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26 September 2017

The Honourable Peter Wellington MP

Speaker of the Legislative Assembly

Parliament House

George Street

Brisbane Qld 4000

Dear Mr Speaker

I am pleased to present the Annual Report 2016–17 and fi nancial statements for the 

Offi  ce of the Information Commissioner.

The report contains an account of our work for the 12 months ending 30 June 2017 

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 2016–20.

I certify that this Annual Report complies with:

• the prescribed requirements of the Financial Accountability Act 2009 (Qld) and 

the Financial and Performance Management Standard 2009; and

• the 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 83 of 

this Annual Report.

Yours sincerely

Rachael Rangihaeata

Information Commissioner

Rachael Rangihaeata
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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 specifi c 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

• 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 Country

The Offi  ce 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. 

About this report
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I am pleased to present the Offi  ce of the 

Information Commissioner’s Annual Report.  

Independent Strategic Review of the Offi  ce

This year we welcomed the fi rst independent Strategic 

Review of the Offi  ce under the Right to Information Act 2009 

(RTI Act). The Review Report was tabled in Parliament on 11 

May 2017. 

The Review Report acknowledged that the Offi  ce 

provides a high quality and professional service 

across all of its functions. The independent reviewer, 

PricewaterhouseCoopers (PwC), attributed this to 

the knowledge and experience of our staff , and their 

commitment to our vision and goals. PwC also recognised 

the collaborative approach to leadership to develop our 

strategic and operational plans, coupled with the focus on 

continuous improvement, allows for proactive development 

of initiatives that drive effi  ciency and effi  cacy in operations.  

The Review Report highlighted areas of good practice 

along with initiatives that should be explored for further 

improvement. Four of the ten recommendations require an 

increase in ongoing funding, particularly for the creation 

of new permanent External Review positions to eff ectively 

meet increased application volumes and complexity. Two 

recommendations require legislative amendment.

We are committed to implementing the recommendations 

in 2017–18. We commenced work in May and June 2017 on 

recommendations to the extent that they do not require 

funding approval or legislative amendment (see page 6).

External Review

This year we received 515 external review applications, 

the second highest number received since the RTI Act and 

Information Privacy Act 2009 (IP Act) commenced in 2009.  

It is clear that there continues to be a signifi cant ongoing 

level of external review demand. 

We had another year of high performance despite dealing 

with 159 more incoming matters in 2016–17 than the 

previous year.  No external review was more than 12 months 

old at 30 June 2017. We also met our targets for timeliness 

and service satisfaction. These excellent results are due to 

Message from the 

Information 

Commissioner

Rachael Rangihaeata   

 Information Commissioner
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the hard work and commitment of staff , and the highly 

eff ective and effi  cient processes in place, as recognised 

by PwC.

Privacy Advice and Complaint Mediation

Privacy continued operating in a dynamic environment 

influenced by international, national and local issues. 

The underlying themes in privacy are new and emerging 

technologies and information sharing, in particular, 

the role they play in public safety matters. In 2016–17 

we have been consulted about facial recognition 

technology, the increased deployment of closed 

circuit television systems, including cameras with the 

ability to record audio, and information sharing across 

government agencies in response to domestic violence 

and child safety incidents. We have reinforced that 

opportunities to deliver better public services should 

be explored in a way that appropriately considers and 

balances benefi ts with implications for an individual’s 

right to privacy.    

With the growth of digital platforms across the public 

and private sectors cybersecurity is a critical threat. 

However, this is not where we saw the majority of our 

privacy complaints. Human error still factors highly and 

individual responsibility is a key factor to mitigating the 

risk (see page 26). 

Awareness and improved practices

During the year we held two signifi cant events to raise 

awareness of information access and privacy rights and 

responsibilities: Right to Information Day 

(28 September 2016) and Privacy Awareness Week 

(15 to 21 May 2017).  The theme for Right to Information 

Day 2016 was “Open government in action” and 

showcased what can be achieved through greater 

government openness, transparency and accountability. 

Professor Anne Tiernan, Director of the Policy Innovation 

Hub at Griffi  th University, delivered the Solomon Lecture 

on “Collaboration in Place: The central role of information 
and data in securing Queensland’s future prosperity.” 

The 2017 Privacy Awareness Week theme “Care when 
you share” encouraged individuals to care about their 

privacy and better inform themselves of what may 

happen to personal information before they share it. The 

week was offi  cially launched with a series of engaging 

speakers including Ms Elizabeth Denham, United 

Kingdom Information Commissioner. Both events raised 

awareness and challenged thinking and behaviour 

around information access and privacy (see pages 37 

and 38). 

   

Agency leadership and culture continued to be an area 

of focus because it is a signifi cant influencer in changing 

behaviour and improving RTI and IP compliance and 

practices. With this in mind we engaged with leadership 

teams and staff  across Queensland government 

agencies, including in regional areas.

We experienced record levels of demand for our Enquiry 

Service, training and online information resources in 

2016–17.  We had very high levels of satisfaction and 

good feedback for these services.

In 2016–17 we reported that agencies have become 

more mature in meeting their information access and 

privacy obligations. We are transitioning from focusing 

on auditing technical compliance to more strategic 

audits to enhance government openness, transparency 

and accountability. Our new strategic audit planning 

framework ensures our program of audits and reviews 

is risk-based and adds greater value to government 

agencies and the broader community.  

Our people

I would like to thank Ms Jenny Mead who performed the 

role of Acting Information Commissioner while I was 

on unexpected leave for a large part of the year. During 

this busy time, the independent Strategic Review of our 

Offi  ce took place.    

I would also like to thank our staff  and leadership team 

for their excellent work undertaken in 2016–17. I continue 

to be impressed by the quality of work, high level of 

customer service and dedication displayed by the staff  

who support me in performing my statutory functions. I 

am very proud to lead a team that is committed to open, 

accountable and transparent government by protecting 

citizens’ right to access government-held information 

and privacy. Our shared values, including a commitment 

to continuous improvement, continue to guide how we 

work to achieve great outcomes for Queensland. We look 

forward to implementing the Strategic Review Report 

recommendations in 2017–18 and improving the quality 

of our services. 

 

Rachael Rangihaeata

Information Commissioner
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Our performance report card

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

2009 and Information Privacy Act 2009

Service standard 2016–17
target

Achievement Result

Percentage of applicants satisfi ed with the 

conduct of the review
70% 73%   

Percentage of agencies satisfi ed with the 

conduct of external reviews
75% 92%   

Median days to fi nalise a review 90  86   

Percentage of open reviews at the end of 

reporting period that are more than 12 months 

old

0% 0%   

Number of reviews fi nalised 300 413   

Percentage of reviews resolved informally 

compared to reviews resolved by written 

determination

75% 88%   

Percentage of review applications fi nalised to 

received
100% 80%     

External Review 
Figure 1. External Review performance report card

We measure the effi  ciency and eff ectiveness of our 

services against key performance indicators for each 

service. 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 

effi  ciency and eff ectiveness. Service targets are part of 

the Queensland Government Performance Management 

Framework.
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Provide an independent, timely and fair privacy complaint resolution service

Service standard 2016–17
target

Achievement Result

Percentage of complainants satisfi ed with the 

mediation service
70%

Insuffi  cient 

meaningful data
--

Percentage of agencies satisfi ed with the 

privacy complaint mediation service provided
75% 100%   

Percentage of privacy complaints fi nalised to 

received
100% 84%     

Mean average days to make a decision whether 

to accept a privacy complaint
14 days 39 days     

Mean average days to fi nalise 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 312 --

Participation in meetings, regional visits and 

information sessions
n/a 239 --

Number of reviews conducted 1 0   

Figure 2. Privacy Advice and Complaint Mediation performance report card

Privacy Advice and Complaint Mediation
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Assistance and Monitoring

Improve agencies’ practices in right to information and information privacy 

Service standard 2016–17
target

Achievement Result

Percentage of agencies satisfi ed with the 

information and assistance provided from the 

Offi  ce

80% 100%   

Percentage of agencies satisfi ed with the 

quality of information provided
75% 98%   

Number of training activities provided 30 41     

Number of people trained 500 9,676     

Percentage of course participants satisfi ed with 

sessions
75% 94%   

Number of monitoring and compliance 

activities
10 4   

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

within government

Number of awareness activities conducted 190 684

Number of enquiry (written and 

oral) responses
2,500 5,081  

Number of website visits 80,000 173,506

Figure 3. Assistance and Monitoring performance report card
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During 2016–17, PricewaterhouseCoopers (PwC) 

conducted the fi rst independent Strategic Review of the 

Offi  ce under the RTI Act. PwC analysed and reported on 

the effi  ciency and eff ectiveness of our functions. The 

report was tabled in Parliament on 11 May 2017 by the 

Attorney-General and Minister for Justice. The terms of 

reference were grouped into four areas: Operational 

practices, Legislative alignment, Strategy and culture, 

and Quality of service.

PwC identifi ed areas of good practice and acknowledged 

our high quality and professional service across all 

functions. Nevertheless, there were some areas where 

we could better support and strengthen our service 

delivery. PwC made ten recommendations to enhance 

the effi  ciency, coordination and eff ectiveness of our 

functions.

Summary of fi ndings

Operational practices

1. OIC’s External Review process is highly structured 

and clearly documented, promoting eff ective 

application prioritisation and completion. A focus on 

collaboration and continuous improvement is evident 

within the practices of the function.

2. The early resolution model developed is a highly 

eff ective approach that delivers positive outcomes 

to participants, with around half of all applications 

being resolved at an early stage. The timely 

resolution of applications not resolved early remains 

a challenge, due to the highly variable nature 

of applications, and the reliance on applicants, 

agencies and third parties for information and timely 

response, and the willingness of parties to negotiate.

3. A resource shortfall presents an ongoing challenge 

to the sustainable management of external review 

application volumes. Historical increases in 

application volume and complexity have not been 

met with an appropriate increase in the permanent 

staff  base, resulting in a reliance on temporary and 

contractor positions to meet demand.

4. OIC’s Privacy Advice and Complaint function is 

eff ective and highly regarded by stakeholders. 

Agency feedback was consistently positive regarding 

the approach and outcomes of this function, however 

increases in complaint volume and emerging 

technology and privacy trends are highlighting scope 

and resource limitations.

5. The Performance Monitoring and Reporting function 

has been enhanced through concerted eff ort and 

investment, and future initiatives are planned to 

further increase the value and eff ectiveness of this 

service.

Recommendations:

a. OIC should receive additional permanent funding 

to allow for the creation of new permanent External 

Review positions, to eff ectively meet increased 

application volumes and complexity.

b. OIC should receive additional permanent funding to 

allow for the creation of a new permanent privacy 

position for a junior resource, to provide research, 

project and administrative support to the Privacy 

unit.

Independent Strategic Review 

of our performance 

“From the outset, it is vital to 

acknowledge that OIC provides a high 

quality and professional service across 

all of its functions. This is attributable 

to the knowledge and experience of OIC 

staff  and their commitment to the vision 

and goals of OIC. The collaborative 

approach of leadership to develop OIC’s 

strategic and operational plans, coupled 

with a focus on continuous improvement, 

also allows for proactive development of 

initiatives (both internal and external) 

that drive effi  ciency and effi  cacy in 

operations.”
PwC Consulting



Legislative alignment

6. The ability of OIC to accept privacy complaints 

at its discretion, without reference to a statutory 

time period, would allow a more eff ective use of 

resources. The current requirement for an applicant 

to wait 45 days before a complaint can be made to 

OIC can be overly onerous for applicants in some 

cases. Providing OIC the ability to accept complaints 

at its discretion, with due regard to the eff ectiveness 

of the agency in handling the initial complaint, could 

result in better client outcomes and effi  cient use of 

resources.

7. Responsibility for the collection and collation of 

agency compliance reporting could more eff ectively 

reside within OIC. Shift ing responsibility for the 

collation of rationalised RTI and IP Act performance 

metrics to OIC, with appropriate investment in 

process automation and resourcing, could provide 

more timely and valuable insight into the operation 

of the Acts across agencies.

8. The inherent conflict in OIC’s dual advisory and 

decision making role is currently being managed 

appropriately and eff ectively, within both internal 

operations and external engagement. A formal policy 

document can clarify measures in place and planned 

responses should instances of conflict arise.

9. OIC’s role under the IP Act is clearly diff erentiated 

from other complaints agencies. Stakeholders 

consulted were clear on the roles and responsibilities 

of OIC, and how they diff er to those of other like 

bodies, with no evidence of overlap identifi ed.

Recommendations:

c. OIC be given the legislative ability to accept privacy 

complaints at its discretion, without reference to a 

time period.

d.  OIC be funded and supported to administer the 

collection and collation of performance reporting 

by agencies under the Acts. Reporting requirements 

should be rationalised to maximise value and 

minimise collection eff ort.

e. To address the perception of conflict of interest 

arising from performing the dual role of providing 

advice and making decisions, OIC should formalise a 

Conflict of Interest policy to provide direction on how 

it manages the potential for conflict, and will respond 

in specifi c instances.

Strategy and culture

10. OIC’s strategic contribution to promoting government 

accountability and transparency are understood and 

valued across local and national jurisdictions. There 

is a strong sentiment across agencies that OIC has 

played a signifi cant positive role in the promotion of 

RTI and Privacy principles.

11. OIC has a clear strategic direction, and maintains a 

regular, eff ective and collaborative planning process. 

Structured internal planning processes are in place 

that engage OIC staff  and are clearly communicated 

and understood across the workforce.

12. The core functions of OIC are clearly delineated and 

structured eff ectively within internal teams. External 

Review, Privacy and Performance Monitoring teams 

possess clear reporting lines, eff ective management 

structures and an appropriate separation of 

functions, where required.

13. A consolidated corporate service function would 

allow for more eff ective and focused resource use 

across OIC functions. Grouping common activity such 

as stakeholder engagement and communications 

(internal and external) within a single corporate 

support function can deliver a more eff ective and 

focused business support model, and overcome 

existing structural limitations. The addition of fi nance 

and executive resources to this team would address a 

current gap in this support base.

14. OIC has an engaged and collegiate workforce, with 

a strong sense of purpose in their work, and a focus 

on positive outcomes for their clients. A positive 

working culture exists within OIC, as a result of strong 

leadership, close working relationships and a clear 

connection with the purpose and importance of the 

OIC function.

15. High levels of staff  turnover and job uncertainty 

present challenges to workforce stability. The 

specialised nature of OIC’s core activity, coupled 

with the relatively small workforce and reliance on 

temporary staffi  ng arrangements, limits job certainty 

and career progression opportunities.

Recommendations:

f. OIC restructure its corporate support services 

to consolidate all corporate services (including 

the Information and Assistance and Training and 

Stakeholder Relations teams) into the existing 

corporate services function, and provisions for 

an enhanced corporate services leadership role, 

fi nance offi  cer role and executive support role be 

established.

g. OIC develops and implements an appropriately 

funded career progression strategy, in coordination 

with broader resource uplift  needs identifi ed in this 

Review.

Quality of service

16. The OIC web site, guidelines and educational 

material are eff ective in providing guidance and 

promoting awareness on how to interpret and 

administer the RTI and IP Acts. The annotated 

legislation is a highly valued source of reference and 

information for agencies. The relative infrequency of 

written determination is being supported by ‘Case 

Summaries’ that provide the context and rationale 

behind the informal OIC decisions.

17. The agencies appreciate the quality and eff ectiveness 

of training delivered by OIC. The existing training 

7
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approach and resources can be complemented by 

a more targeted off ering, to help meet the needs of 

larger agencies with maturing requirements.

18. The Information Assistance and Privacy advisory 

services regularly exceed customer expectations and 

have improved the relationship between OIC and 

agencies. OIC customer service capability is well 

regarded by agencies. There is a consistent view that 

the enquiry and advisory staff  are highly effi  cient 

in responding to requests and directing clients to 

appropriate knowledge sources.

19. Limited visibility of application status information 

restricts the ability of agencies to anticipate and 

manage their workloads. Agencies fi nd it diffi  cult 

to adequately plan and manage their workload in 

response to sudden OIC case related requests. An 

opportunity to provide agencies with more visibility 

of application status and impending commitments 

such as through an enhanced reporting mechanism, 

should be explored.

20. OIC appropriately invests in initiatives and activities 

to engage remote and indigenous communities and 

agencies, with the aim to improve compliance with 

the legislation and increase awareness of information 

rights and responsibilities. These eff orts can be more 

focused through a formalised engagement strategy.

21. RTI decisions are clear and concise, and present a 

valuable source of information and reference for 

agency staff . The quality and clarity of these decisions 

is valued by agency decision makers. The agencies 

recognise the improved clarity and conciseness of 

decisions made post 2009, and approve the use of 

natural language in determinations.

Recommendations:

h. A formal training and engagement needs analysis 

should be conducted across agencies, and an 

appropriate training and stakeholder engagement 

strategy be developed and suitably funded.

i. The potential for automated application status reports 

to be produced and distributed to agencies should be 

explored.

j. A formalised remote communications and 

engagement strategy should be created to help 

further engage remote communities and agencies.

Implementation of recommendations

We welcomed the report fi ndings and accepted all 

recommendations. The report will be considered by 

the Legal Aff airs and Community Safety Parliamentary 

Committee pursuant to the RTI Act, and the Queensland 

Government in response. We note that six of the ten 

recommendations required additional ongoing funding 

for OIC or change to the RTI and IP Acts. The Information 

Commissioner has written to the Attorney-General 

outlining the implications of such recommendations. 

In May 2017 we commenced work to improve our 

functions by primarily focusing on implementing the 

recommendations that did not require additional funding 

or legislative changes. 

We immediately restructured our corporate services 

to consolidate all corporate services including 

the Information and Assistance, and Training and 

Stakeholder Relations teams into the existing corporate 

services function. We also established an enhanced 

corporate services leadership role in place of the 

substantively vacant Manager role, in line with the PwC 

recommendation. This role was advertised in May 2017 

and appointment made in July 2017. 

Prior to the Strategic Review, we appointed an acting 

Director to the Performance Monitoring and Reporting 

(PMR) function, on a secondment basis from the 

Queensland Audit Offi  ce. The position was created 

by reclassifying the vacant First Assistant Information 

Commissioner position. This approach provided 

dedicated leadership and focus on continuous 

improvement within the performance monitoring 

function. The Strategic Review endorsed the approach 

and the Director, Audit and Evaluation was made 

permanent in June 2017. 

We commenced a formal training and engagement needs 

analysis across agencies to identify appropriate and 

specifi c requirements so we might coordinate our eff orts 

more eff ectively. 

We also started developing a remote communications 

and engagement strategy to focus and build on our 

current engagement eff orts. This strategy will help us to 

further engage remote communities and agencies using a 

range traditional communication and digital strategies. 

The Strategic Review of the Offi  ce of the Information 

Commissioner report is available through Queensland 

Parliament’s website at: https://www.parliament.qld.gov.

au/work-of-assembly/tabled-papers  

“I note the report recommends additional 

resources be allocated to OIC which will 

enable my offi  ce to eff ectively manage 

increasing workloads and resolve 

complex external reviews.

“The report’s fi ndings are also a 

testament to the hard work and dedication 

of OIC staff  and reflect the Offi  ce’s focus 

on continuous improvement,”

Media Release 12 May 2017

Offi  ce of the Information Commissioner 
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The year at a glance

External review 

applications:

Increase of 140%

515

Signifi cant demand for our services

Enquiry services:

Record high

5,081
Visits to the OIC 

website:

Increase of 20%

173,506

Training 
participants:
Record high

9,676
Privacy advice and 

assistance activities:

Increase of 47%

551

Focus on emerging technology & information sharing about public safety
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92
73

100
94

100

%
external review:
agencies

%
external review:
applicants

%
privacy complaints:
agencies

%
information 
& assistance: agencies

%

training: agency 
participants

Strong service delivery 

satisfaction

37.4
43
21

Permanent and 
temporary FTE

%
Part-time 
employees

%
Job-share partners:
ten employees

Flexible working 

arrangements

5audit reports 

to Parliament

Tabled

to Parliamen

93 %
40/43
fully implemented

5 %
2/43
Partially implemented

2
%
1/43
implementation in process

Audit recommendations about four universities’ 

compliance implemented 
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Raising awareness about information rights and responsibilities

INFORMATION
RIGHT

DAY

28 September 2016

Open government in action

Right to Information Day 2016 

“Open government in action”

Care when y ou share

15-21 May 2017

Privacy Awareness Week 2017 

“Care when you share”

The Solomon Lecture 2016 

by professor Anne Tiernan
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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 

eff ective, effi  cient, ethical, open, transparent and 

accountable public service.

Under the RTI and IP Acts the Information Commissioner 

is a statutory offi  ce 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 confi dence 

that the Information Commissioner will carry out the role 

independently, fairly, and impartially.

Our stakeholders 

Our stakeholders include the Legal Aff airs 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.

About us
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Respectful
We listen carefully, providing assistance to build 

understanding, fi nd solutions and enable meaningful 

participation. Our processes are fair and transparent. We are 

inclusive in our approach.

Collaborative
We work together as one Offi  ce of the Information 

Commissioner 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 

eff ectively foster an environment of continuous improvement 

incorporating creative solutions.

Our values
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Our business model

OUTCOMES

OUTPUTS

ACTIVITIES
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Strategic planning

We have set strategies with key performance indicators 

to achieve our expected objectives for our Service Areas 

over the fi ve year period.

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 specifi c projects and day-to-day work 

to address key challenges and priorities.

Each executive management team member is 

responsible for addressing specifi c strategies to guide 

activity, monitor progress against targets and report 

achievement against service objectives.

The executive management team meets regularly to 

discuss budget, performance, offi  ce 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, workplace health and safety, and waste 

management issues.

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 eff ective, 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 

insight 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 eff ectively 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 2017–18 we will focus on continuing to implement 

the recommendations of the Strategic Review report, 

including to:

• develop and implement a communications and 

engagement strategy to help OIC further engage 

communities and agencies in remote and all areas

• conduct a comprehensive training needs analysis to 

off er appropriate agency training and resources and 

improve RTI and IP practices

• develop and implement a career progression strategy

• develop and implement a conflict of interest policy.

We will also seek to secure budget approval for ongoing 

additional funding for permanent OIC staff  to address 

key recommendations of the strategic review and 

longstanding budget uncertainty to meet unfunded 

external review demand.  We note that we have been 

advised that decisions regarding budget will follow 

Parliamentary Committee and Government consideration 

of the Strategic Review report.

Consistent with the fi ndings of the Strategic Review 

report, we are implementing our new Audit and 

Evaluation strategy and methodology, and will review for 

continuous improvement.  Our new strategy, supported 

by rigorous methodology, assists us to transition from 

technical compliance audits to assurance engagements 

focused on key objectives and features of RTI and IP in 

recognition of increasing agency maturity. 

Many of our other key challenges, risks and priorities are 

consistent with previous years. 

Strong leadership to promote and instil a culture in 

Queensland government agencies is pivotal to eff ective 

RTI and IP, where senior executives recognise and 

endorse the benefi ts of giving easy access to agency 

information and good privacy practices. We will continue 

to work with agencies to engage with leaders to raise 

awareness and promote good practices.

Rapidly advancing technologies and online platforms, 

and information sharing by government, have 

implications for transparency, information management 

and privacy and data protection. It is critical that 

we promote early engagement with OIC and work 

collaboratively with agency experts to identify ICT and 

information sharing risks and threats, and ensure that 

good privacy practices are embedded in new proposals.

Finally, ensuring successful business continuity will be 

important during 2017–18 while managing changes such 

as our offi  ce relocation and the implementation of new 

technologies.


