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West Sussex County Council Customer Services Retention Schedule
Introduction

The County Council’s record retention and disposal schedule for Customer Services has been developed by the Customer Services services in
collaboration with the Records Management Service. The schedule applies to both hard copy and electronic records.

This retention schedule identifies Customer Services record types. Each of these record types has then been allocated a retention period based
on legislation, business need, best practice, or a combination of these.

The schedule is a vital tool to ensure the council complies with the Data Protection Act 2018 and UK GDPR.

Why this schedule is important
Customer Services activities produce many types of record. It is vital that these are organised in a manner that makes them retrievable and
retained for a suitable period of time.

The council has a legal duty not to retain information longer than is necessary, as outlined in the Principle (c): Data minimisation of UK GDPR. It
is also important that council resources are not being used to store records and data that are no longer required, whilst also ensuring these are
not destroyed or deleted too soon. Having a fully implemented, comprehensive and regularly updated retention schedule enables the council
to meet these legislative duties.

A further explanation as to why a retention schedule is important can be found on the Information Commissioner’s Office website as part of
Principle (e): Storage Limitations of UK GDPR.

Using the Record Retention and Disposal Schedule

The retention schedule is not based on the current directorates and business units of the council, but rather the overall functions and activities.
This means it will remain relevant in the event of future re-structuring or renaming of directorates and business units.


https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/principles/data-minimisation/
https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/principles/storage-limitation/#retention_policy
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- Definition of terms
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Term Definition

Function The top-level function within the County Council, e.g. Children’s Services
Activity The activity within the function, e.g. social care

Code A unique code given to each record type

Record Type

The different types of record used to carry out the activity, e.g. case file

Retention Period

The number of years the record type should be retained before being reviewed for destruction or
permanent archive

Retention Period Calculated From

The point at which the retention period begins. This may be the date of birth or the last contact
with an individual, the end of a contract, or something else

Statutory Provision / Justification

The reason for the retention period. This is usually based on legislation, business need, best practice
or a combination of these

Contains Personal Data?

Yes/No - Does the record type contain any of the following information about an individual: name,
address, telephone number, email address or any other information that could identify the
individual?

Action

A description of what happens once the retention period is up. This will usually be that the record
will be reviewed for destruction or further retention, or appraised for permanent preservation in the
County Archives

Additional Notes

Any additional information or caveats relating to the record type, the retention period or the action

Fileplan

List of functions, activities, and record types to form the main reference tool of the retention
schedule
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- When should information be retained beyond agreed retention schedule?
Information may occasionally be retained beyond the agreed retention period. The ‘Retention Period Calculated From’ date may begin again if:

e a case has been re-opened;

e anew case activity has occurred;

e itis felt there is an ongoing business or care need to retain the record; or

e aninquiry or police investigation require a record or group of records to be retained

Destruction process
Paper records authorised for destruction are confidentially destroyed. Electronic records are deleted from council systems.

What items go into permanent archive?

When a record has been designated for destruction or deletion it may be randomly selected or appraised by an archivist from the West Sussex
Record Office to determine if it holds historical value. If this is the case, it may be retained permanently in the council’s corporate archive.

Limitations

Many types of record do not have specified retention periods in law or in official local government guidance. To develop this schedule,
departments have reviewed and provided updates for their areas to establish a ‘best practice’ retention period where there is not one in
legislation. Further, a review of the best practices adopted by some other local authorities was conducted during the creation of the schedule.

Deleting information from a system is not always a straightforward matter. Where an IT system does not allow for part-deletion of a record, the
Council will consider data protection legislation and guidance from the Information Commissioner’s Office (ICO).
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The Retention Schedule
Customer Services

CS1 Blue Badge Scheme

Code Record Type Retention | Retention Statutory Contains Action
Period Period Provision / Personal
Calculated From | Justification Data?

Additional Notes

CS1.1 | paper Applications and
supporting
documentation -

Customer applications, After scanning Secure

medical evidence, 3 months onto system Best practice ves destruction n/a
medical letters, doctor
summaries, PIP award
letters.
Cs1.2
Online applications - 6 years 3 I . Secure
months on | Date of application Best practice Yes : n/a
as above destruction
BBCMS
CSs1.3
Supporting documents 6 years 3 Secure
months on Date of document Best practice Yes n/a

— as above destruction

BBCMS
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Code Record Type Retention | Retention Statutory Contains Action Additional Notes
Period Period Provision / Personal
Calculated From | Justification Data?
Cs1.4
Log on
Cheque Payments via register as
Post — customer received . . Secure
Date received Best practice Yes ; n/a
cheques for payment keep on destruction
of Blue Badge register for
6 months
1. ils i
CS1.5 | Emails in AS Blue Standard WSCC
Badge - customer . . . Secure
4 15 months Date of email retention period Yes ; n/a
queries, payments, f . destruction
or emails
auto renewals
CS2 Customer Service Centre
Code Record Type Retention | Retention Statutory Contains Action Additional Notes
Period Period Provision / Personal
Calculated From | Justification Data?
Cs2.1 Call recordings 6 months Date of call Best practice yes Deleted from Calls recorded for
voice-telephony training and
recording clarification purposes
system only
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