	Req. ID 
	SR-PRIV-019
	Category
	SECURITY

	Subcategory(ies)/
Tags
	Privacy, Monitoring and Enforcement

	Name
	Inquiry, Complaint, and Dispute Process

	Requirement
	A process is in place to address inquiries, complaints, and disputes. The corporate privacy officer or other designated individual is authorized to address privacy related complaints, disputes, and other problems.

Systems and procedures are in place that allow for:
· Procedures to be followed in communicating and resolving complaints about the entity
· Action that will be taken with respect to the disputed information until the complaint is satisfactorily resolved
· Remedies to be available in case of a breach of personal information, and how to communicate this information to an individual
· Recourse and a formal escalation process to be in place to review and approve any recourse offered to individuals
· Contact information and procedures to be followed with any designated third-party dispute resolution or similar service (if offered)

	Use Case(s)
	

	Rationale
	The tenth principle of the Generally Accepted Privacy Principles (GAPP) is Monitoring and Enforcement. This principle requires that the entity monitor compliance with its privacy policies and procedures and have procedures to address privacy-related inquiries and disputes.

	Priority
	Critical/High/Medium/Low

	Constraints
	NA

	Comments
	



