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3. Is there any areas of this week’s learning you need 
clarifying, or any new questions you have that 
weren’t explored?: 

 
 
 
 
 
 
 
 
4. Is there anything you found particularly helpful? Any 

other points to be raised: 
 
 
 
 
 
 
 
 
 
 

 
Notes: 
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• Session 2: Navigating a case in ICE 360 and 

summarising a case 
+Dummy cases 
 
Beginning of the week: 
Demonstrate how to navigate a case in ICE360. 
Look at complaint forms in detail. Talk about 
emailed cases and postal cases and the things we 
need to consider and where to find the 
information. 
 
Group asses a dummy case, go on to highlight 
how the case officer has pulled out the important 
information and summarised the case in their 
correspondence.  
 
TASK: Give case officers a few days to navigate 
around, assess and summarise their live case. 
Case summaries should be emailed to trainers 
before session 3, case officers should also include 
information about whether they consider this case 
to meet thresholds/criteria to progress. Plan in an 
open discussion between the whole cohort for the 
end of the week. 

 
• Session 3: Case discussion day 

End of the week:  
Each case officer then presents their case to the 
group and everyone can discuss talk about if they 
agree/think differently. Trainer to facilitate this 
and encourage engagement. Explore different 
ways of approaching the case in hand. Relaxed 
and positive approach. 
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the new cases. Refer to their reflection questions 
as prompts. 
 

• Session 2: Progressing a Case 
+Dummy cases required. 
+When to progress a case 
 
Midweek:  
A full session/day to discuss progressing cases.  
Talk about the dummy cases, what we could do 
next with a case, based on the information we 
understand about: 
-V&V and other criteria 
-DP Principles – particularly the accountability 
principle. Talk about this in respect of the 
legislation and the obligations that a DC has, not 
in terms of a template tool. Guidance for 
organisations will be a useful tool for teaching 
here. 
Explain about infringements and gathering more 
information from data controllers and data 
subjects. 
Include: Talk about closure channels and the use 
of phone calls in case work, when it is appropriate 
to use the phone in casework. Importance of 
phone notes and what to do if the caller asks for 
the information in writing (provide only a 
summary of the call). Talk about writing out to 
individuals and organisations, use dummy cases 
to show good examples of what responses look 
like. Include a demonstrating of closing cases and 
decision reports. 
 

• Session 3: Case List Discussion and 
Casework Spreadsheet 
End of the week (this may need to be split into 
two sessions):  
Case officers should have finished summarising all 
cases. 
Open discussion about each case on the list. 
Discuss possible next steps on the case. Allow all 
ideas and encourage everyone to engage and 
give their thoughts and reasons. 
Allocate each person a case from the list to work 
on in preparation for the following week. 
Give information about how to add cases to the 
spreadsheet. 
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Introduce the case breakdown form and ask them 
to send this to the trainers with each case they 
put on the spreadsheet.  Case officers should now 
be aware of what happens with a case from 
allocation to closure. Discuss review process here. 
 
Note: If case officers plan on using the phone 
then we should ask case officers to email a call 
plan with the case breakdown form when putting 
the case on the spreadsheet.  
(This won’t be something that we will expect 
them to do forever but we can sign off pretty 
quickly on this, we just want to know that they're 
prepared going into the call and know what 
they’re talking about). Case Officers will then 
email us the completed phone note on the case 
which we will need to check and then they can 
send the phone note to the case via email. 
 

• Session 3: Midweek Drop-in for Case 
Questions 
Midweek:  
Plan 3 hours where trainers are online and 
available for drop sessions. Gives case officers 
opportunity to have our undivided attention on 
casework questions.  
 
The first case that we check for each case officer, 
we can get onto teams and they can screen share 
with us and we can watch them send the case 
and close the case if appropriate, to make sure 
they understand what they’re doing. 

 
• Session 4: End of the Week Drop-in for Case 

Questions 
End of the week: Plan 3 hours where trainers are 
online and available for drop sessions. Gives case 
officers opportunity to have our undivided 
attention on casework questions.  
 
The first case that we check for each case officer, 
we can get onto teams and they can screen share 
with us and we can watch them send the case 
and close the case if appropriate, to make sure 
they understand what they’re doing. 
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Note: If more drop-ins are required this week then add 
more in as appropriate. Support available through the 
chat too. 
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2.Case clinic: As a normal case clinic. Ideally all 
questions will be explored, discussed and 
answered in full as a group. If anyone is really 
having difficulty understanding then we can have 
a 1 to 1 chat with that case officer after the group 
session to save time/embarrassment.  
 
3.Some case officers may have case changes 
already and these should discussed as a group, 
they can present their case like we would in a 
case clinic and then we may want to pick some 
relevant dummy cases, show them examples of 
responses and talk about case changes in this 
way. Case officers will have already learned about 
the progression of a case from beginning to end 
from the dummy cases in previous weeks. So 
case changes shouldn’t be too much of a surprise.  
 

Note: Group sessions are going to be most useful, case 
officers can learn from each other. We want to build on 
their independent learning skills and aim to promote 
patience, resilience and less reliance on trainers giving 
them the answer immediately. We want them to work 
hard to find the answer for themselves and be confident 
in their decisions. Case officers should be encouraged to 
wait for case clinics to ask questions and to actively 
engage in the session. . It is for trainers to facilitate 
these sessions to ensure quality engagement. 
 
 
As per ICO 25, we should allow case officers freedom to 
complete cases in a way that we may not choose to, 
allow them to provide their reasoning and if it’s not 
completely wrong, allow them to go with it. 
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Each Morning (2 hours +/- depending on what 
comes in):  
 
1.Begin each session with the opportunity for 
case officer directed discussions. They can ask 
any general questions they like or raise any 
concerns they have. This may highlight areas for 
improvement/further teaching sessions. 
First session: Refer to their reflection questions 
as prompts. 
 
2.Case clinic: As a normal case clinic. Ideally all 
questions will be explored, discussed and 
answered in full as a group. If anyone is really 
having difficulty understanding then we can have 
a 1 to 1 chat with that case officer after the group 
session to save time/embarrassment.  
 
3.Some case officers may have case changes and 
these should be discussed as a group, they can 
present their case like we would in a case clinic 
and then we may want to pick up some dummy 
cases and show them examples and talk about 
case changes in this way. Case officers will have 
already learned about the progression of a case 
from beginning to end from the dummy cases in 
previous weeks. So case changes shouldn’t be too 
much of a surprise.  
 

Note: Group sessions are going to be more useful, case 
officers can learn from each other. We want to build on 
their independent learning skills and aim to promote 
patience, resilience and less reliance on trainers giving 
them the answer immediately. We want them to work 
hard to find the answer for themselves and be confident 
in their decisions. Case officers should be encouraged to 
wait for case clinics to ask questions and to actively 
engage in the session. It is for trainers to facilitate 
these sessions to ensure quality engagement. 
 
As per ICO 25, we should allow case officers the 
freedom to complete cases in a way that we may not 
choose to, allow them to provide their reasoning and if 
it’s not completely wrong, allow them to go with it. 
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concerns they have. This may highlight areas for 
improvement/further teaching sessions.  
First session: Refer to their reflection questions 
as prompts. 
 
2.Case clinic: As a normal case clinic.  
We can use these clinics as opportunities to 
address themes that are emerging when checking 
cases.  
 

Note: This week case officers should be becoming more 
independent and self-sufficient. We should continue to 
encourage questions to be asked in case clinic. We will 
have increasing amounts of cases and case changes to 
check here so we will need to ensure we are managing 
our time effectively. 
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We can use these clinics as opportunities to 
address themes that are emerging when checking 
cases.  
 

Note: Case officers should be becoming more 
independent and self-sufficient. We should continue to 
encourage questions to be asked in case clinic. We will 
have increasing amounts of cases and case changes to 
check and feedback on here so we will need to ensure 
we are managing our time effectively. 
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Notes: 
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Knowledge Builder 

The Knowledge Builder is a resource designed and managed by the ICO’s 
Knowledge Service, used to build your Information Rights knowledge. It can be 
accessed through Iris, via the ‘Our Hubs’ drop down. Click on ‘Knowledge’ and 
then Knowledge Builder.  
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ICO website 

The ICO website is another resource we use frequently, designed to improve 
information rights knowledge of both the public and organisations. It can be 
accessed at ico.org.uk or via the ‘Apps’ dropdown on Iris. 
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CMEH Legacy 
 
CMEH Legacy is read-only access to our old casework management system. It 
can be used when we need to refer back to old cases when necessary. Accessible 
via the ‘Apps’ dropdown on Iris.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 











and when you start to properly look at cases over the next few weeks. 

2





overall information rights practices. 
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complaint through Live chat. An added bonus for this service is that we can 
provide links to customers so it is easier to send them a link to our complaints 
page, or for guidance. 

• Written enquires – You would have all done some written enquiries by this 
point but this falls under the public Advice strand of PADPCS. These are 
essentially questions that are submitted by the public that are responded to in 
our ICE360 case management system where there is a SLA of 14 calendar days 
to respond. The types of enquiries we get can vary, and some may be a 
complaint that’s been submitted through the incorrect channel, some are 
asking for the view of the ICO on certain data protection matters. In any event 
we aim to offer the highest level of customer service by providing guidance and 
next steps where required. 
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complaints on behalf of a constituent, or asking us to review the handling of 

a complaint made by their constituent.

• Gender recognition cases – You will receive separate training on this. But 

the ICO must act inline with the Gender Recognition Act 2004 which makes 

it an offence to disclose such information to third parties. Therefore, we 

have a department rep who handles all concerns sensitively relating to the 

GRA 2004 via a restricted SharePoint page. 

• Whistleblowing – Just like with GR cases, you will receive separate 

training on this. Our whistleblowing concerns come to us through an even 

mixture between the HL and written communication. We have a department 

rep who liaises with our intel department to determine whether we have a 

genuine WB concern. The rep then collates the reports and creates 

restricted access cases on SP. 

• PHSO – Customers have the right to report the ICO to the PHSO if they are 

unhappy with a case review they’ve requested. We have a number of 

department reps who are rotated on a weekly basis who correspond with 

them. This could be providing further information to conduct their 

investigation or providing feedback to a case officer as a result of PHSO 

intervention. 
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may provide an outcome on a case. We hope by providing this it will help 

you briefly understand our remit and help facilitate the case discussions.
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organisations to take the appropriate measures before the ICO becomes 

involved but also informative to the public in them deciding if they think the 

ICO can help them in their complaint. 

• Development of culture within the ICO – We want to deliver impactful 

outcomes that focuses on the difference it’ll make to the induvial and 

educate the organisation. 
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do with their complaint. 

• Providing focused outcomes – This links with the last point about moving 

away from informing an org/person of a breach and completing the case 

there. We want to empower case officers to provide outcomes to ensure 

meaningful improvements are made that are focused on the complaint. We 

want case officers to be confident and feel supported in the discretion they 

use. 

• Flexibility – We have always been a department where we have flexibility 

in the way we handle complaints. However, that has always been bound by 

certain processes. The ICO25 allows case officers to have more discretion 

and flexibility deal with the case how they deem fit knowing they will be 

supported in the decision they take. 

(optional examples)

Example 1- a non response SAR – rather than writing a formal letter to a DC, 

if we have a phone number, we can call them, ask them to respond to the SAR 

and put a note on the case. Again, this links back to the point where on these 

occasions the complainant isn’t interested if a breach has occurred, they just 

want their information. 

Example 2 - If we receive a complaint where there has been an infringement, 

but we can see that DC has taken remedial steps to ensure this will not 

happen again, we can inform the complainant that we’re satisfied with the 

steps they have taken and the complaint will be logged but not taken forwards. 

[Trainer may want to explain previous approach about breaching and closing 

the case as NFA]. 

• ‘The two V’s’ – You will hear this term quite often within PADPCS. This 

means ‘value and vulnerability’. There are no exhaustive lists of these and 

the meaning will be continuously evolving. By centring our approach around 

the 2 V’s, it will allow us to determine our approach on a case, whether we 

can add value to an organisations information rights practices or whether 

the complaint at hand determines that the complainant is vulnerable to risk. 

• Overall, ICO25 is a concept that empowers us to place most effort where 

we can make a real difference and that we can adopt a number of different 

approaches to achieve this. As new members of staff to the ICO you will 

also play an important role in cementing this vision.  Over the next few 

10



weeks you will have plenty of case studies to work on and discussion 

sessions to look at the types of complaints we receive and work out how 

best to approach them. 

• The next couple of slides will look at the 2 Vs in further detail. We will then 

take what we have learnt, and look at a couple of sample cases as a group 

to see whether we’d determine if they fit under the 2 Vs and if they don’t 

look at how to approach the case. 
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• Does the organisation have continued information rights breaches? –

This is where we may spend a little more time in considering whether the 

case is referred to our intel hub to see whether they’re a known controller to 

them. Despite this, we should determine what more the organisation should 

do in ensuring instances of the breach do not occur in the future. We may 

choose to inform them of the consequences if they continue to work in this 

manner, or we may request further information from them before deciding 

on an outcome. 

• Has the organisation taken steps to ensure the data breach does not 

occur in the future and are you satisfied with them? – Depending on the 

scale of a breach or impact it has on the complainant. If we don’t think the 

organisation has satisfactory steps in place we may consider informing them 

of this. 

• Has the organisation fully explained their rationale to the use of data 

to the complainant? – This falls under the accountability principle that you 

will shortly look at. If it is not clear how the organisation chose to process 

data in such a way, and believe the complaints warrants further instruction 

or information from the organisation you may consider writing to them. 

• Does the way in which personal data was used reflect the DC's overall 

DP practices? – This is quite an important one as if we don’t make any 

recommendations or ask for further information it may mean that the DC will 

continue to misuse data and therefore the ICO receiving more complaints. 

• Does the processing involve special category/sensitive personal data?

– This could fall under both Value and Vulnerable. However, when dealing 

with special cat and sensitive data there are additional protections in place 

for this information and therefore we have to ensure we provide an outcome 

that reflects the importance of this. 

• Does the issue have an effect on a large number of individuals; does 

the issue relate to a high priority matter? – Some cases we deal with 

form part of a high priority complaint where we have a specific process to 

follow in providing an outcome. But also, this is an opportunity for the ICO to 

set a precedent on the powers we have and the law we can lay down. 
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• Any questions?
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personal data? – Has the misuse of data meant that the complainant is 

now in a vulnerable position? Are they at risk of further repercussions?

• Does the complainant have the capacity to fully understand the 

consequences if their personal data is not handled appropriately? Do 

we need to adapt our approach to an outcome to ensure they do? 

• If the issue raised falls outside the ICO's remit, can we signpost the 

individual to another authority that may be more appropriate to 

assist? – This relates back to the helpful element we mentioned earlier. 

Whilst we will always try to be helpful within the remit we have, If we feel the 

complainant does not understand the wider resources available to help 

them, then we can assist with this. 
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Capital letters – for the police, the council, all lowercase. This is in the keeping 

it clear guide. 

ICO25 Keeping it Clear project - Keeping it Clear project (sharepoint.com). Our 
new Commissioner has confirmed the importance of plain, clear and humanising 
writing under ICO25.
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4. if you are in any doubt that you are speaking to the correct person ask 
them to confirm their email/postal address; and
5. complete the security section on the telephone contact closure form.

LCO trainer to talk through the importance of telephone notes. E.g We don’t record 
calls and so telephone notes are important. 

We’d also ensure to write down any agreed actions, however agreed actions on 
enquiries are less likely than on complaint, as the advice we give our customer should 
help them self-serve. Actions could include following up in writing. 
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responsibility for what they do with personal data and how they comply 
with the other principles.
They must have appropriate measures and records in place to be able 
to demonstrate their compliance.

3




