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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
· How to complain

[bookmark: contact]Contact details:
Post: 504 Manchester Road, Blackrod, , BOLTON, , BL6 5SW, GB
Telephone: 07706447261
Email: info@horwichcanines.co.uk

[bookmark: collect]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
· Addresses
· Purchase or account history
· Payment details (including card or bank information for transfers and direct debits)
· Health and safety information
· Account information
· Website user information (including user journeys and cookie tracking)
· Photographs or video recordings
· Records of meetings and decisions
· Information relating to compliments or complaints

We collect or use the following information for the operation of customer accounts and guarantees:
· Names and contact details
· Addresses
· Payment details (including card or bank information for transfers and direct debits)
· Purchase history
· Account information, including registration details
· Information used for security purposes
· Marketing preferences

We collect or use the following information for service updates or marketing purposes:
· Names and contact details
· Addresses
· Marketing preferences
· Location data
· Recorded images, such as photos or videos
· Purchase or viewing history
· IP addresses
· Website and app user journey information
· Records of consent, where appropriate

We collect or use the following information to comply with legal requirements:
· Name
· Contact information
· Financial transaction information
· Any other personal information required to comply with legal obligations
· Health and safety information

We collect or use the following personal information for dealing with queries, complaints or claims:
· Names and contact details
· Address
· Payment details
· Account information
· Purchase or service history
· Video recordings of private or staff only areas
· Audio recordings of private or staff only areas
· Witness statements and contact details
· Relevant information from previous investigations
· Customer or client accounts and records
· Financial transaction information
· Information relating to health and safety
· Correspondence

[bookmark: lawful]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:
· Collecting this information benefits both you and our organisation by allowing services to be arranged, and ensures animals receive appropriate care. We have considered the potential impact on individuals\' privacy and believe our legitimate interests do not override their rights and freedoms. We only collect information that is necessary for providing the services or goods, keep it secure, limit access to authorised persons, and retain it only for as long as needed. Clients would reasonably expect us to use their information in this way when engaging our services, and the use of this information presents a low risk to their privacy.
For more information on our use of legitimate interests as a lawful basis you can contact us using the contact details set out above.
· Recognised legitimate interests - our pre-approved purpose for collecting or using personal information to provide and improve products and services for clients are:
We need to share personal information with a public authority or another organisation because they need it for their public tasks or official functions (the ‘public task disclosure response condition’)., We need to respond to, or deal with, an emergency event or situation (the ‘emergencies condition’).
· Vital interests – collecting or using the information is needed when someone’s physical or mental health or wellbeing is at urgent or serious risk. This includes an urgent need for life sustaining food, water, clothing or shelter. All of your data protection rights may apply, except the right to object and the right to portability.

Our lawful bases for collecting or using personal information for the operation of customer accounts and guarantees 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:
· Collecting this information benefits both you and our organisation by allowing services to be arranged. We have considered the potential impact on individuals\' privacy and believe our legitimate interests do not override their rights and freedoms. We only collect information that is necessary for providing our services, keep it secure, limit access to authorised persons, and retain it only for as long as needed. Clients would reasonably expect us to use their information in this way when engaging our services, and the use of this information presents a low risk to their privacy.
For more information on our use of legitimate interests as a lawful basis you can contact us using the contact details set out above.
· Recognised legitimate interests - our pre-approved purpose for collecting or using personal information for the operation of customer accounts and guarantees are:
We need to share personal information with a public authority or another organisation because they need it for their public tasks or official functions (the ‘public task disclosure response condition’)., We need to respond to, or deal with, an emergency event or situation (the ‘emergencies condition’).
· Vital interests – collecting or using the information is needed when someone’s physical or mental health or wellbeing is at urgent or serious risk. This includes an urgent need for life sustaining food, water, clothing or shelter. All of your data protection rights may apply, except the right to object and the right to portability.

Our lawful bases for collecting or using personal information for service updates or marketing purposes 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:
· Collecting this information benefits both you and our organisation by allowing services to be arranged, and ensures animals receive appropriate care. We have considered the potential impact on individuals\' privacy and believe our legitimate interests do not override their rights and freedoms. We only collect information that is necessary for providing our services, keep it secure, limit access to authorised persons, and retain it only for as long as needed. Clients would reasonably expect us to use their information in this way when engaging our services, and the use of this information presents a low risk to their privacy.
For more information on our use of legitimate interests as a lawful basis you can contact us using the contact details set out above.
· Recognised legitimate interests - our pre-approved purpose for collecting or using personal information for service updates or marketing purposes are:
We need to share personal information with a public authority or another organisation because they need it for their public tasks or official functions (the ‘public task disclosure response condition’)., We need to respond to, or deal with, an emergency event or situation (the ‘emergencies condition’).
· Vital interests – collecting or using the information is needed when someone’s physical or mental health or wellbeing is at urgent or serious risk. This includes an urgent need for life sustaining food, water, clothing or shelter. All of your data protection rights may apply, except the right to object and the right to portability.

Our lawful bases for collecting or using personal information for legal requirements 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.
For more information on our use of legitimate interests as a lawful basis you can contact us using the contact details set out above.
· Recognised legitimate interests - our pre-approved purpose for collecting or using personal information to comply with legal requirements are:
We need to share personal information with a public authority or another organisation because they need it for their public tasks or official functions (the ‘public task disclosure response condition’)., We need to respond to, or deal with, an emergency event or situation (the ‘emergencies condition’).
· Recognised legitimate interests - our pre-approved purpose for collecting or using personal information for recruitment purposes are:
Our lawful bases for collecting or using personal information for dealing with queries, complaints or claims 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:
· Collecting this information benefits both you and our organisation by allowing through investigations to take place. We have considered the potential impact on individuals\' privacy and believe our legitimate interests do not override their rights and freedoms. We only collect information that is necessary for providing our services, keep it secure, limit access to authorised persons, and retain it only for as long as needed. Clients would reasonably expect us to use their information in this way when engaging our services, and the use of this information presents a low risk to their privacy.
For more information on our use of legitimate interests as a lawful basis you can contact us using the contact details set out above.
· Recognised legitimate interests - our pre-approved purpose for collecting or using personal information for dealing with queries, complaints or claims are:
We need to share personal information with a public authority or another organisation because they need it for their public tasks or official functions (the ‘public task disclosure response condition’)., We need to respond to, or deal with, an emergency event or situation (the ‘emergencies condition’).
[bookmark: infofrom]
Where we get personal information from
· Directly from you
· CCTV footage or other recordings
[bookmark: retention]How long we keep information
	Information Type
	Examples
	Retention Period
	Reason

	Client contact details
	Name, address, phone number, email
	Duration of service + 6 years
	To manage services and deal with potential contractual or legal claims.

	Dog information
	Breed, age, behaviour notes, feeding instructions
	Duration of service + 6 years
	To provide safe and appropriate care and maintain records if a dispute arises.

	Veterinary details
	Vet name, contact details, medical information provided by owner
	Duration of service + 6 years
	To respond appropriately in emergencies and for insurance purposes.

	Emergency contact details
	Names and telephone numbers
	Duration of service + 6 years
	To contact someone if the owner cannot be reached.

	Signed service agreements and consent forms
	Contracts, terms and conditions
	6 years after the agreement ends
	Limitation period for contractual claims in England and Wales.

	Invoices and accounting records
	Payments, receipts, bank transaction records
	6 years from the end of the financial year
	Required for tax and HMRC record-keeping obligations.

	Accident or incident records
	Injury reports, dog fights, property damage
	6 years after the incident
	For insurance and potential legal claims.

	Enquiries from prospective clients
	Contact forms, emails from people who do not become clients
	12 months
	To respond to enquiries and follow up if appropriate.

	Marketing communications
	Newsletter subscriptions, marketing consent records
	Until consent is withdrawn or after 2 years of inactivity
	To manage marketing preferences and demonstrate compliance.

	CCTV or security footage (if applicable)
	Property security recordings
	Up to 30 days unless required for an investigation
	To protect property and investigate incidents.


For more information on how long we store your personal information or the criteria we use to determine this please contact us using the details provided above.
[bookmark: share]Who we share information with
Data processors
Bookings Software Company
This data processor does the following activities for us: they store information provided by the Client in order to fulfil Contracts and Services, and keep a record of invoices and services.
Financial payment processor company
This data processor does the following activities for us: they process electronic payments
Bookkeeping Software
This data processor does the following activities for us: they manage payroll, they keep a record of all financial data.

Others we share personal information with
· Relevant regulatory authorities
· Organisations we’re legally obliged to share personal information with
· Publicly on our website, social media or other marketing and information media
· Suppliers and service providers

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@horwichcanines.co.uk
Telephone: 07706447261
Post: 504 Manchester Road Blackrod Bolton BL6 5SW
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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Care you can trust. Adventures they will love.





