
	

 
 
 

15 October 2018  
 
 
 
 
 
 
The Honourable Curtis Pitt MP  
Speaker of the Legislative Assembly  
Parliament House  
George Street  
Brisbane Qld 4000  
 
 
 
 
 
Dear Mr Speaker  
 
The Annual Report 2017–18 and financial statements for the Office of the Information 
Commissioner was tabled on 20 September 2018.  
 
The report contains an account of our work for the 12 months ending 30 June 2018 
and reflects our performance against our Strategic Plan for 2017–21.  
 
I have become aware the figure relating to the number of mean average days to 
finalise an accepted privacy complaint is incorrect. The number was reported as 146 
but should be 157.  
 
Please find enclosed corresponding amendments to page 4, 21 and 25 of the report.   
 
In accordance with section 184 of the Right to Information Act 2009 (Qld) and section 
193 of the Information Privacy Act 2009 (Qld), I request this addendum to the Annual 
Report 2017–18 of the Office of the Information Commissioner be tabled.  
 
An electronic copy of the amended pages has been provided to the Tabling Office.  
 
Yours sincerely  
 

 
Rachael Rangihaeata  
Information Commissioner 

Level 7 

133 Mary Street 

Brisbane Q 4000 

 

PO Box 10143 

Adelaide Street 

Brisbane Q 4000 

 

Phone (07) 3234 7373 

www.oic.qld.gov.au 

 

ABN: 70 810 284 665 



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 157 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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Privacy advice and complaint mediation

Objective two – 
Provide an independent, 
timely and fair privacy 
complaint mediation 
service

Key activities:
•  promote within agencies a culture that recognises the benefi t of early 

resolution of privacy complaints through mediation; and

• engage with complainants to explain the process and manage expectations. 

Objective three – 
Assist agencies to 
achieve compliance with 
the privacy principles

Key activities:
• provide independent expert advice and assistance to agencies

• promote agencies’ early engagement of OIC privacy services

•  conduct reviews and provide recommendations on both specifi c and 
systemic matters; and 

•  determine whether in public interest to approve waiver applications 
through formal written decisions.

Figure 15. Privacy advice and complaint mediation service standards

Service standard
2013–18 

target
Achievement

2013–14 2014–15 2015–16 2016–17 2017–18

Percentage of complainants satisfi ed 
with the mediation service

70% 100%
Insuffi  cient 
meaningful 

data^

Insuffi  cient 
meaningful 

data^

Insuffi  cient 
meaningful 

data^

Insuffi  cient 
meaningful 

data^

Percentage of agencies satisfi ed 
with the privacy complaint 
mediation service provided

75% 100% 100% 100% 100% 88%

Percentage of privacy complaints 
fi nalised to received

100% 128% 90% 107% 84% 100%

Mean average days to make a 
decision whether to accept a 
privacy complaint

14 days 25 days 19 days 22 days 39 days 67 days

Mean average days to fi nalise an 
accepted privacy complaint

90 days 142 days 123 days 83 days 146 days 157 days

Number of advices, consultations 
and submissions

n/a n/a* 204 227 312 299

Participation in meetings, regional 
visits and information sessions

n/a n/a* 30 147 239 175

Number of reviews conducted 1 n/a* 1 0 0 1

* Not a Service Standard during this reporting period. 
^ There was a low response rate of completed surveys from complainants. 

The IP Act creates a right for individuals to access and amend their own personal information, and provides rules for how 
Queensland public sector agencies must handle personal information. We have a responsibility to assist agencies to 
comply with these rules.
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Mediation can require protracted 
negotiations between the parties 
who may not necessarily be in the 
same location, or otherwise available 
to meet in person. Most mediations 
occur remotely through postal 
correspondence, email and telephone 
discussions. It is not uncommon 
for delays to occur because of the 
unavailability of one of the parties. 
This means that we can infl uence, 
but not control, the timeliness of 
fi nalising an accepted complaint. 

Where a mediated outcome for a 
privacy complaint is negotiated 
involving even a small amount of 
fi nancial compensation, delays often 
occur in obtaining authorisation.

As noted above, our performance 
targets have been reviewed in 
2017–18. From 2018–19 our SDS 
measures will be simplifi ed from two 
to one timeliness measure for privacy 
complaints and related to the time 
taken to fi nalise a privacy complaint. 
The target will also be increased 
to 140 days. These changes refl ect 
the materiality, scope of infl uence 
and limitation of the measures, and 
experience over a period of fi ve years 
since they were introduced. 

Referral to QCAT
If during the course of the mediation 
it does not appear to the Information 
Commissioner to be reasonably likely 
that resolution of the privacy complaint 
could be achieved, the Information 
Commissioner must give written notice 
of this decision to the complainant and 
the respondent agency.

In 2017–18 we did not meet our 
performance target for making a 
decision whether to accept a privacy 
complaint. The target was 14 days 
and we achieved 67 days. Because 
we receive a small number of privacy 
complaints in a fi nancial year period, a 
handful of privacy complaints that take 
longer can have a big impact on the 
overall timeliness of decisions. 
For example, 25 percent of the 
complaints we received took over 
100 days for us to make a decision 
whether to accept the complaint, 
with three complaints each taking 
over 200 days. The complexity of the 
complaint combined with genuine 
practical reasons for slower responses 
by both agencies and complainants 
was the reason for these timeframes. 

Our target for fi nalising an accepted 
privacy complaint is 90 mean average 
days. Our result for 2017–18 was 157 
mean average days. This was due in 
part to a small number of complaints 
(six) accepted in 2017–18 that took 
over 200 days to fi nalise. Of these, one 
complaint was successfully resolved 
through a non-fi nancial settlement. Of 
the complaints not resolved through 
mediation, three involved fi nancial 
compensation in the remedies sought. 

Once we make a decision to accept 
a privacy complaint our sole 
responsibility becomes to ‘take 
all reasonable steps to cause the 
complaint to be mediated’. We have 
no power to make any determination, 
order or recommendation concerning 
the privacy complaint. 

Ultimately, the time taken to fi nalise 
a privacy complaint is substantially 
dependent on the individual 
circumstance of each complaint and 
the participation of the parties.

If subsequently asked by the 
complainant, the Information 
Commissioner must refer the privacy 
complaint to QCAT. In 2017–18, 
we referred four complaints to 
QCAT which is consistent with the 
number of referrals made in 2016–17. 
We currently play no role in QCAT 
as we are not a party in privacy 
complaint proceedings. 

In PB v WorkCover Pty Ltd (4 May 
2018), QCAT substantiated a breach 
of the privacy principles and made 
orders that the respondent pay 
the applicant compensation in the 
amount of $5 000. This is the second 
case in the Queensland privacy 
jurisdiction with an award of fi nancial 
compensation by QCAT.

Judicial review of decisions 
The Queensland Supreme Court may 
judicially review written decisions 
of the Information Commissioner 
under the Judicial Review Act 1991. 
One application for a statutory order 
of review was made to the Supreme 
Court during 2017–18. The application 
is still proceeding before the court. 
An application made during 2016–17
was fi nalised in 2017–18 with the 
matter returned to OIC for decision.

Our role during mediation is 
to facilitate both parties to the 
complaint to fi nd an outcome 
that resolves the matter.
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