
 
Privacy Notice for Orbis Call Handling and Response Centre Services 

Introduction 
We are responsible for providing call handling and response centre services on behalf of 
our customers. This privacy notice explains how we collect, use, store and share 
personal information that is provided to us by our customers and/or by individuals 
contacting us in relation to services we support. 

Data Controller 
For the purposes of UK data protection law (UK GDPR and Data Protection Act 2018), 
Orbis Protect Limited (“we”, “us”, “our”) is the Data Processor of the personal data 
described in this notice, and so on instruction from our Customer, the Data Controller. 

Personal Information We Process 
We process personal information that our customers share with us in order to provide 
call handling and response services. This may include: 
• Name, address and contact details (telephone number, email address) 
• Any relevant health and safety, welfare or other vital information needed to attend and 
carry out works safely 
• Other operational details required to manage and respond to calls effectively 

Where agreed with the customer we may access and process this data on their systems 
via remote access or other integration methods. We do not collect personal information 
directly from callers outside the context of providing the contracted service. 

How We Use Personal Information 
We use personal information to: 
• Provide and manage call handling and response services on behalf of our customers 
• Record, log and dispatch calls and associated instructions as required 
• Communicate with relevant parties about the nature of the call and any actions taken 
• Meet our contractual obligations to customers 

Lawful Basis for Processing 
We process this personal information where it is necessary for the performance of our 
contract with the customer. We may also process personal data where necessary to 
comply with legal obligations or to protect vital interests, for example where health and 
safety information is required to ensure safe attendance at a site or incident. 

How and Where We Store Data 
Personal information processed for these services is stored securely on our systems in 



 
accordance with our information security policies and applicable law. Where we access 
customer systems, we do so under appropriate agreements and security controls. 

Data Retention 
We retain personal data for as long as necessary to fulfil the purposes set out in this 
notice and to meet legal, regulatory and contractual commitments. Retention periods 
may vary by customer agreement or statutory requirement. Once data is no longer 
needed, we will securely delete or anonymise it. 

Keeping your personal information secure 

We have appropriate security measures in place to prevent personal information from 
being accidentally lost or used or accessed in an unauthorised way. These include 
ISO27001:2013 and Cyber Essentials certification. 

We limit access to your personal information to those who have a genuine business 
need to know it. Those processing your information will do so only in an authorised 
manner and are subject to a duty of confidentiality. 

We secure access to all areas of our websites using ‘https’ technology. 

We regularly monitor our systems for possible vulnerabilities and attacks, and we carry 
out penetration testing to identify ways to further strengthen security. 

We also have procedures in place to deal with any suspected data security breach. We 
will notify you and any applicable regulator of a suspected data security breach where 
we are legally required to do so. 

 

Who We Share Personal Information With 
We share personal information only as necessary to deliver the call handling services 
and to meet contractual obligations. This may include: 
• Customers for whom we provide services, where the data relates to their operations 
• Third parties such as emergency services or contractors where it is required to 
respond effectively to a call or incident (i.e so that they can attend your property and 
keep you updated on the progress.) 
• Service providers engaged to support our processing activities, under appropriate data 
processing agreements 

We do not transfer personal data outside the UK without appropriate safeguards. 



 
Your Rights 
Under UK GDPR you have rights in relation to your personal data including: 
• The right to access personal information we hold about you 
• The right to correct inaccurate or incomplete information 
• The right to request erasure or restriction of processing in certain circumstances 
• The right to object to processing where appropriate 
• The right to data portability where applicable 

To exercise these rights, please contact our Data Protection Officer via 

• email, call or write to our Data Protection Officer 
• let us have enough information to identify you; and 
• let us know the information to which your request relates. 

Complaints 
If you have concerns about how we handle your personal information, you can contact 
us. You also have the right to lodge a complaint with the UK Information 
Commissioner’s Office. 

Changes to this Privacy Notice 

This privacy notice was published on 30th January 2026. 
We may update this privacy notice from time to time. When we do we will make the 
updated version available on our website or through other appropriate communication 
channels. 

Contact Information 
If you wish to contact our Data Protection Officer, please send an email to 
dpo@orbisprotect.com, write to The Data Protection Officer, Orbis Protect Limited, 
Beaufort House, Cricket Field Road, UB8 1Q or call 0800 083 085 

 


