Alexander”. 

General redaction considerations 





https://ico.org.uk/






ICO links;

• Right of access - Right of access | ICO

• Personal data - What is personal information: a guide | ICO

• Dealing with a SAR - How to deal with a request for information: a step-by-step guide | ICO

ACRO - Home (acro.police.uk)

GMP online SAR form - Ask for information about yourself | Greater Manchester Police 
(gmp.police.uk)

GMP information rights - Your information rights | Greater Manchester Police (gmp.police.uk)

DPA 2018 - Data Protection Act 2018 (legislation.gov.uk)

Useful links 

https://ico.org.uk/for-organisations/uk-gdpr-guidance-and-resources/individual-rights/right-of-access/
https://ico.org.uk/for-organisations/uk-gdpr-guidance-and-resources/personal-information-what-is-it/what-is-personal-information-a-guide/
https://ico.org.uk/for-organisations/advice-for-small-organisations/how-to-deal-with-a-request-for-information-a-step-by-step-guide/
https://ico.org.uk/for-organisations/advice-for-small-organisations/how-to-deal-with-a-request-for-information-a-step-by-step-guide/
https://ico.org.uk/for-organisations/advice-for-small-organisations/how-to-deal-with-a-request-for-information-a-step-by-step-guide/
https://ico.org.uk/for-organisations/advice-for-small-organisations/how-to-deal-with-a-request-for-information-a-step-by-step-guide/
https://ico.org.uk/for-organisations/advice-for-small-organisations/how-to-deal-with-a-request-for-information-a-step-by-step-guide/
https://www.acro.police.uk/s/
https://www.gmp.police.uk/rqo/request/ri/request-information/ir/ask-for-delete-change-information/ask-for-information-about-yourself/?tid=828402&lid=&cid=&rid=73562&stepid=1-1-2
https://www.gmp.police.uk/rqo/request/ri/request-information/ir/ask-for-delete-change-information/ask-for-information-about-yourself/?tid=828402&lid=&cid=&rid=73562&stepid=1-1-2
https://www.gmp.police.uk/rqo/request/ri/request-information/ir/information-rights/your-information-rights/
https://www.legislation.gov.uk/ukpga/2018/12/contents




Subject: FW: Mailbox
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From:

Subject: Comms to custody
Date: 18 September 2024 10:02:01
Attachments: 2024 09 16 PSD Mailbox Bulletin 2024.jpg

Expression of Dissatisfaction V.3.pdf
Standards Managers .docx
psd conduct referral template.docx
dsi referral template.docx

Morning 

Dear colleagues,
DSI, adverse incident, complaint and conduct matters must not be sent to

. As of yesterday the PSD have now discontinued the use of that
mailbox for both the public and the force as the force moves to a system where all complaints
submitted directly by members of the public must go through single online home (SOH). There
has been comms work gone out to internal stakeholders, but we understand new procedures
can take a little time to bed in. See also the  as to the change.
Any person serving with GMP who sends an e-mail to  will receive an
auto-response directing them to the correct channel of reporting, however from PSD’s
monitoring of the activity in the last 24 hours we know in some transactions to the discontinued
mailbox, some Custody branch staff have not followed the direction on the auto-reply as to how
they must refer. That is not to be accusatory, it’s just to highlight the current position and act on
it to ensure that matters from custody still reach PSD i.e., we cannot afford to miss a custody
referral to PSD.
The referral procedures that must be followed is set out below:
Complaints
If custody take a complaint from a member of the public there are two options:

1. Fill out the details on single online home on behalf of the member of the public.
2. Fill out a 711 ‘Expression of dissatisfaction’ form [as attached] and send it to

 [This e-mail address must not be given to the
public - it is for internal use only and does not receive mail from external domains].

Conduct,



DSI and adverse incidents

Kind regards

 Detective Chief Superintendent | Professional Standards Directorate

GSC: Official (unless otherwise stated)





 
 
 
  

 
 

Detective Chief Inspector 
 



From:

Subject: Single Online Home - Please read
Date: 21 August 2024 15:19:00

All
 

 
The purpose of this email is primarily aimed at the assessment unit staff as it effects them
directly but equally for those of you who work duty cover it will also have an impact on you to a
degree.
 
For the rest of you receiving this email it is an update which will alter the way in which the PSD
receive public complaints and as it is so significant it is vital you are informed in advance to avoid
any confusion.
 

On Tuesday 17th September the PSD will take over the responsibility of Single Online Home
(SOH) from the Force Contact Crime Operations (FCCO) Branch.
 
The reason being, GMP is one of very few forces who’s PSD does not have responsibility and
ownership of their SOH function and are therefore reliant upon the FCCO to send through those
complaints which need to be assessed by PSD, this means on occasion we are not sighted on
potentially critical complaints and this is a risk for PSD and the force.
 
There are some recent examples of where we have missed complaints which have become
critical and we could have reduced the criticality of those complaints had we been sighted on
them earlier. 
 

has last week and some of this week has completed some testing of SOH to understand the
true demand this will place upon us as it goes without saying this means we will be triaging and
assessing additional complaints from the point we go live.  will however feedback that the
triaging of complaints received via SOH is far more straight forward than some of those emails
you will be familiar with seeing land in the existing mailbox and as such this gives us a far better
starting position when receiving an initial complaint.
 
Please note the large majority of the complaints that enter via SOH that we don’t already know
about are not serious and are in the main are suitable for handling outside schedule 3 and or
other than by investigation, however this is why auto population will be crucial to ensure we are
able to record them as efficiently as possible given the increased demand.  We are yet to learn
exactly what portion of the complaints that exist within SOH also exist within Centurion having
been assessed by PSD ie they are duplicates.
 
Another significant change is that as of the same date the discipline and complaints mailbox will
no longer exist and we will adopt a private industry approach to the public wishing to make a
public complaint.  Instead the public will be sign posted towards SOH to raise their complaint. 
This will force complainants to complete all relevant criteria before submitting and removes the



ease for a complainant to fire in multiple emails to an inbox.  There is also a maximum word
count so it prevents complainants from providing unnecessarily long text which take
considerable time to unpick to identify and record allegations this will therefore save us some
time.
 
There will be a new mailbox which will enable external partners to email in such as our
colleagues from IOPC, GMCA, CC office, however this will be set up with an intelligent auto
response which advises a complainant that complaints must be submitted via SOH and we will
adopt strict rules for the handling of this mailbox to ensure it does not become a replacement
for the existing mailbox, your support with regards to this will be vital.
 
We will also have a new conduct mailbox which will enable referrals from districts and branches
which relate to conduct matters or DSI’s similar to the way we receive these types of referrals
now, again we will maintain strict rules to ensure this is not misused either internally or
externally.
 
I appreciate this change is radical and is totally different to what many of you have been used to
for many years.  This decision has been carefully thought out and a large degree of planning has
and continues to be invested to ensuring we get this right.  We have taken aspects of other
forces and other private industry models to devise this innovative approach and whilst that
which I have set out above appears straight forward I know this will take some time to bed in and
will no doubt require tweaking as we go along.  This is where I require all of your help in ensuring
this lands successfully and feeding back where you identify issues or have ideas which could
improve things. 
 
The way in which we currently receive complaints is placing unprecedented demand upon us
and the above is designed in such a way to enable a fair and transparent public complaint
process whilst balancing this with ensuring the system is not abused and we can provide as
efficient service as possible.
 
Over the next couple of weeks there will be further engagement with our key stakeholders such
as IOPC, GMCA, CC office and FCCO to ensure that by go live date we get ourselves in the
strongest position to ensure the above transition is smooth as it can be.
 
If you have any concerns about anything set out above please do come and speak with me.
 
Thank you in advance for your support with the above plan.
 
Regards
 

 
| Detective Chief Inspector | Professional Standards Directorate|

Greater Manchester Police
     
 

GSC: Official (unless otherwise stated)
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