
 

 

 

Consultation response form 
Please complete this form in full and return to DCUguidance@ofcom.org.uk  

Consultation title Consultation: Deceased Child User Duties 

Full name  

Contact phone number  

Representing (delete as appropriate) Organisation 

Organisation name 5Rights Foundation 

Email address  

Confidentiality 
We ask for your contact details along with your response so that we can engage with you on this 
consultation. For further information about how Ofcom handles your personal information and your 
corresponding rights, see Ofcom’s General Privacy Statement. 

Your details: We will keep your contact 
number and email address confidential. Is 
there anything else you want to keep con-
fidential? Delete as appropriate. 

Nothing  

Your response: Please indicate how much 
of your response you want to keep confi-
dential. Delete as appropriate. 

None 

For confidential responses, can Ofcom 
publish a reference to the contents of your 
response?  

Yes  

 

 

 

 

 

mailto:DCUguidance@ofcom.org.uk
http://www.ofcom.org.uk/about-ofcom/foi-dp/general-privacy-statement


Your response 
Please tell us how you came across about this consultation. 

☐ Email from Ofcom 
☐ Saw it on social media 
☐ Found it on Ofcom's website 
☐ Found it on another website 
☐ Heard about it on TV or radio 
☐ Read about it in a newspaper or magazine 
☐ Heard about it at an event 
☐ Somebody told me or shared it with me 
☐ Other (please specify)    
 

Question Your response 

Question 1: Do you agree with our 
proposed objectives for the Guid-
ance? Please explain why. 
 

Confidential? N 

5Rights agrees with these objectives. This duty 
is about supporting parents through an un-
manageable and deeply distressing period, 
and it is right that companies are given clear 
guidance on their obligations. 

Overall, the proposed Guidance broadly pro-
vides a practical framework that promotes 
transparency, ensures parents are treated 
with dignity and sensitivity, and helps reduce 
the burden on them during an already difficult 
time.  

Question 2 a): In relation to each of 
the following areas, do you agree 
with our proposals? Please tell us 
why:  

i) A provider of a relevant ser-
vice’s policy about disclosure of 
information;  
ii) The procedure for parents to 
make a request;  
iii) The evidence the provider 
will require;   
iv) Sufficient detail about the dis-
closure of information.  

 

Confidential? – N 

i) The guidance should include a requirement 
that bereaved parents are supported by a con-
sistent point of contact or team throughout 
the request process. Having continuity in com-
munication can help reduce stress and ensure 
that parents receive consistent information 
and support at each stage. This issue was 
raised in our consultation with bereaved par-
ents and would strengthen the guidance’s fo-
cus on clarity, accessibility and sensitivity. 

iii) In relation to the evidence required to 
make such a request, the guidance should be 
strengthened to provide greater precision on 



Question Your response 

what forms of identification may reasonably 
be required. Ofcom should set clearer expec-
tations for services on the types of formal 
identification that are appropriate and pro-
portionate in this context. 

While it is welcome that the draft best prac-
tice recognises that some parents may not 
have access to certain forms of identification, 
and that services must be mindful of this, the 
guidance should go further in addressing data 
protection considerations. Services should be 
explicitly reminded of their obligations under 
UK GDPR, including the principle of data mini-
misation and the need for heightened care 
when dealing with members of the public in a 
vulnerable state. 

We therefore recommend that Ofcom provide 
a clearer indication of what constitutes a pro-
portionate level of identification, developed in 
collaboration with the Information Commis-
sioner's Office. This would support con-
sistency across services while ensuring that 
verification processes remain both accessible 
and compliant with data protection law. 

iv) Given that Ofcom states that the aim of the 
guidance is to “create greater transparency,” 
and that clarity and accessibility are funda-
mental to the purpose of this duty, the guid-
ance should go further in specifying the for-
mat in which information is disclosed. In par-
ticular, services should be expected to provide 
information in commonly accessible, user-
friendly formats (such as PDF or JPEG) that 
can be easily opened across a range of de-
vices. 

Where this is not feasible due to the size or 
complexity of the dataset, services must be 
required to provide clear and effective sup-
port to parents to enable them to access the 



Question Your response 

information in an appropriate format. This 
should not be left as optional good practice 
but established as a minimum requirement to 
ensure that disclosures are genuinely accessi-
ble in practice. 

 

Question 2 b): In relation to the pro-
visions in Question 2(a), are there 
other examples of good practice we 
should consider? 
 

Confidential? – N  

Best practice should, at a minimum, require 
that parents receive an acknowledgement of 
their request. As noted elsewhere in the guid-
ance, not receiving any communication can 
compound stress in what is already an ex-
tremely challenging situation for bereaved 
parents. Ofcom should therefore make clear 
that timely acknowledgement is a baseline ex-
pectation. The Act provides Ofcom the discre-
tion to require this.  

In addition, Ofcom should recommend that, 
where it is a service’s policy not to offer sup-
port to parents requesting this information, 
they provide a clear rationale for this position. 
This would promote transparency and ac-
countability, in addition to helping to ensure 
that parents understand the basis for any limi-
tations in the support provided. 

To further support transparency, Ofcom 
should maintain a publicly accessible record 
on its website of services’ policies in relation 
to supporting bereaved parents. This would 
enable greater consistency and help parents 
understand what they can expect from differ-
ent services. 

Best practice could also include a recommen-
dation that services work collaboratively with 
parents to clarify exactly what information is 
required, where appropriate and feasible. This 
approach would help ensure parents are not 
overwhelmed with unnecessary information, 



Question Your response 

while also reducing the burden on services by 
limiting disclosures to what is genuinely 
needed. Such tailored communication sup-
ports efficiency and sensitivity in handling 
these requests. 

Question 3 a): Do you agree with our 
proposals regarding providers re-
sponding in a timely manner? Provide 
any evidence to support your an-
swer.  
 

Confidential? – N 

While we recognise that mandating timescales 
for providing a full, substantive response may 
reasonably vary depending on factors such as 
the complexity of the request, the period it 
covers and the size of the data set involved in-
sufficient rationale has not been provided by 
Ofcom for the absence of a defined timescale 
for interim updates to parents. 

As Ofcom itself acknowledges in the draft 
guidance, this process often takes place dur-
ing a period of profound grief and distress for 
bereaved parents. In this context, a require-
ment to provide regular updates on the status 
of requests would be both proportionate and 
appropriate. 

Our work with bereaved parents consistently 
highlights the additional difficulty caused by 
prolonged periods without any communica-
tion, however brief, regarding the progress of 
their requests or where their questions have 
been directed. This lack of transparency can 
exacerbate an already deeply challenging ex-
perience. 

We note that the Act affords Ofcom sufficient 
discretion to require providers to issue up-
dates within a specified timeframe. We would 
therefore recommend that providers be re-
quired to supply updates at regular intervals. 

Question 3 b): Are there other exam-
ples of good practice we should con-
sider? 
 

Confidential? – N 

If this is not already explicitly required within 
the guidance to demonstrate compliance with 



Question Your response 

this duty, Ofcom should set out a recom-
mended timeframe for responses, along with 
expectations for interim updates on the pro-
gress of requests. This would help ensure that 
parents are not left waiting for an unreasona-
ble length of time without information. For a 
substantive response, Ofcom could also pro-
vide an indicative timeframe based on the vol-
ume of data involved and the period over 
which the request applies. 

 

Question 4: Do you agree with our 
proposal to require providers of rele-
vant services to also make their dis-
closure policy statement accessible 
as well as clear? Please explain why. 
 

Confidential? – N 

The guidance would benefit from including a 
requirement for services to work with chil-
dren’s rights organisations and/or child devel-
opment specialists to design language that is 
appropriate for children. Given the sensitive 
and potentially challenging nature of this sub-
ject, information should be presented in a way 
that children can understand, and that is de-
livered with care, clarity and age-appropriate 
language. 

Question 5: Do you have any com-
ments in relation to our proposal to 
align our approach to clarity and ac-
cessibility with the approaches taken 
in our Illegal Harms and Protection of 
Children Codes? Please explain why.  
 

Confidential? – Y / N 

Question 6: Are there other exam-
ples of good practice in relation to 
clarity and accessibility we should 
consider? 

 

Confidential? – Y/ N 

Question 7: Do you have any com-
ments on our proposals in relation to 
how providers should provide a sup-
port function?   

Confidential? – Y / N 



Question Your response 

 

Question 8: Do you have any com-
ments in relation to the details about 
a support function which a provider 
of a relevant service must include in 
its terms of service?  
 

Confidential? – N 

The guidance should include a recommenda-
tion that parents are informed about the op-
erational details of any support function in-
cluded in a service’s terms of service. In par-
ticular, parents should be made aware of how 
frequently a phone line or email address is 
monitored, and during which hours support is 
available. Providing this information clearly 
helps manage expectations, ensures timely ac-
cess to support, and reduces additional stress 
for parents in already difficult circumstances. 

Question 9: Are there other exam-
ples of good practice in relation to 
the provision of a support function or 
the details to be included in the 
terms of service we should also con-
sider?  
 

Confidential? – Y / N 

Question 10: Do you have any com-
ments on our proposal to align our 
guidance for how providers of rele-
vant services should operate a com-
plaints function with the approach 
taken in the Illegal Content and Pro-
tection of Children Codes?  
 

Confidential? – Y / N 

Question 11: Do you agree with our 
proposal not to require providers of 
relevant services to operate a sepa-
rate complaints function? Please ex-
plain why.   
 

Confidential? – N 

We do not agree with the rationale that it is 
disproportionate to expect providers of rele-
vant services to operate a separate complaints 
function for bereaved parents. While provid-
ers may organise complaints handling in dif-
ferent ways, the circumstances addressed by 
this guidance are highly specific, as Ofcom has 



Question Your response 

acknowledged elsewhere. We are not confi-
dent that existing complaints procedures are 
sufficient or effectively monitored. In 2024 
5Rights worked with a specialist police force 
who had reported CSAM found on Instagram 
accounts to the dedicated email address on 
Meta’s website. The service itself subse-
quently admitted that this was not monitored. 
As a result, illegal content went unaddressed. 
This was raised with Ofcom in correspondence 
in December 2024. 

Given the exceptional sensitivity of requests 
from bereaved parents, and the significant 
risks and stress involved, Ofcom should re-
quire a dedicated complaints function specifi-
cally for these requests. This would help en-
sure that complaints are properly tracked, 
monitored and addressed in a timely and sen-
sitive manner, reflecting the seriousness of 
the circumstances under which these requests 
are made. 

Question 12: Do you have any com-
ments on our proposal in relation to 
easily accessible policies and pro-
cesses that govern the handling and 
resolution of such complaints?  
 

Confidential? – Y / N 

Question 13: Are there any further 
examples of good practice in relation 
to the operation of a complaints 
function or the provision of relevant 
provisions in the terms of service we 
should consider?  
 

Confidential? – Y / N 

Question 14: Do you have any com-
ments on the; impact assessment; 
rights assessments; equality 99 as-
sessment; and Welsh language im-
pact assessment. Please provide any 

Confidential? – Y / N 



Question Your response 

information or evidence in support of 
your views.  
 

Please complete this form in full and return to DCUguidance@ofcom.org.uk.  

 

mailto:DCUguidance@ofcom.org.uk

	Consultation response form
	Confidentiality
	Your response

	Consultation: Deceased Child User Duties

