
 

Page 18 

Service one 
An independent, timely and fair review of decisions made under 
the Right to Information Act 2009 (Qld) and the Information Privacy 
Act 2009 (Qld) 
 

Key activity 

• Continue to develop alternative dispute resolution approaches and skills in external 
review. 

• Improve quality resolution and decision-making services by developing and 
maintaining comprehensive case and knowledge management systems. 

• Determine external review applications through formal written decisions. 

 

Service standard Targets 
Achievements 

2011-12 2012-13 
Percentage of applicants 
satisfied with the conduct of 
the review. 

70% 71% 78% 

Percentage of agencies 
satisfied with the review 
service provided. 

75% 98% 97% 

Median days to finalise a 
review. 90 days 90 days 59 days 

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

0% 1.8% 0% 

Number of reviews finalised. 300 457 458 

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

75% 88% 88% 

Percentage of review 
applications finalised to 
received. 

100% 113%1 86% 

1 More applications were finalised than received during the reporting period due to carry-over from the previous 
period. 

In 2012-13, OIC conducted external review of decisions made under the RTI and IP Acts. 
The process of external review involves independently reviewing certain decisions made by 
Queensland Ministers, public sector agencies and public authorities about access to 
information and amendment of personal information. 

During the 2012-13 reporting period OIC received 533 applications. This figure represents a 
25% increase in the number of applications received. Figure 5 on page 20 displays the 
number of applications received by year since 2008-09. 
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Figure 3 depicts the number of review applications finalised by OIC over a five year period. 
During this reporting period OIC finalised a record number of 458 review applications. This 
is significantly more than the annual target of 300 and consistent with the 457 closures in 
the previous financial year. The continued high closure rate can be attributed primarily to 
increased temporary resources and capitalisation on improved efficiencies in work practices. 
Figure 3. Number of external review applications finalised 

 
 

Resolving applications 
Applications for external review may be resolved early or determined formally by written 
decision. 

Early resolution  
The RTI and IP Acts require the Information Commissioner to identify opportunities and 
processes for early resolution of an external review application, including mediation, and to 
promote settlement of an external review application. If an external review is resolved 
informally each participant is given a notice that the review is complete. 
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Figure 4. Proportion of reviews resolved informally  

 

Resolution of reviews 
The percentage of reviews finalised informally during the 2012-13 reporting period was 88%. 
This represents a continuing high rate of informal resolution of reviews exceeding OIC’s 
target of resolving 75% of reviews without a formal decision.  

Figure 5 shows that the number of applications on hand at the end of this financial year was 
188. The increase is caused by the large volume of applications received, particularly with 
82 applications received in the last month of the reporting period. 
Figure 5. Number of external review applications on hand and number of applications received 

 

Target 
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External review decisions 
A written decision is one in which the Information Commissioner affirms, varies or sets aside 
the agency decision under review and makes a substituting decision. 

The Information Commissioner must publish written decisions. Decisions, and reasons for 
decision, are published on OIC’s website, except to the extent they contain exempt 
information, or are contrary to the public interest.  

In 2012-13 OIC made 57 written decisions: 48 of these were made under the RTI Act and 
nine under the IP Act.  

Appeals on a question of law to the Queensland Civil and Administrative Tribunal  
Under section 119 of the RTI Act and section 132 of the IP Act, an external review 
participant is able to appeal to the Queensland Civil and Administrative Tribunal (QCAT) 
against a decision of the Information Commissioner on a question of law.  

During the 2012-13 reporting period, seven appeals were made to QCAT by external review 
applicants in relation to decisions of the Information Commissioner. QCAT granted leave to 
withdraw two matters. Two appeals were upheld and the matters remitted to the Information 
Commissioner to reconsider. Three appeals remain under consideration by QCAT. 

During the 2012-13 period, QCAT also determined four appeals that had been lodged in the 
previous year. All four appeals were dismissed on the basis that the appellant had not 
established a question of law. 

Judicial review of decisions 
Written decisions of the Information Commissioner may be judicially reviewed by the 
Queensland Supreme Court under the Judicial Review Act 1991 (Qld).  

No applications for a statutory order of review were made to the Supreme Court during 
2012-13.  

Applicant satisfaction with the conduct of the review  
In 2012-13, applicants were surveyed if their applications for external review required a 
substantive review. If an application did not proceed to review because, for example it was 
outside of OIC’s jurisdiction, the applicant was not surveyed. Consistent with previous years 
and applicant feedback: 

• an applicant who had more than one review in the year was surveyed only once for 
the year; and 

• surveys were sent following the file closure letter. 

78% of applicants were satisfied overall with the review service provided by OIC in 2012-13. 
This exceeds our service standard of 75%. 

Timeliness 
OIC measures its timeliness by calculating the median number of calendar days for an 
external review to be resolved or finalised. The median number of calendar days for an 
external review to be finalised in 2012-13 was 59 days. This was an outstanding result. The 
service standard is 90 days which reflects previous years’ performance. Timeliness in 
dealing with external reviews is constantly reported as being of primary importance to 
applicants. 
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Figure 6. Number of median days to finalise an application 

 
 

Number of open reviews more than 12 months old at the end of the reporting period 
A small number of reviews take an extended period to resolve for a range of reasons, 
including most often, complexity of the issues. A performance measure was introduced in 
2005-06 with a target of having fewer than 10 reviews more than 12 months old. This 
measure was superseded in the 2011-12 Service Delivery Statement by an amended 
efficiency measure of 0% as a result of a whole-of-government review process.  

As at 30 June 2013, no reviews more than 12 months old remained open. This was 
achieved despite the continuing high number of incoming review applications and can be 
attributed to additional temporary resources, a continued emphasis on early resolution and 
efforts to project manage and prioritise older files during the reporting period.  
Figure 7. Number of open reviews more than 12-months old 

 

 

Target 
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Applications for financial hardship status 
Under section 67 of the RTI Act, a non-profit organisation may apply to the Information 
Commissioner for financial hardship status. Where financial hardship status is granted, the 
decision has effect for one year from the date of the decision.  

In 2012-13, the Information Commissioner received six applications for financial hardship 
status. One application was subsequently withdrawn, two were not granted and the 
remaining three were granted.  

 

 
 

Case study 1: responding to applicant concerns as an alternative to focussing on access to 
documents  
 
Sometimes, when access is refused under the RTI Act, applicants make incorrect assumptions 
about the information that has been withheld. While OIC is under strict obligations not to disclose 
information in issue, sometimes through discussion and negotiation, agencies agree to OIC 
providing an explanation to the applicant which directly addresses their concerns without the 
need to disclose information which would be contrary to the public interest. OIC has successfully 
resolved a number of reviews on this basis in the 2012-13 financial year. 
 
In one circumstance, an applicant applied for a copy of a medical record. Access was refused on 
the basis that the record contained a third party’s personal information and disclosure would, on 
balance, be contrary to the public interest.2 On external review, the applicant submitted that if 
information was refused, it could only be assumed that the Hospital and Health Service (HHS) had 
something to hide.  
 
OIC assured the applicant that a decision maker is specifically prohibited from taking into account 
that disclosure could cause embarrassment to the Government.3 We also explained that the HHS 
had agreed to OIC disclosing that, two crucial facts that the applicant assumed would be exposed 
by release of the information in issue, were not present in the information in issue. 
 
In another external review, an applicant sought medical records of a deceased relative to confirm 
his suspicions about how the relative had ended up in hospital. The applicant was not able to 
obtain a copy of the medical record itself because in OIC’s view, the agency had reached the 
correct decision that disclosure would, on balance, be contrary to the public interest. However, 
we negotiated with the HHS to confirm to the applicant that his suspicions about what the 
documents contained, were incorrect and on this basis, the external review was resolved without 
the need to disclose any sensitive personal information.  
 
2 Under sections 47(3)(b) and 49 of the RTI Act. 
3 Schedule 4, part 1, item 1 of the RTI Act. 
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Case study 2: providing a summary document that addresses the concerns/interests of all 
parties 
 
A number of external reviews were informally resolved in the 2012-13 financial year by focussing 
on the parties’ interests and generating alternative options to meet these interests. An example 
of this, is a series of applications made for access to documents relating to fraud, official 
misconduct and corruption involving agency staff. The agencies generally refused access to these 
documents on the basis that the information was obtained, used or prepared for an investigation 
by the Crime and Misconduct Commission in the performance of its prescribed functions (CMC 
exemption)1.   
 
On external review, OIC worked with all parties to negotiate the creation of a new document 
summarising the relevant information in a de-identified way. Although agencies are not required 
to create documents in response to access applications, this option was agreed upon to 
informally resolve the external reviews without the need for a formal decision – a solution in the 
interests of both parties. The summary document contained details of investigations conducted 
by the agencies (including information about the allegations made, how each matter was dealt 
with and the final outcome of each investigation) and was not prohibited from release by the 
CMC exemption. On the basis of a summary document being provided, the applicant agreed to 
informally resolve these reviews. 
 
 Sections 47(3)(a), 48 and schedule 3, section 10(4) of the RTI Act. 

Outlook for 2013-14  
In the coming year we will: 

• continue to enhance dispute resolution approaches and skills within external 
review 

• continue to offer the ‘Fast Track Negotiation Skills’ training package for right to 
information and information privacy practitioners 

• continue to develop community guidelines on commonly sought information to 
explain to applicants where information is not usually provided under the 
legislation and consequently assist both agencies and external review in demand 
management 

• continue to improve efficiency with the maintenance of easily accessible online 
information resources, including annotated legislation 

• maintain an independent, timely and fair review of decisions made under the RTI 
Act and IP Act 

• continue to liaise with all stakeholders to improve service delivery across 
government 

• monitor the operation of the RTI and IP Acts to identify any key issues; and 

• contribute to the current legislative review of the RTI and IP Acts. 
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Service two 
An independent and timely privacy complaint 
resolution service 
 

Key activities 

• Resolve privacy complaints. 

 

Service standard Targets 
Achievements 

2011-12 2012-13 
Percentage of complainants 
satisfied with the conciliation 
service. 

70% Insufficient 
meaningful data 

Insufficient 
meaningful data 1 

Percentage of agencies satisfied 
with the privacy service provided. 75% 100% 100% 

Percentage of privacy complaints 
not formally referred to QCAT for 
determination. 

75% 96% 96% 

Median days to finalise a privacy 
complaint. 90 days 4 days 18 days 

Percentage of privacy complaints 
finalised to received. 100% 93% 88% 

1 The number of complaints received was too low for the measure to be meaningful. 
 

OIC provides a privacy complaint mediation service if a complainant is not satisfied with an 
agency’s response to their complaint. Under the IP Act, a person may make a privacy 
complaint to the Information Commissioner if they have first made the complaint to the 
agency, and 45 business days have elapsed. All privacy complaints are initially assessed 
against the legislative requirements. The Information Commissioner may decide to decline 
to deal with the complaint, refer the complaint elsewhere, attempt to mediate the complaint, 
or refer a complaint that cannot be resolved through mediation to QCAT. OIC endeavours to 
resolve all privacy complaints in a timely, effective and efficient manner.  

51 complaints were received during the year. 45 complaints were finalised during the year. 
OIC again exceeded its target of finalising complaints within 90 days, achieving a median 
time to finalise a complaint of eighteen days. 

 

“Staff of the Privacy Commissioner are also very helpful and give timely and 
thorough advice…” 
(Agency feedback) 
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Figure 8. Number of privacy complaints received and finalised 

 
 

The number of complaints received in 2012-13 was slightly down compared to  
2011-12 financial year. A continuing trend is a significant proportion of these complaints 
failed to meet the technical requirements of a privacy complaint under the IP Act. The 
largest single reason for non-acceptance (33% of all complaints) remains the complainant 
having either failed to lodge their complaint with the relevant government agency first and/or 
they had failed to allow the agency the required time of 45 business days to deal with the 
complaint.  

The privacy principles allow a large degree of flexibility of information flow for legitimate 
business reasons. The privacy principles in the Information Privacy Act 2009 are technical in 
nature and do not always align with a lay person’s understanding of the term ‘privacy’. 
Consequently, some complaints concern actions which are not breaches of the Act. OIC 
declines to deal with these complaints on the basis that the complaint is unsupported in law.  

To assist in remedying this deficiency OIC has, among other measures, further re-designed 
its online form to assist complainants in understanding their privacy rights. OIC produced a 
plain English publication on the 10 most common ‘privacy myths’. OIC has also started to 
produce short animated features as a means of visually publicising the privacy message.  

Also, OIC has initiated the quarterly convening of Privacy Contact Officers as part of the 
Right to Information and Information Privacy Practitioner Forum as another mechanism for 
disseminating and sharing privacy resources. A breakdown of complaint outcomes are 
outlined in Figure 9. 
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Figure 9. Privacy complaints outcome 2012-13 

 
*The complainant did not meet the requirements of a privacy complaint as set out in Chapter 5 of IP Act. For 
example, complainant had not complained to the agency first, complaint concerned organisations not covered 
under the IP Act such as private sector organisations subject to the Commonwealth Privacy Act 1988 or the 
action was not a breach of the IP Act.  
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Case study 
 
A department with a strong community presence regularly collects personal information about 
members of the community. It does so lawfully, under a legislative framework related to its 
functions and activities.  
 
A regional office of this department initiated an expansion of the personal information it collected 
beyond that which was needed for immediate departmental needs. The basis for the initiative 
was that some of the information may be of use to the department if there were to be 
subsequent interactions involving these individuals. The collected personal information was 
stored outside of the department’s official database.  
 
A person whose information was collected in this manner considered that the department had no 
authority to collect their information on a ‘just-in-case’ basis and made a privacy complaint. The 
person’s complaint was that because there was no immediate purpose for the collection, in doing 
so, the department was breaching Information Privacy Principle 1. 
  
The department in responding to the complaint acknowledged that if it needed to collect the 
personal information for an actual activity involving the person, there was adequate legislative 
authority for it to do so. It also acknowledged that at the time of collection it had not required the 
personal information in the performance of one of its specific functions or activities. However, 
the department argued that there was a general statutory right for it to conduct ‘intelligence 
gathering’ because of the nature of its responsibilities. 
 
The privacy complaint was escalated to OIC. The department through the mediation process 
agreed to destroy the collected personal information and to refrain from further collections of 
this nature.  
 
The complainant was satisfied with this outcome.  
 

Outlook for 2013-14 
In the coming year we will: 

• continue to provide an independent and timely privacy complaint resolution 
service 

• continue to develop, promote and share information resources with stakeholders 
including the development of an online privacy complaints training module for 
privacy practitioners, the sharing of resources and experiences in practitioner 
forums and highlighting good privacy practices and procedures through the OIC’s 
current review of privacy-compliant complaint handling systems 

• continue to liaise with all stakeholders to improve service delivery across 
government including better access to information about agency complaint 
processes; and 

• continue to provide input into the Queensland State Government’s Open Data 
scheme through OIC’s active involvement in the Open Data Senior Officers 
Working Group and the development of further tools and guidance material to 
assist agencies to maximise the release of data. 
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Service three 
Foster improvements in the quality of practice in right to 
information and information privacy in Queensland Government 
agencies 
 

Key activity 

• Produce and provide tools, resources and training. 

• Monitor, audit and report on agencies’ compliance with the legislation. 

 

Service standard Targets 
Achievements 

2011-12 2012-13 
Percentage of agencies 
satisfied with the information 
and assistance provided 
from the OIC. 

75% 100% 97% 

Percentage of agencies 
satisfied with the quality of 
information provided. 

75% 98% 100% 

No. of training activities 
provided. 30 31 35 

No. of people trained. 500 1,027 2,983 

Percentage of course 
participants satisfied with 
sessions. 

75% 99% 99% 

No. of monitoring and 
compliance activities. 10 178 106 

 

Information and assistance  
One of OIC’s major functions is to provide information and assistance to agencies and 
members of the public on the interpretation and application of the RTI and IP Acts.  

OIC produces tools and resources for use by agency staff and members of the community 
to help them understand, apply and use the right to information and information privacy 
legislation. All information resources produced by OIC are published on OIC’s website. 

In 2012-13, OIC continued to produce guidelines for use by agency staff to assist with 
ongoing compliance with RTI and IP obligations. As part of its commitment to educating and 
informing members of the public about their information access and amendment rights, OIC 
has restructured its community resources to make them more accessible and easy to 
understand. As part of this process, OIC has developed a range of information sheets for 
use by applicants and members of the community.  

Figure 10 sets out the guidelines and Figure 11 sets out the information sheets published by 
OIC on its website during 2012-13. 
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Figure 10. Guidelines published for agencies 

Guidelines for agencies  
Charging for applications received before 1 July 2013 
Privacy compliance and camera surveillance 
Drones – collection, storage and security of personal information 
Drones – outsourcing, use and disclosure of personal information 
Privacy and drone technology – an introduction 
Privacy and Mobile Apps 
Documents of an agency and documents of a Minister 
Departments and ministers – disclosure logs and personal information 
Disclosure logs – departments and Ministers 
Exempt information: Crime and Misconduct Commission investigation 
Transferring access applications 
Dataset publication and de-identification techniques 
Dataset publication and privacy 
Dataset publication and risk assessment 
Post-application documents 
Exempt information: Breach of confidence 
RTI and privacy obligations of ministerial staff (including attachment: What citizens legal 
rights to information and privacy mean for you) 
Schedule of relevant documents and Charges estimate notice 
Information Obligations of Public Service Employees 
 
Figure 11. Information sheets published for the community 

Information sheets for the community 
Applying for complaints 
Recruitment process documents 
Workplace investigation documents 
Accessing my medical records 
Justice Examination Order documents – a guide for applicants 
Top ten privacy myths – busted! 
Person recorded as birth father in agency documents – a guide for applicants 
How to make a privacy compliant – a guide for individuals 
The role of OIC’s External Review team – a guide for applicants 
Exempt Information: Crime and Misconduct Commission investigation – a guideline 
for applicants 
Explaining your review rights – a guide for applicants 
Overview of the application process: what to expect – a guide for applicants 
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Many of OIC’s guidelines and other resources published on its website are prepared to 
address issues raised or identified in the course of providing the enquiries service, 
conducting training and attendance at other forums including the RTI/IP Practitioner forum, 
external reviews, and research into interstate and overseas legal developments. Such 
issues include those that relate to agency practices, common misunderstandings by 
community members, and amendments to RTI and IP legislation. 

As agency right to information and information privacy practices mature, OIC will continue to 
concentrate on producing more community oriented and targeted publications to improve 
public awareness and engagement. Such publications will also assist agencies to more 
clearly explain how the legislation operates in their dealings with the community.  

In addition, OIC has undertaken a widespread and comprehensive review of its existing 
guidelines to ensure they remain relevant, accurate and useful. To date, over 100 guidelines 
have been reviewed and updated. With over 140 published resources in total, this review 
will be ongoing in 2013-14. 

Performance monitoring and reporting 
In 2012-13 three OIC performance monitoring reports were tabled in Parliament. 

In Compliance Review – Department of Transport and Main Roads: Review of the 
Department of Transport and Main Roads’ compliance with the Right to Information Act 
2009 (Qld) and the Information Privacy Act 2009 (Qld), OIC found the Department of 
Transport and Main Roads (TMR) regularly published valuable public sector information as 
a matter of course, through its publication scheme and disclosure log. OIC found that TMR’s 
approach to handling requests for information was of a high standard, and other agencies 
should consider adopting their practices as a guide to efficient and client-focused 
information management. Overall, OIC considered that TMR had an open culture, focused 
on the release of information to the community. A progress report has been provided by 
TMR and will be the subject of a follow-up review report to parliament in 2013-14. 

In Camera surveillance and privacy: Review of camera surveillance use by Queensland 
government agencies and compliance with the privacy principles in the Information Privacy 
Act 2009 (Qld) OIC reported on a review under the IP Act to assess the extent to which 
agencies have incorporated the information privacy principles in their use of camera 
surveillance. OIC found that Queensland government agencies used more than 20,000 
cameras across the state to monitor people in public places. OIC found that ambiguity 
surrounding management responsibilities of camera surveillance systems represented a 
risk, which if left unmanaged, could result in a significant privacy breach. OIC recommended 
that all Queensland government agencies review their camera surveillance systems, and the 
policies and procedures regarding their governance to improve compliance with the privacy 
principles under the IP Act.  

In Results of Desktop Audits 2011-12: Review of Publication Schemes, Disclosure Logs and 
Information Privacy Awareness in Departments, Local Governments, Statutory Authorities 
and Universities, OIC reported on desktop audits conducted during 2011–12 of over 160 
agencies to review their websites for compliance with the legislative requirements regarding 
publication schemes, disclosure logs and specific privacy principles. Most agencies 
reviewed, had satisfied basic requirements for publication schemes and disclosure logs, but 
had opportunities for improvement to achieve full compliance. The majority of agencies 
required significant action to improve compliance with the requirements of Information 
Privacy Principles (IPP) 2 (providing advice to individuals about the reasons for collecting 
their personal information) and 5 (advising the public about personal information held by the 
agency) of the IP Act. 
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Four reports for reviews and audits completed during 2012-13 will be presented to the 
Parliamentary Committee in 2013-14.  

In 2012-13, OIC carried out an electronic self-assessed audit across all agencies to monitor 
progress in implementing all RTI and IP legislative obligations across the Queensland public 
sector. The electronic self-assessed audit repeated an audit first conducted in 2010, to 
monitor agency progress over time. The original audit was issued as a document. The most 
recent electronic audit was an online instrument, enabling agencies to skip over questions 
that did not apply to the agency. This reduced the number of questions to be answered, 
particularly for agencies who had already reported a high level of compliance in the previous 
audit, whilst maintaining a high level of comparability between the two audits. 187 agencies 
responded, a significant response rate of 91%. The results of the electronic self-assessed 
audit will be reported and tabled in 2013-14. 

Desktop audits were conducted during 2012-13 of 96 agencies to review their websites for 
compliance with the legislative requirements regarding publication schemes, disclosure logs 
and specific privacy principles. These audits focussed on local governments, Government 
Owned Corporations and statutory authorities. Desktop audits of departments were 
postponed until early in 2013-14 to allow departments to rebuild their websites following 
machinery-of-government changes and legislative amendments to the RTI Act changing 
disclosure log requirements for departments and Ministers. Agency websites reviewed, 
satisfied basic requirements for publication schemes and disclosure logs, but required 
improvement to achieve full compliance. The audits examined agency compliance with IPP 
2 and IPP 5. Agencies generally required some degree of action to improve compliance with 
the requirements of both of these privacy principles.  

OIC conducted one agency right to information and information privacy compliance review in 
2012-13 in relation to the Department of Education, Training and Employment. The report of 
this review will be tabled in 2013-14. 

Also, OIC conducted a review of the implementation of the recommendations of two agency 
compliance reviews in relation to Queensland Health and the Queensland Police Service. A 
report of these two follow-up reviews will be tabled in 2013-14. 

In 2012-13 OIC provided agencies with support for self-monitoring. OIC conducted a 
webinar on completion of the self-assessed electronic audit 

Training  
During the 2012-13 reporting period, OIC offered training opportunities to foster 
improvements in the quality of practice in right to information and information privacy to 
Queensland government agencies in the form of: 

• a series of scheduled training sessions in Brisbane covering a range of topics across 
right to information and information privacy 

• a range of individual courses developed and delivered in metropolitan and regional 
areas in response to agencies’ identified needs 

• online training courses for staff of agencies required to comply with the RTI Act and 
IP Act, including staff of bound contracted service providers; and  

• webinars.  
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In the reporting period, OIC conducted the following scheduled training: 

• fast track negotiation skills training 

• access training for decision makers 

• general right to information training (online) 

• general privacy awareness training (online) 

• general privacy awareness training for public health agencies (online) 

• general information obligations for Public Service Officers (online) 

• dealing with high conflict people training (webinar); and 

• self-assessment electronic audit training (webinar). 

The requirements of a client group can vary according to their role. In addition to information 
practitioners, specific training was delivered for law enforcement and compliance officers, 
health service staff, customer service officers, human resources officers, senior 
management personnel, students, legal professionals and auditors. 

Training offered by OIC is evaluated to facilitate continuous improvement. Course 
participants provide OIC with feedback including their level of satisfaction with the training 
session. In the reporting period 99% of participants were satisfied with the training provided. 
Figure 12 displays OIC annual training satisfaction levels against the service standard target 
over a four year period. 
Figure 12. Percentage of course participants satisfied with training sessions 

 
 

“Excellent content. Very well explained in simple English.” 
(Training participant feedback) 

 
“This was the most enjoyable and informative workshop I have been to in years. 

Thank you. Going back to the office much more confident.” 
(Training participant feedback) 

Target 
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The tailored training package for information practitioners called ‘Fast Track Negotiation 
Skills’ continued to be delivered in response to demand. This training course recognises that 
facilitating access to information often involves a series of rapid negotiations with a range of 
internal and external stakeholders. It also acknowledges that negotiations deal with highly 
sensitive issues in a time critical and legally complex setting. This two day face-to-face 
training course continued to receive favourable participant feedback. Examples include: 

 

"Thank you for providing this training. I would recommend this course to our new RTI 
officers" 

(Feedback from training participant) 
 

"Fantastic workshop. Very interactive and enjoyable. Informative! Thank you." 
(Feedback from training participant) 

 

In 2012-13, OIC built on the knowledge and skills learnt in the ‘Fast Track Negotiation Skills’ 
course by introducing advanced training with a webinar on dealing with high conflict people. 
Strategies taught during the webinar can enable information practitioners to deal with 
applications more efficiently, in a client-focused manner and with better outcomes for all. 
Such practices can also reduce demand for formal applications under the legislation, 
consistent with the objectives of the RTI Act. 

The webinar delivery method allowed information practitioners to participate despite their 
geographical location. A recording of the webinar was also produced and made available on 
the OIC website. Embracing such web based technologies can provide greater learning 
opportunities, increase productivity and reduce costs associated with delivering training to 
an audience dispersed throughout Queensland.  

 

“Engaging discussion with some great insights. Presenting as a webinar was very 
time efficient and having the ability to ask questions live was also great.” 

(Feedback from webinar participant) 
 

“A very helpful webinar with excellent and knowledgeable presenters.” 
(Feedback from webinar participant) 

 

In 2011-12 OIC launched the first online training course on the topic of information privacy. 
The course was available for all public sector employees and interested members of the 
community. In 2012-13 a further three online courses were developed. OIC’s suite of 
courses now comprises: 

• Information Privacy Act 

• Right to Information Act 

• Public Health Agencies and the Information Privacy Act; and 

• Information Obligations for Public Service Officers. 
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The online training delivery model provides greater access to training opportunities for public 
sector employees or community members interested in learning more about Queensland’s 
information rights and obligations. The training offers an individual or agency with access to 
a low-cost, flexible learning pathway for all people across Queensland. During 2012-13, 
OIC’s online courses received 1,973 enrolments.  

Agencies across the public sector have been encouraged to incorporate this training into 
their staff induction process and annual compliance regime.  

 

 
 

Outlook for 2013-14 
In the coming year we will: 

• continue to develop, promote and share information resources with stakeholders 

• systematically review training opportunities to deliver services aimed at promoting 
better practices across government 

• continue to liaise with all stakeholders to identify systematic issues and solutions 

• continue to monitor, audit and report on agencies' compliance with the legislation 

• provide authoritative advice to improve the effectiveness and efficiency of service 
delivery across government in particular frontline services 

• develop and implement additional online training courses including access 
training and privacy complaint management in relation to information rights and 
obligations; and 

• encourage agencies to incorporate OIC online training into their staff induction 
annual compliance training. 
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Service four 
Promote the principles and practices of right to information and 
information privacy in the community and within government 
 

Key activity 

• Inform and educate agencies and the community about information rights and 
responsibilities. 

• Provide expert advice and assistance to the community and agencies through the 
enquiries service and the website. 

 

Service standard Targets 
Achievements 

2011-12 2012-13 

No. of awareness 
activities conducted. 190 557 341 

No. of enquiry 
(written and oral) 
responses. 

2,500 3,459 3,686 

No. of website visits. 80,000 64,173 76,450 
 

Promoting through the internet  
The website is the public face of OIC. It provides stakeholders, including public sector 
employees and the community, with a range of tools and resources that promote and raise 
awareness of open and accountable government and explain how the legislation operates. 
OIC considers that it’s valuable resources are under-utilised and enhanced and promoted 
such resources in the 2012-13 year. 

OIC continued to enhance the websites usability, accessibility and compliance with 
Government standards. The website design represents a user centric approach to meet the 
needs of OIC’s key stakeholders and to support OIC’s strategic goals. Improved website 
features in 2012-13 also include enhanced search capability and information architecture. 
During the reporting period the website received 76,450 visits, a 19% increase from  
2011-12.  

Social media remains a valuable tool with a dedicated YouTube Channel, Twitter feed and 
LinkedIn profile. This electronic footprint increases communication opportunities, channels 
and reach to stakeholders. 

Promoting through other avenues  
During the year, OIC informed agencies and the community about information rights and 
responsibilities through a range of communication activities including radio interviews, 
lectures, seminars, articles, publications, submissions and presentations. 

OIC made submissions and public comment on a range of issues at the state and 
commonwealth level including in relation to Open Data and ICT matters, information access 
and privacy issues, proposed amendments to the RTI and IP Acts and reviews of other 
legislation such as the Queensland Civil and Administrative Tribunal Act 2009 and the Crime 
and Misconduct Act 2001.  
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In 2012, Right to Information Day was marked with the biannual Information Commissioner 
conference, Creating Open Government (20-22 August 2012), hosted by the NSW 
Information Commissioner in Sydney. The conference brought together key decision 
makers, senior executives, leading thinkers and public servants from across a range of 
government sectors to explore themes of access, engagement and accountability, and what 
these mean for open government.  

The fourth annual Solomon Lecture was presented at the conference by well-regarded guest 
speaker Professor Geoff Gallop, Director of the Sydney University Graduate School of 
Government on the theme of ‘Is integrated government possible?’  

OIC also conducted a number of low cost promotional Right to Information Day activities 
including the online release of information and resources designed to raise awareness of 
information rights and responsibilities within the public sector and community. 

OIC participated in Privacy Awareness Week (PAW) from 28 April to 4 May 2013, as an 
active member of the Asian Pacific Privacy Authorities. PAW 2013 focused on the privacy 
issues surrounding current and emerging technological trends including advances in drones 
technology, the widespread use of social media, the rapid uptake of smartphones and 
tablets, and the growth of cloud-based services.  

OIC raised awareness among the public sector and community by producing and releasing 
a range of resources on OIC’s website:  

• Privacy Health Check online survey 

• Top 10 Privacy Myths – Busted information sheet  

• Drones information sheet  

• Privacy and Mobiles Apps information sheet 

• Polly’s Follies – Animation; and 

• Free online Information Privacy Act training. 

In May 2013, OIC hosted the first, quarterly Right to Information and Information Privacy 
Practitioners’ Forum to foster improvements in the quality of practice in information rights 
and responsibilities. The forum was well attended and provides practitioners with another 
opportunity to share knowledge and ideas.  

As government services are increasingly offered online it is important that people of all ages 
develop privacy awareness, including skills to protect their personal information. In addition 
to information and resources already available for the public sector and community, OIC 
specifically released information and resources targeting secondary school students and 
seniors.  

A teaching module, developed in 2011-12, for Queensland’s secondary school students 
(aged 15–18) was revised and re-launched in 2012-13 across a broader component of the 
curriculum. The module enabled teachers to discuss with their students what ‘privacy’ 
means in today’s information age. Through a range of individual, group, and class activities, 
students explored privacy-related themes specific to social networking, mobile devices and 
cyber security.  

A Seniors Online Security training package was launched as part of Seniors Week  
(20-28 August 2012). The project is a collaborative effort between the Carindale PCYC, 
Queensland Police Service, the Australian Government and OIC. Funded by the Australian 
Federal Government, the project produced five training modules to educate seniors about 
protecting themselves, their privacy and personal information while using the internet. 
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Enquiries Service 
OIC Enquiries Service provides critical support to agency officers and the community to 
improve practices and assist in achieving more efficient and effective processes and 
outcomes for the community. 

Agency staff and members of the community use the Enquiries Service to ask questions 
about access to information, and the interpretation and application of the RTI and IP Acts. 
Queries range from requests for copies of the approved access application form to complex 
legal questions about the meaning and application of particular sections of the legislation. 
The Enquiries Service is provided by our Information & Assistance officers, who at present 
consist of experienced former agency decision-makers, privacy and legal officers, and are 
supported by OIC privacy officers.  

Figure 13 sets out the number and nature of enquiries handled by the OIC’s Enquiries 
Service in 2013-14: 
Figure 13. OIC enquiry service 

Type of enquiry 2011-12 2012-13 
Telephone 2,823 2,743 
Email 562 779 
Letter/fax 74 124 
Total 3,459 3,646 
 

“This is such an excellent and speedy response, I am moved to reply to congratulate 
you. The OIC is really doing its job well. Congratulations” 

(Feedback from member of the public) 
 

“Thank you for your detailed, prompt and informative reply. The information you 
have provided looks great. I appreciate your time and effort in writing out your reply.” 

(Feedback from member of the public) 
 

Demand for advice and assistance from the Enquiries Service has continued to exceed 
expectations. In the fourth year of operation, enquiries from both members of the public and 
agencies were similar in number to previous years, but the number of written enquiries has 
risen as they become more complex in nature and require a more considered, detailed 
response. This may indicate that right to information and information privacy are becoming 
more established as essential, business-as-usual functions of agencies, and that members 
of the community are better informed about their information access rights.  

The complexity of enquiries also reflects that while people can now access an extensive 
suite of information resources on the OIC website, they will continue to require advice and 
assistance in relation to the application of specific and complex aspects of right to 
information and information privacy law and practice to particular circumstances that may 
not have been contemplated in drafting the RTI and IP Acts.  

In other cases, it reflects the reality that for a large proportion of the smaller agencies with 
obligations under the RTI and IP legislation, application handling is far less frequent and it is 
difficult for those agencies to develop a detailed working knowledge of the legislative 
process. For those agencies, the Enquiries Service will always be particularly important as a 
source of guidance through the process and advice. 
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“Thank you so much for all your guidance and assistance in helping my colleague 
and I adjust to the role. We are very grateful.” 

(Agency decision maker feedback) 
 
Figure 14. Number of enquiries responded to 

 
 

During 2012-13, the highest number of enquiries related to right to information, with 
information privacy (access and amendment) the second-most common. Enquiries relating 
to privacy complaints were also regularly received.  

 

“Your advice is very much appreciated you guys provide a fantastic service” 
(Agency decision maker feedback) 

 

Target 
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Additional advice and assistance 
The Acting Privacy Commissioner is increasingly consulted by government agencies who 
seek advice regarding incorporating responsible personal information management into a 
wide range of government initiatives. The Queensland Government’s Open Data scheme is 
one such initiative with the only restrictions on pro-active release occurring where the 
release would compromise public safety, security, commercial confidentiality and privacy. 
OIC continues to be consulted about privacy implications of releases under Open Data and 
has produced a number of information resources to assist agencies to maximise their 
releases of data (see page 30). Other initiatives include the movement to adoption of cloud 
services, the burgeoning uptake of camera surveillance systems and increasing inter-
agency cooperative programs.  

OIC has also been called upon to provide advice about the Commonwealth’s National 
Identity Security Scheme, academic data-linkage programs and has provided contributions 
to the privacy law course of Queensland University of Technology and the University of 
Queensland. Indications are that OIC’s input into information management projects will only 
continue to grow as the Queensland Government continues its commitment to expanding 
and improving the digital delivery of its services. 

 

 

 

 

 

Outlook for 2013-14 
In the coming year we will: 

• continue to promote the principles and practices of the RTI Act and IP Act, with a 
particular focus on community-orientated resources 

• continue to develop and implement products that inform and educate the community, 
and government, about information rights and responsibilities, focusing on regional 
areas 

• champion right to information and privacy best practice in government 

• continue to raise awareness of our role and services throughout the community and 
government; and 

• contribute to the current legislative review of the RTI and IP Acts. 




