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Customer Privacy Notice
Somerset Care Limited (“we,” “us”) is committed to protecting your personal data. This Privacy Notice explains how we collect, use, share, and protect your information in line with the UK GDPR, the Data Protection Act 2018, the Data Use and Access Act 2025. This Privacy Notice applies to everyone who lives in, stays at, or receives care or services at any Somerset Care Limited Care services. It explains how we look after your personal information, why we use it, and the safeguards we have in place to protect your privacy wherever you receive care from us.
Somerset Care Limited, registered in England and Wales under company number 02548025, is the Data Controller responsible for the personal information we collect and use.  This means we are responsible for deciding what information we collect about you, how we use it, and the safeguards we put in place to protect it. As a private healthcare provider offering residential care services, home care, specialist care, learning disabilities care and physical disabilities care, we must process certain personal and medical details to deliver safe, effective care.
Data Protection Officer
Somerset Care has appointed an internal Data Protection Officer (DPO) to provide oversight, expert advice, and support with our data protection compliance.  
If you have any questions about how we handle your personal information you can contact our DPO using the details below:
Email: Trudy.Craig@somersetcare.co.uk
Postal address: Data Protection Officer, c/o Somerset Care, Acacia House, Blackbrook Park Avenue, Taunton, Somerset TA1 2PX
The DPO is independent of Somerset Care’s clinical and administrative teams and is responsible for monitoring compliance, advising on data protection matters, and acting as a point of contact for the ICO where required.
Personal Data We Collect
To deliver safe, effective rehabilitation and healthcare services, we need to collect and process a range of personal information about you. This helps us understand your medical needs, coordinate your care, and ensure we are providing the highest possible clinical standards. The types of personal data we collect include:
· Identity data (name, date of birth)
· Contact data (phone, email, address)
· Medical and health data (clinical notes, treatment information, referral details)
· Emergency/next-of-kin contact details
· Payment and billing information
· Website usage data (cookies, analytics, IP address)
· CCTV footage (if you attend one of our care homes)
How We Use Your Data
We use your personal and medical information to ensure we deliver high‑quality, safe and effective rehabilitation, and healthcare services. The ways in which your data is used include:
· To provide your treatment and rehabilitation - We use your medical history, clinical notes, assessment results and treatment information to understand your health needs, plan your care, and deliver appropriate rehabilitation services tailored to you. This includes monitoring your progress and adapting your treatment plan as required.
· To communicate with you - We use your contact details to arrange appointments, send reminders, discuss your care, respond to your enquiries, and keep you informed about any changes affecting your treatment. Clear communication helps us provide a smooth and reliable service.
· To coordinate your care with other professionals - Where necessary for your treatment, we may use and share relevant information with your referring clinician, GP, surgeon, therapist, or insurer. This ensures continuity of care, avoids duplication, and helps us understand the wider clinical context of your rehabilitation.
· To maintain accurate and compliant clinical records - We use your information to update your medical record, document your progress, and ensure we meet clinical, regulatory, and professional standards. Accurate records support safe decision‑making and are a legal requirement for healthcare providers.
· To manage billing and administration - If your care is self‑funded or covered by an insurer, we use your data to issue invoices, process payments, confirm eligibility, and manage our financial records.
· To ensure safety, security and quality of service - CCTV footage and certain operational data may be used to maintain the safety of patients, visitors, and staff, and to protect our premises. We may also use aggregated or anonymised information to review performance, improve our services, and ensure we meet regulatory standards.
· To handle feedback, queries, and complaints - If you contact us with a question, comment, or concern, we use the information you provide to respond appropriately and to help improve our services. If you make a formal complaint, we are required to record and review relevant details to address the issue properly.
· To manage our website and digital services - When you use our website, we may use technical data, such as cookies or analytics, to maintain security, understand usage patterns, and improve user experience.
Lawful Bases for Processing
Data protection law requires us to identify a lawful basis every time we use or share your personal information. These legal bases explain why we are allowed to process your data and help ensure that your information is handled fairly, transparently, and in line with your expectations as a patient receiving healthcare services.


As we provide rehabilitation and post‑operative support, much of the information we process is sensitive health data, which receives additional protection under the UK GDPR.  Our processing of health information is also based on Schedule 1, Part 1 of the Data Protection Act 2018 (health or social care purposes).
Below is an explanation of the lawful bases we rely on and why they apply to the care we provide.
· To provide your healthcare and rehabilitation – Article 6(1)(b) - We process much of your personal information because it is necessary to deliver the services you have asked us to provide. This includes arranging appointments, creating, and maintaining your medical record, assessing your needs, and delivering treatment. Without using your information in this way, we would not be able to provide your care safely or effectively.
· To process your medical and health information – Article 9(2)(h) - Health and medical information is classed as special category data, which has extra safeguards. We are permitted to use this data because it is necessary for the provision of health or social care. This lawful basis allows clinicians, therapists, and other healthcare professionals involved in your rehabilitation to access and update your records so they can deliver appropriate and safe treatment.
· For our legitimate interests – Article 6(1)(f) - In some situations, we use your personal data because it is necessary for purposes that support the effective running of our care home, as long as this does not override your rights. Examples include ensuring the security of our premises, keeping internal administrative records, analysing service performance, or improving our facilities. Where we rely on this basis, we always consider your privacy and ensure the impact on your rights is minimal.
· When you give your consent – Article 6(1)(a) - For certain optional activities, such as participating in non‑essential feedback requests, we will only use your personal data if you have given us clear consent. You have full control over this and can withdraw your consent at any time without affecting your care.
· When the law requires us to do so – Article 6(1)(c) - On occasion, we may need to process or share your information to comply with legal obligations - for example, where regulators require us to provide certain information, or where we must report concerns relating to safeguarding or public safety. In these situations, we only share what is absolutely necessary and always act in accordance with relevant laws and professional duties.
Who we share your information with
We only share your personal information when it is necessary for your care, for the safe and effective running of our services, or when we are legally required to do so. We never sell your data, and we take care to ensure that anyone we share information with protects it in line with data protection law and professional confidentiality standards.
· Sharing information with healthcare professionals involved in your care - To ensure you receive well‑coordinated and clinically appropriate treatment, we may share relevant information with other healthcare professionals directly involved in your rehabilitation. 


· This may include your referring consultant, surgeon, physiotherapist, GP, or other specialists. Sharing information in this way helps maintain continuity of care, prevents duplication, and 
ensures all those supporting your recovery have an accurate understanding of your clinical needs.
· Sharing with insurers or funders - If your treatment is funded by an insurance provider, employer, or other third party, we may share the minimum necessary information to confirm eligibility, arrange authorisations, or process payment. We only share what is required to administer your care and funding arrangements.
· Sharing with our trusted service providers - We work with carefully selected companies that help us deliver our services, for example, IT providers who support our clinical systems, secure data storage services, or administrative support partners. These organisations act under our instructions, must follow strict data protection requirements, and are not permitted to use your information for their own purposes.
· Regulators and legal obligations - We may need to share certain information to comply with our legal and regulatory duties, such as with the Care Quality Commission (CQC) or other authorities. This is only done when required by law, and we limit information to what is strictly necessary.
· CCTV and safety - If you attend our premises, you may be recorded on CCTV. This footage may be shared with authorities where needed, for example, in the event of an incident or for safety investigations.
How we protect your data
We take the security of your personal and medical information extremely seriously. Because much of the data we hold relates to your health, we apply strict technical and organisational measures to make sure it is always protected. These controls are designed to prevent your information from being accessed, lost, changed, or shared in ways that are not authorised.
To keep your data safe, we use a combination of the following safeguards:
· Secure clinical and administrative systems – Your information is stored on secure, access‑controlled systems designed specifically for handling healthcare data.
· Role‑based access controls – Only the staff who genuinely need to access your information for your care administration can do so. Access rights are regularly reviewed.
· Encryption and secure transmission – Where appropriate, data is encrypted or transmitted using secure methods to ensure it cannot be intercepted or read by unauthorised parties.
· Physical security – Our buildings, treatment areas, and records storage locations are protected by physical security measures, including controlled entry and CCTV, to prevent unauthorised access.



· Staff training and confidentiality – All staff receive regular training on confidentiality, data protection responsibilities, and safe handling of medical information. Everyone working with your data is bound by professional and contractual confidentiality obligations.
· Carefully selected service providers – When we work with external companies (for example, IT or data‑hosting providers), we ensure they meet strict security requirements and handle your data only under our instructions.
These safeguards work together to ensure that your information is protected throughout your relationship with us, from the moment it is collected to its secure disposal at the end of its retention period.
International Transfers
We generally process all data in the UK or EEA, if on exception your personal data is stored or processed outside of the UK or EEA we only work with providers who meet strict data protection and security standards, and we ensure that any international transfers are protected by legally‑approved safeguards. 
How long we keep your data for
We only keep your personal information for as long as it is genuinely needed. The length of time depends on the type of data, the nature of the services we provide to you, and the legal or regulatory requirements we must follow as a healthcare provider. We aim to keep your information no longer than necessary; while ensuring we maintain complete and accurate records to support your care, protect your safety, and meet our professional obligations.  Our retention of medical records follows the standards set out in the NHS Records Management Code of Practice.
  We have listed the most applicable retentions below:
· Medical records: Because your clinical information forms an important part of your ongoing health history, we are required to retain your medical records for a set period defined by national clinical standards. These rules ensure that if you return to us in the future, or if another healthcare professional needs to understand your previous treatment, your records are available. We retain adult health records for 8 years and once the required retention period has passed, your records are securely destroyed.
· Financial data: We retain financial data for 6 years.  This allows us to meet accounting, auditing, and taxation obligations, and to respond to any future billing queries.
· CCTV footage: CCTV recordings are kept for 30 days, unless an incident occurs that requires us to retain the footage for longer, for example for security, safety, or legal reasons.
· Communications, feedback, and complaints - If you contact us with a question, concern, or complaint, we keep the relevant correspondence for a period that allows us to follow up appropriately, review outcomes, and improve our services. Complaints are retained for a longer period (10 years) to ensure we meet regulatory requirements.
· Subject Access Requests (SARs) - If you make a request to access your personal data under your data protection rights, we keep a record of the request, our response, and any related correspondence for 3 years. Keeping SAR records for this period allows us to demonstrate compliance with the UK GDPR, respond to any follow‑up questions, and evidence how we handled your request if you raise concerns with the ICO.
Secure disposal
Once information reaches the end of its retention period, it is disposed of securely. This may include certified digital deletion, secure shredding, or other approved methods to ensure your data cannot be accessed or reconstructed.
Your Data Rights
You have several important rights over your personal data, and we want you to feel confident and informed about how to exercise them. These rights are designed to give you control, ensure transparency, and protect your privacy while allowing us to deliver safe and effective healthcare. We take these rights seriously and will always respond to any requests in a fair, timely and lawful way.  To exercise any of these rights please email us at Trudy.Craig@somersetcare.co.uk.

· Your right to be informed - You have the right to be informed about how we collect, use, store, and share your personal information. 
· Your right to access your data - You can request a copy of the personal data we hold about you, including your medical records, correspondence, or other relevant information. This is known as a Subject Access Request (SAR
· Your right to have incorrect information corrected - If any of the information we hold about you is inaccurate or incomplete; you can ask us to correct it. Ensuring your clinical records are accurate is essential for providing you with safe, effective treatment.
· Your right to request deletion of your information - You may ask us to delete your personal information in certain circumstances. While this right does not usually apply to medical records, because we are legally required to maintain them, we will consider each request carefully and explain any limitations clearly and transparently.
· Your right to restrict how your information is used - You can request that we limit how we use your information. This might apply, for example, if you believe the data is inaccurate, or if you need us to store information but not use it while a concern is being resolved.
· Your right to object to certain types of processing - You can object to us using your data for activities that are not essential to your healthcare, for example, optional communications or surveys.
· Your right to withdraw consent - If we rely on your consent for a particular activity, such as optional marketing or surveys, you can withdraw that consent at any time. This will never affect the care or services you receive from us.

· Your right to data portability – where applicable you can ask for your information in a structured, commonly used format so that you can share it with another organisation, such as another care provider or health service, when applicable.
· Your rights in relation to automated decision-making or profiling - You have the right not to be subject to decisions based solely on automated processing or profiling that could significantly affect you.  Somerset Care does not use automated decision making or profiling tools, but should this ever change we would notify you.
Your right to complain
If you are unhappy with how we use your data, we encourage you to raise your concerns with us first so we can resolve them quickly.  Under the Data Use & Access Act 2025, we operate a formal data complaints process.  You can contact us via the following methods:

Post: Somerset Care, Acacia House, Blackbrook Park Avenue, Taunton, Somerset TA1 2PX
Phone: 01823 448150
Email: Trudy.Craig@somersetcare.co.uk
If you are unhappy with the response, you have the right to raise this with the Information Commissioner’s Office (ICO), the UK’s independent regulator for data protection. You can raise a data protection complaint by:
Website:https://ico.org.uk 
Postal address: Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF
Helpline telephone number: 0303 123 1113
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