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September 2018

The Honourable Curtis Pitt MP 
Speaker of the Legislative Assembly 
Parliament House 
George Street 
Brisbane Qld 4000

Dear Mr Speaker

I am pleased to present the Annual Report 2017–18 and financial statements for the Office of the 
Information Commissioner.

The report contains an account of our work for the 12 months ending 30 June 2018 and is  
made pursuant to section 184 of the Right to Information Act 2009 (Qld) and section 193  
of the Information Privacy Act 2009 (Qld).

It reflects our performance against our Strategic plan for 2017–21.

I certify that this Annual Report complies with:

•  prescribed requirements of the Financial Accountability Act 2009 (Qld) and the  
Financial and Performance Management Standard 2009; and

•  detailed requirements set out in the Annual report requirements for Queensland  
Government agencies.

A checklist outlining the annual reporting requirements can be found at page 76 of  
this Annual Report.

Yours sincerely

Rachael Rangihaeata 
Information Commissioner
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About this report

Our Annual Report 
provides an overview  
of performance towards 
achieving an informed 
Queensland that  
values and respects 
information rights  
and responsibilities.

We are required to report annually on specific aspects of our activities.  
This Annual Report provides an:

•  account of revenue and how we have used public funds

•  insight into challenges and opportunities that have influenced our actions,  
as well as setting priorities for the year ahead; and

•  assessment of achievement in meeting corporate and operational plans as 
measured against a range of performance indicators.

This Annual Report is an important component of how we monitor our 
performance, which feeds into organisational planning and resource allocation.

Acknowledgement of Traditional Owners  
and Elders
The Office of the Information Commissioner acknowledges Aboriginal and  
Torres Strait Islander peoples as the First Australians and recognises their 
culture, history, diversity and their deep connection to the land, waters and  
seas of Queensland and the Torres Strait. We acknowledge the traditional 
custodians of the lands on which we operate and wish to pay our respects  
to their Elders past and present. 
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Technology and the management 
of personal data continues to be an 
underlying theme of key challenges 
and concerns for agencies and the 
community. We focused on the 
imperative for privacy by design 
through privacy impact assessments, 
with advice, guidance and training  
in 2017–18.

This theme reflected the findings of 
our first audit report tabled in 2017–18, 
Privacy and Mobile Apps. Through 
an audit of three different agencies 
and apps commonly used by the 
community, key recommendations 
were made about privacy by design 
for the adoption of technology, 
including refreshing such technology. 
The principles, findings and 
recommendations of this audit are 
relevant across other technology being 
adopted across government such as 
body worn cameras and  
video surveillance.

We also conducted three audits of 
local governments in 2017–18 which 
focused on right to information and 
information privacy obligations, and 
found that Townsville City Council and 
Ipswich City Council had a number 
of areas of improvement to ensure 
compliance. The Council of the City of 
Gold Coast had implemented 11 of 14 
recommendations from our 2015–16 
Compliance Review, with the remaining 
recommendations being progressed 
due to council transitioning to  
new systems. 

This is a considerable achievement, 
particularly given we started the year 
with a high number of applications 
on hand, ongoing complexity and 
continued to deal with temporary  
staff churn. 

It is clear that the last resort option of 
formal access applications continues 
to be an important part of right to 
information in Queensland, and 
where necessary, people will exercise 
their review rights. Given the external 
review demand has continued to be 
well above that under the repealed 
Freedom of Information Act 1992 
and is increasing over time, securing 
resourcing for this function was critical. 
The 2018–19 budget provides ongoing 
funding for four additional permanent 
external review staff, effectively 
replacing temporary staffing solutions 
that have been approved in most 
financial years for 12 months at a time, 
pending consideration of a permanent 
solution by the Independent Strategic 
Review of the office. The additional 
ongoing funding implements a key 
recommendation of the Independent 
Strategic Review, and staff have been 
permanently appointed to these roles.

Privacy was frequently in the headlines 
during 2017–18 and a topic of 
conversation due to developments at 
the international, national and local 
level. General privacy awareness 
has never been higher, however the 
changing regulatory environment 
is challenging for stakeholders and 
misconceptions continue to arise. 

Message from the  
Information Commissioner

The Office of the 
Information Commissioner 
has realised several 
important achievements 
and milestones in 2017–18. 

The year has also been a period of 
transition and ensuring we are well 
placed for future OIC and stakeholder 
needs. During 2017–18 privacy and 
information access, transparency, 
open government and accountability 
more broadly have been the subject  
of greater public debate and 
increasing community expectations.

Strong demand for our services has 
continued in 2017–18, including 
a record 624 external review 
applications received. The upward 
trend for external review services, 
which comprises the largest 
proportion of our resources,  
is consistent with other Australian  
and New Zealand jurisdictions, and 
may be due to a greater awareness 
of the right to access. In 2017–18 we 
saw substantial growth in the number 
and percentage of external review 
applications received in relation to 
the local government and Queensland 
Government department sectors.

Despite the significant increase  
in demand, we finalised a record  
595 external review applications 
in 2017–18, up from 413 last year. 
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Transparency, accountability and 
open government were also live 
topics for public debate and media 
commentary in 2017–18. For Right to 
Information Day, our 2017 Solomon 
Lecture by widely respected journalist 
Kerry O’Brien, focused on the lessons 
learnt since the Fitzgerald Inquiry. 
The lecture and associated panel 
discussion engaged a strong live 
and streamed audience, including 
discussion about the media’s role  
in keeping the community informed. 
The 2018 Privacy Awareness Week 
launch featured the Attorney-General 
and Minister for Justice, Professor 
David Lacey and Mr Paul McCarney  
on the theme, Value personal data – 
it’s worth protecting. 

The Independent Strategic Review 
of our office was tabled in late 
2016–17 and we started to implement 
recommendations at that time. 
We focused on implementation of 
the recommendations throughout 
2017–18. In addition to the key 
recommendation about external 
review resources, we have also 
conducted a training needs analysis 
and will be implementing new 
training, communications and 
engagement, and career growth 
strategies, developed in consultation 
with our staff, in 2018–19. Our 
strategies will help us to ensure 
we are able to deliver our statutory 
functions effectively, are responsive 
to stakeholder needs and prioritise 
our resources to maximise impact. 

Our support and awareness functions 
are also critical in supporting the 
appropriate use of the push model, 
with formal access applications as a 
last resort, and good practices which 
help reduce demand for external 
review services.

We relocated premises this year and 
were able to realise efficiencies and 
greater functionality as a result.  
We are building upon this with 
a flexible IT fleet, and further 
enhancements are expected to occur 
as a result of completion of the review 
of IT service provision in 2018–19. 
These changes and investments will 
ensure we are better able to meet 
current and future requirements to 
perform our key statutory functions 
and stakeholder expectations. 

Our inaugural Right to Information 
Commissioners, Ms Jenny Mead and 
Ms Clare Smith retired in 2017–18. 
Ms Smith and Ms Mead, who job-
shared the role since 2010, led the 
external review function through a 
period of significant change under 
new legislation and established 
new internal processes and ongoing 
continuous improvement that placed 
us well to deal with future challenges. 
On behalf of OIC, I thank Ms Mead 
and Ms Smith for their service and 
significant contribution to OIC’s 
achievements since 2010. Ms Louisa 
Lynch was Acting RTI Commissioner 
from August 2017, and was appointed 
as RTI Commissioner from 6 July 2018 
following a recruitment and selection 
process. 

I would like to congratulate and 
thank our exceptional OIC team on 
a year of high quality service to the 
community and government sector. 
I would also like to pay particular 
tribute to my executive colleagues. 
Our work continues to be increasingly 
important on the individual through 
to the international level. It is a 
challenging and interesting time for 
privacy and information access rights 
and our statutory oversight, support 
and awareness functions. The nature  
of our role can be complex and 
requires resilience, skill and 
expertise. Our team is committed 
to supporting open, accountable 
and transparent government and 
appropriate privacy safeguards 
through our functions. This annual 
report sets out the important work 
we have done in 2017–18, our 
performance against our service 
standards and shows that we play  
a critical oversight and support  
role in this challenging area.

Rachael Rangihaeata 
Information Commissioner
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Our external review service

Service standard
2017–18 

target
Achievement Result

Provide independent, timely and fair review of decisions made under the  
Right to Information Act and Information Privacy Act

Percentage of applicants satisfied with the conduct of the review 70% 66% 

Percentage of agencies satisfied with the conduct of external reviews  
service provided

75% 94% 

Median days to finalise a review 90 days 102 days 

Percentage of open reviews at the end of reporting period that are more than 
12 months old

0% 0% 

Number of reviews finalised 300  595

Percentage of reviews resolved informally compared to reviews resolved by 
written determination

75% 87% 

Percentage of review applications finalised to received 100% 95% 

We measure the efficiency 
and effectiveness of 
our services against key 
performance indicators 
for each service. 

Our performance report card 

Figure 1.2017–18 Performance report card 

We seek to meet the targets for the service standards within available resources. 

These service targets enable the Queensland community and the Parliament  
to assess whether or not we have delivered services to acceptable levels  
and measure our efficiency and effectiveness. Service targets are part of  
the Queensland Government Performance Management Framework.
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Our privacy advice and complaint mediation service

Service standard
2017–18 

target
Achievement Result

Provide an independent, timely and fair privacy complaint mediation service

Percentage of privacy complainants satisfied with the mediation service 70%
Insufficient 
meaningful 

data
—

Percentage of agencies satisfied with the privacy complaint mediation  
service provided

75% 88% 

Percentage of privacy complaints finalised to received 100% 100%

Mean average days to make a decision to accept a privacy complaint 14 days 67 days

Mean average days to finalise an accepted privacy complaint 90 days 146 days

Assist agencies to achieve compliance with the privacy principles

Number of advices, consultations and submissions n/a 299 —

Participation in meetings, regional visits and information sessions n/a 175 —

Number of reviews conducted 1 1

Our assistance and monitoring service

Service standard
2017–18 

target
Achievement Result

Improve agencies’ practices in right to information and information privacy 

Percentage of agencies satisfied with the information and assistance provided 
by the Office

80% 100%

Percentage of agencies satisfied with the quality of information provided 75% 100%

Number of training activities provided 30 33

Number of people trained* 500 13 909

Percentage of course participants satisfied with sessions 75% 98%

Number of monitoring and compliance activities 10 3

Promote greater awareness of right to information and information privacy in the community and within government

Number of awareness activities conducted 190 307

Number of enquiry (written and oral) responses 2 500 5 057

Number of website visits 80 000 204 962 

* The number of training participants is an approximation, as estimates of attendance numbers are applied for some training activities.
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624 
External review  

applications: record high 

Biometrics

The year at a glance

Demand for our services

Privacy in focus

Key awareness raising events

5 057 
Enquiry service responses: 
continuing high demand

13 909 
Training participants:  

record high

Privacy Impact 
Assessments

204 962 
website visits:  

increase of 18%

Technology

Review 
Mobile Apps  
and Privacy

Tabled 4 audit reports to Parliament

Compliance Audit:
Townsville City Council

Compliance Audit: 
Ipswich City Council

Follow-up Audit: 
The Council of the 
City of Gold Coast

Privacy 
Awareness Week

Right to  
Information Day

Respected journalist  

Kerry O’Brien delivered the 

Solomon Lecture 

ON TRACK
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About us

We are an independent 
statutory body for the 
Financial Accountability 
Act 2009 (Qld) and the 
Statutory Bodies Financial 
Arrangements Act 1982 (Qld). 

Initially established under the repealed Freedom of Information Act 1992 (Qld) 
(FOI Act), we continued under the Right to Information Act 2009 (Qld) (RTI Act). 

Our statutory functions under both the RTI Act and the Information Privacy 
Act 2009 (Qld) (IP Act) support Queensland government agencies, including 
departments, statutory authorities, local governments and public universities,  
to be more open, accountable and transparent.

Under the RTI and IP Acts, government-held information must be released,  
as a matter of course, unless on balance, disclosure is contrary to the  
public interest. Access applications made under the legislation should  
be a last resort.

The IP Act also recognises the importance of protecting the personal information 
of individuals. It creates a right for individuals to access and amend their own 
personal information and provides rules for how agencies must handle  
personal information.

Information privacy requirements foster responsible and fair management 
of personal information and assist government to meet changing community 
expectations about privacy.

We promote the objectives of the RTI and IP Acts including the understanding 
that greater access to information leads to an informed community, able to 
participate in and scrutinise government. RTI and information privacy obligations 
promote a more effective, efficient, ethical, open, transparent  
and accountable public service.

Under the RTI and IP Acts, the Information Commissioner is a statutory office 
holder appointed by the Governor-in-Council, and is not subject to ministerial 
direction in the exercise of the functions under the Acts.

The independent authority of the Information Commissioner allows the 
community to have confidence that the Information Commissioner will  
carry out the role independently, fairly, and impartially.

Our stakeholders
Our stakeholders include the Legal Affairs and Community Safety Committee of 
the Queensland Parliament, the community and agencies such as Queensland 
Government departments and Ministers, local governments, Hospital and Health 
Services, statutory authorities, Government-Owned Corporations,  
public universities and other public authorities.
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Our values

Respectful
We listen carefully, 

providing assistance  
to build understanding, 

find solutions and enable 
meaningful participation. 

Our processes are fair 
and transparent. We are 

inclusive in our approach.

Collaborative
We work together as one 
Office of the Information 

Commissioner (OIC)  
team to maximise  

our expertise to achieve 
better outcomes.

Focused
We strive for excellence in 
service delivery and work 
to produce high quality 
and timely outcomes. 
We prioritise activities 
that have the greatest 
impact on improving 
right to information 

and information privacy 
practices and awareness.

Innovative
We stay informed  

about our changing 
environment so we can 

effectively foster an 
environment of continuous 
improvement incorporating 

creative solutions.
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Greater 
government 

openness, 
transparency and 

accountability

Easier and 
quicker access 

to government-
held information 

including data

Improved 
public trust and 

confidence in 
government

Strong 
information 
rights and 

responsibilities 
practice

Increased 
awareness of 
information 

access rights and 
protection  
of personal 
information

Improved public 
sector service 

delivery

Decisions and 
informal resolution

Training courses and 
information sessions

Reports to Parliament 
and submissions

Awareness raising 
activities and events

Information resources 
and Enquiry Service 

advice and assistance

Review agency 
decisions

Monitor and report  
on performance

Conduct privacy 
mediation

Provide training and 
assistance

Develop our people

Our business model

Figure 2. Our business model

Activities

Outputs

Inputs

Outcomes

Stakeholder 
Engagement

GovernanceSkills and 
expertise

Funding
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We have set strategies 
with key performance 
indicators to achieve our 
expected objectives for 
our Service Areas over  
the five year period.

Strategic planning
Strategic planning involves consulting with staff. The Strategic plan provides 
direction and focus to our activities as a whole, and to teams and individuals as 
they proceed with specific projects and day-to-day work to address key challenges 
and priorities.

Each Executive management team member is responsible for addressing 
specific strategies to guide activity, monitor progress against targets and report 
achievement against service objectives. The Executive management team meets 
regularly to discuss budget, performance, office culture/climate and other general 
business. Where necessary, the team makes changes to meet performance targets. 

Monthly ‘all staff’ meetings and regular team meetings provide an opportunity 
to discuss operational issues. These gatherings also allow us to consult with 
staff and provide information on operational planning, risk management, and 
workplace health and safety. 

We seek feedback regularly from parties involved in external reviews, privacy 
complaints, and training through a range of mechanisms, including surveys, email, 
website and an external practitioner network. 

We are determined to ensure that business processes, policies and guidelines are 
effective, able to withstand scrutiny and serve our staff, the community, agencies 
and stakeholders well.

Our Strategic plan is available online at www.oic.qld.gov.au 

Improving our services

Evaluation
Evaluation drives our learning and helps us to understand the factors that 
worked or did not work within a particular activity, the results achieved and the 
wider applicability of those lessons. The process of evaluation itself creates an 
opportunity to share insights and knowledge. Evaluation is a learning tool that 
empowers all stakeholders by expanding their knowledge base and enhancing 
their skills resulting in improved services. 

Stakeholder engagement
Engaging effectively with stakeholders and involving them, where possible, in 
development, design and delivery allows us to tap into stakeholders’ expertise, 
experience and knowledge. It can also help in identifying new opportunities as 
well as risks. Well-managed interactions provide us with useful information to 
shape our future initiatives and services.

Feedback
Actionable feedback, both positive and negative, is very important and helps 
us make decisions about our service delivery. Feedback also allows us to better 
understand how clients rate and use our services to determine where we excel  
or fall short. Satisfaction surveys are one method we use to obtain feedback.  
The gathered information supports service improvements, better client 
experiences and strengthens our brand and reputation.

Our strategy 
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Our challenges, risks and priorities

In 2018–19 we will focus 
on implementing our 
training, communications 
and engagement, and 
career growth strategies 
developed under 
recommendations of the 
Independent Strategic 
Review of the OIC. 

These strategies are critical to supporting us to effectively perform our statutory 
functions and address stakeholder and staff needs. 

The strategies will assist us to ensure effective support and engagement  
with agencies and the community across Queensland. During 2018–19 we will 
review training products and focus on engagement with regional agencies. 
A key priority and shift in focus to reflect greater maturity in practices and 
expectations, is that we will increasingly support agencies to take the lead in 
awareness and training activities, through partnering with agencies and/or 
providing tools and resources. 

Successful awareness, engagement and agency support also helps ensure 
an effective push model of RTI, with less reliance on the ‘last resort’ of formal 
applications, and improved agency practices. This in turn may help reduce future 
demand for external review services. We will also continue to monitor any external 
review trends that can be addressed through engagement with agencies, training 
or assistance, or audit to reduce pressure on limited resources.

During 2018–19 we will conduct the fourth self-assessed electronic audit across 
all Queensland government agency sectors and report on aggregated results 
and findings to Parliament. This report will help inform our priorities for audit, 
training, assistance, engagement and awareness activities over the following 
three years. It will also provide a good health check for agency leaders.

A number of key privacy developments are expected to be progressed through 
2018–19, including the reference to the Law Reform Commission on surveillance. 
We will need to focus our limited resources to maximise impact and maintain 
currency, technical expertise and relevance. The implementation of the 
Queensland Government’s recommendations to make a number of amendments 
and explore issues arising from the broader review of the RTI and IP Acts will 
also be a key priority when the next stage of the review is progressed. Our role 
will involve both commenting on proposed amendments and ensuring external 
stakeholders and we are well placed to implement changes to legislation 
through updates to guidance, training, awareness, our case management  
system and internal procedures.

We will maintain a focus on privacy and access by design in the adoption  
and refresh of technology, consistent with the prevalence of the theme across  
all areas of our work and findings of camera surveillance and mobile apps 
privacy audits. 

A key priority and challenge in 2018–19 will be to plan and commence 
celebrations to mark the 10th anniversary of the RTI and IP Acts on 1 July 2019. 
We will partner with key agencies and non-government organisations to focus 
on specific issues relevant to privacy and right to information over the past ten 
years, along with future opportunities and challenges. 

Our ICT infrastructure and services are critical to our business and must continue 
to meet our current and future needs. In 2018–19 we will complete a review of 
our IT services and rollout of a flexible fleet of IT hardware for staff to support 
better use of our new premises, contemporary and flexible work practices. 
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