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EXTERNAL REVIEW 
Provide independent, timely and fair reviews of decisions made under the 
RTI Act and IP Act. 

Our strategies 
• Resolve external review applications using flexible approaches 
• Determine external review applications through formal written decisions where required.  
• Maintain comprehensive case and knowledge management systems for quality resolution 

and decision–making services 
• Identify and implement strategies to ensure equitable and timely access to review services 

for all applicants, especially when experiencing high demand and repeated unreasonable 
behaviour on the part of review participants  

Figure 2. External review service standards 

Service standard Target 
Achievement 

2017-18 2018-19 2019-20 2020-21 2021-22 

Percentage of external 
review applications finalised 
to received 

100% 95% 96% 88% 110% 107% 

Percentage of applicants 
satisfied with the conduct of 
the review 

70% 66% 56% 67% 51%* 44% 

Percentage of agencies 
satisfied with the review 
service provided 

75% 94% 98% 95% 96% 98% 

Mean average days to 
finalise a review**  150 days n/a n/a n/a 155 days 139 days 

Percentage of open reviews 
at end of reporting period 
over 12 months old 

0% 0% 0.1% 0.3% 6%*** 0.8% 

Percentage of external 
reviews resolved informally 
without a written decision, 
compared to the total 
number of finalised reviews 

75% 87% 92% 87% 90% 89% 

 
 

* While 650 matters were finalised in 2021-22, only 54 surveys were returned. Of these, 24 (44.4%) expressed satisfaction, 27 
(50%) expressed dissatisfaction, and 3 (5.6%) were undecided. 
**This service standard changed in the 2020-21 financial year. The previous service standard was ‘Median 
days to finalise a review – 90 days’. 
*** 2 external reviews out of 246 matters on hand as at 30 June 2022. 
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In 2021-22, OIC dealt with substantial 
demand for external review services, 
receiving 606 applications for the review of 
decisions made by agencies or Ministers.  
This is consistent with the high demand for 
external review services, with over 600 
applications received each year since 
2017-18. 

 

OIC uses innovative ways to deal with 
consistently high demand, by distributing our 
resources across small External Review 
teams, providing parties with early high level 
merit assessments, promoting informal 
resolution strategies and using the tools 
available in the legislation to manage delays 
and difficult participant behaviour.  

Around 85 percent of applications made to 
OIC were by individuals seeking access to 
information in connection to their personal 
engagement with government agencies, eg. 
public service employment, local 
council/neighbourhood matters, building 
disputes, health records and health related 
complaints, schooling, time in care, 
incarceration, and involvement with law 
enforcement.  

Pleasingly, we finalised 107 percent of 
external reviews compared to those 
received. This is a significant measure of 
our effectiveness and efficiency. Despite 
ongoing high demand, we reduced the 
number of external reviews on hand from 
291 to 246. 

 

Further, we reduced our mean average 
days to finalise external reviews to 139 
days – down from 155 days in 2020-21, 
and below our performance target of 150 
days. 

At the end of 2021-22, two files over 365 
days old remained open, representing 0.8 
percent of open files. While this exceeds 
our performance target of zero percent, it is 
a strong achievement in the face of ongoing 
high demand and testament to the close 
strategic management and collaboration 
between members of the External Review 
leadership team. The aging files represent 
the small number of complex cases that 
take longer to resolve, due to delays in 
obtaining information from agencies and 
submissions from participants, allegations 
of missing documents and, at times, 
participants who are unreceptive to informal 
resolution proposals. 

In 2021-22, we issued 19 formal notices to 
produce documents and information under 
sections 103 of the RTI Act and 116 of the 
IP Act, in an effort to tackle delays by 
agencies not providing us with information 
in a timely way. Twelve of these were 
issued to the Queensland Police Service 
(QPS). We acknowledge that this agency 
experiences very high demand for its RTI 
services and associated resourcing issues.  
OIC met with QPS senior management on 
several occasions during 2021-22 to 
identify opportunities for improvement in 
workflow, case management, and to 
promote more timely outcomes for 
applicants. 
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Figure 3. Number of external review applications 
received vs. finalised 
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This financial year, 137 of our 606 incoming 
files (22.6 percent) related to deemed 
refusal decisions. This is where the agency 
has been unable to meet the statutory 
decision-making timeframe. When dealing 
with a deemed refusal of access decision, 
our priority is to ensure the applicant can 
gain access to any information to which 
they are entitled under the legislation, as 
soon as possible. In many cases, the 
agency will be in a position to locate and 
release some information, which can lead 
to early resolution of a matter. However, 
applicants who receive notification of a 
deemed decision are usually frustrated by 
the delay in processing their application, 
and therefore, in some cases, it can be 
difficult to reach an informal resolution 
outcome without further involvement from 
OIC.  

The issue of missing documents continues 
to be regularly raised by external review 
applicants. These applications are resource 
intensive due to the time it can take to 
conduct further searches. The comments 
made in the Coaldrake Final Report 
regarding efforts to ensure documents are 
not located in response to access 
applications is of great concern. On 
external review, our task is to determine 
whether all reasonable searches for 
requested documents have been 
conducted. We expect agency cooperation 
in this regard and often have to revert to 
agencies multiple times before we have 
sufficient evidence that all reasonable 
searches have been conducted. Generally, 
it is our experience that these matters 
highlight opportunities for information 
management to improve across 
government to ensure documents are 
located in the first instance and to build 
community trust in government. 

Some external review applicants engage in 
difficult and high conflict behaviour during a 
review process which can impact OIC’s 
ability to provide services in a fair, 
equitable, timely and efficient manner for 
all. OIC is also conscious of the impact this 

behaviour can have on staff and during 
2021-22 we revised the policies and 
guidelines for our staff when managing 
such interactions.  

While the challenges are considerable, 
team cohesion and collaboration remain 
high in providing External Review services. 
Our staff maintained focus on core 
responsibilities and our goal of doing the 
best we can with the resources available. 
This is demonstrated by our high rate of 
informal resolution, minimal aging files at 
the end of financial year and reduced 
number of on hand reviews.  

Agencies reported 98 percent satisfaction 
with the external review service, exceeding 
the target of 75 percent. We acknowledge 
the demand agencies are experiencing, 
alongside resourcing limitations. In this 
reporting period, several agencies 
experienced diminished ability to comply 
with external review timeframes and sought 
lengthy extensions of time. This is 
somewhat attributable to the ongoing 
impact of the pandemic on staffing and 
recruitment. 

Applicant satisfaction remains below target 
at 45 percent. As in past years, received 
survey responses (54) are low relative to the 
number of reviews finalised (650); this 
equates to less than 10 percent of finalised 
matters. Half the responses received 
reported dissatisfaction with the conduct of 
the external review. In many cases, 
respondents combined feedback on the 
outcome of the review with feedback on our 
service.  

Despite the low return rate, it remains 
important to give applicants a formal 
feedback opportunity. We consider every 
response to determine if there was an area 
of service we could improve. We also often 
receive unsolicited feedback during the 
external review process from applicants 
expressing either appreciation for our 
service or sometimes dissatisfaction. All 
feedback is considered as a review 
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progresses to ensure we follow best 
practice. 

Written decisions 
The Information Commissioner must publish 
written decisions. All decisions are available 
on our website. 

We made 73 formal written decisions, equal 
to the previous year. Commonly arising 
themes in formal decisions include 
sufficiency of search issues, entrenched 
individuals and information in connection 
with a personal complaint/dispute.  

 

OIC decisions contain findings of fact and 
law, all the facts relied upon, details of the 
law applied, details of submissions from the 
parties and reasons for the decision. In 
accordance with good privacy practice, the 
names of individual applicants are generally 
anonymised where the subject matter of the 
application is connected to their personal 
sphere. 

As noted above, 89 percent of external 
review applications were finalised without a 
formal decision. 

Appeals 
An external review participant has a right to 
appeal to Queensland Civil and 
Administrative Tribunal (QCAT) against a 
decision of the Information Commissioner on 
a question of law.  

 
1 Stiles v Information Commissioner [2021] QCATA 152, 
which adopted the reasoning in Walker Group Holdings 
Pty Ltd v Queensland Information Commissioner (No 

QCAT has continued to find that the external 
review participants, and not the Information 
Commissioner, are the proper parties to 
appeals of external review decisions.1 
Generally, OIC is removed as a participant 
by way of consent or procedural directions, 
however, where our removal is contested, it 
is necessary for us to file a formal 
application. 

Seven appeals were lodged in 2021-22 and 
seven were finalised. Of those finalised, five 
were dismissed and two were withdrawn.  

Judicial review of decisions 
The Queensland Supreme Court under the 
Judicial Review Act 1991 may judicially 
review written decisions of the Information 
Commissioner. No applications for judicial 
review about matters relating to external 
review applications were made in 
2021-22.  

Applications for financial hardship 
status 
The Information Commissioner received 
seven applications from non-profit 
associations for financial hardship status 
under section 67 of the RTI Act, 11 less than 
in 2020-21. We granted five2 applications 
and three were withdrawn.   

The financial hardship status has effect for 
one year from the date of the decision. It 
means government agencies must waive 
processing or access charges unless there 
are substantial improvements in the 
organisation’s financial circumstances. The 
application fee on an access application 
remains payable. 

We publish a list of decisions granting 
financial hardship status on our website 
(outcome only). Copies of reasons for 
decision are provided directly to the 
applicant. 

  

2) [2021] QCATA 84.  
2 Including one matter that carried over from the 
previous financial year.  

Figure 5. Number of written decisions made 
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Applications and decisions to declare 
a person vexatious 
OIC issued the first own initiative vexatious 
applicant declaration in December 2021.3 
The declaration prevented an applicant 
from making access or amendment 
applications under the Information Privacy 
Act 2009 to two agencies, and external 
review applications to OIC, for a period of 
two years.  We also ceased dealing with all 
current applications. 

The decision was anonymised and 
publication was delayed until the 
respondent had the opportunity to appeal 
and OIC further considered redacting 
material that could re-identify him due to 
unique characteristics within content used. 
The IP Act provides that the Information 
Commissioner may publish the decision 
and reasons, including the name of the 
person the subject of the declaration, 
however it was not considered necessary to 
do so in the circumstances of the case. 
Relevant agencies received a copy of the 
original decision and were engaged in the 
process.  

The decision was not appealed in QCAT. 

One further application to declare an 
applicant vexatious under the RTI Act or IP 
Act was received from an agency.  It was 
withdrawn.  

Improving our service 
The external review service team has a 
strong culture of continuous improvement 
and is committed to sustaining relationships 
of mutual trust among team members. We 
find ways to improve our service for the 
community and adapt it to evolving external 
circumstances quickly.   

The External Review Leadership Team 
meets fortnightly to assess the status of 
current files, discuss informal resolution 
strategies and examine complex legal 
issues. These regular meetings assist in 

 
3 Information Commissioner and Respondent [2021] 
QICmr 70 (20 December 2021) 

identifying opportunities for informal 
resolution and promote consistency of 
decision making across individual teams. 

In 2021-22, we trialled placing a higher 
percentage of our existing full-time 
equivalent (FTE) resources into the Intake 
and Resolution Team and piloting a 
Principal Review Officer role within the 
Intake and Resolution Team (IART). While 
remaining within our approved FTE, these 
establishment changes have increased the 
level of expertise within IART, allowing for 
more, and quicker, assessments of the 
merits of a case to be conveyed to 
applicants at an early stage of the review. 
This has also contributed to the reduction in 
the number of on hand reviews at the end of 
the 2021-22 financial year. 

External review has continued to offer 
flexible hybrid working arrangements. Most 
staff attend the office between one and 
three days per week and work the 
remainder from home. Staff have become 
proficient in the use of Teams, SharePoint 
and managing files electronically through 
our case management system. We are 
conscious of the value of face-to-face 
collaboration and encourage staff to 
coincide their office attendance with 
members of their team. We host internal 
lunchbox training sessions for staff on days 
when office attendance is high and in June 
2022, external review staff came together 
at our physical premises to virtually attend 
the Council of Australasian Tribunals 
annual conference.   

Our case management system continues to 
support our electronic management of files 
and streamlining our workflow. Since 
decommissioning hard copy files in early 
2020, we have made continual 
improvements to our case management 
system to ensure maximised efficiency. 
This aligns with our culture of continuous 
improvement in small team settings.  
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We have continued to use OneNote as the 
database for our knowledge management 
resources. We designed a collated resource 
that is easy to search and that officers can 
update themselves. The responsibility for 
the resource is shared across the team. The 
tool gives us a greater ability to search for 
comparable previous cases, and store 
information about agency recordkeeping 
practices. It assists us in assessing issues 
on review faster and makes it easier for 
junior staff to conduct research, learn and 
develop their expertise. 

Our case studies on informally resolved 
reviews are distributed to the RTI 
practitioner network on a monthly basis and 
continue to receive positive feedback from 
agencies. External review decisions and 
informal resolution strategies are an 
important educative tool for agencies and 
their independent decision makers. We also 
collaborated across OIC to develop new 
guidelines, information sheets, training 
sessions and news items, to ensure our 
public resources reflect current external 
review views and decisions. 
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PRIVACY ADVICE AND COMPLAINT MEDIATION 
Assist agencies to adopt privacy by design and achieve compliance with the 
privacy principles. 

Our strategies 
• Promote privacy by design and privacy impact assessments, including training, guidance and 

tools  
• Provide independent expert advice and assistance to agencies  
• Promote the benefits of engaging privacy services early  
• Determine whether it is in the public interest to approve waiver applications through formal 

written decisions  
• Issue compliance notices where required to ensure compliance with the privacy principles. 

Provide an independent, timely and fair privacy complaint mediation service. 

Our strategies 
• Promote within agencies a culture that recognises the benefit of early resolution of privacy 

complaints through mediation before formal QCAT proceedings  
• Engage with complainants to explain the process, our role and manage expectations. 

 
Figure 6. Privacy advice and complaint mediation service standards 

Service standard Target 
Achievement 

2017-18 2018-19 2019-20 2020-21 2021/22 

Percentage of agencies 
satisfied with the privacy 
complaint mediation service 
provided 

75% 88% 100% 100% 94% 100% 

Percentage of agency 
stakeholders satisfied with 
advice service we provide^ 

75% n/a n/a n/a 100% 91% 

Mean average days to finalise 
an accepted privacy 
complaint+ 

140 days 157 days 157 days 185 days 278 days 257 days 

Number of consultations and 
submissions# n/a n/a 33 25 11 16 

Number of advices and 
meetings with agencies* n/a n/a 326 412 383 359 

 

^This service standard was introduced in the 2020-21 financial year.  
#This service standard changed in 2018-19 financial year. The previous service standard was ‘Number of advices, 
consultations and submissions’. 
*This service standard changed in 2018-19 financial year. The previous service standard was ‘Participation in 
meetings, regional visits and information sessions’. 
+ This measure will be discontinued in 2022-23 
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The IP Act provides for the fair collection 
and handling of personal information in 
the public sector environment. The Act 
sets rules for how Queensland public 
sector agencies must handle personal 
information. 

To assist and ensure agencies to comply 
with these rules (the privacy principles), 
we: 
• provide expert privacy advice and 

assistance 
• consider applications to waiver or 

modify the obligations to comply with 
the rules where there is a 
counterbalancing public interest 

• issue compliance notices. 

Agency advice and assistance 
One of the key services we provide is timely 
and authoritative advice about agencies’ 
obligations under the IP Act. We provide, on 
request, agencies with both written and 
verbal advise as required. We regularly 
participate in working groups and specialist 
committees with other public sector 
agencies. Sometimes we advise other 
sectors, for example, where they provide 
services to government agencies and need 
to comply with the privacy principles. 

In 2021-22 we provided advice to 
government agencies 214 times. A range 
of agencies sought guidance on initiatives 
that collect, use, share or disclose 
personal information, such as video 
footage and health records including 
information about the vaccination status of 
employees. We participated in 145 
meetings on various privacy related 
matters including regional visits with local 
councils and hospital and health services. 
We also conducted a variety of information 
sessions to various stakeholders. We have 
a target of 75 percent agency satisfaction 
with the privacy advice provided to 
agencies introduced this reporting period 
and have achieved 91 percent. We 
surveyed advice recipients twice during 
the year, in the third and fourth quarters of 
2021-22. 

We assess Bills for potential impact on 
privacy rights. If appropriate, we make 
submissions to Parliamentary Committees 
on these issues and appear before 
committees when requested. 

In 2021-22 we made four formal 
submissions to parliamentary inquiries, 
commissions and to the Queensland 
and Australian Governments. This 
included submissions to the: 
• Women’s Safety and Justice Taskforce 

in response to Discussion Paper 1 – 
Options for legislating against coercive 
control and the creation of a 
standalone domestic violence offence 

• State Development and Regional 
Industries Committee on the Health 
and Other Legislation Amendment Bill 
2021 concerning amendments 
contained in the Bill to the Hospital and 
Health Boards Act 2011 to expand 
access to The Viewer to a range of 
health professionals who are not 
registered under the National Law  

• Attorney-General’s Department on the 
Commonwealth Privacy Act Review 
Discussion Paper  

• Legal and Community Safety 
Committee’s Inquiry into matters 
relating to donor conception focusing 
on the privacy considerations of access 
to this information.  

Points of interest 
We continued to monitor international, 
national and local issues and trends in privacy 
and data security and information 
management. The Privacy Commissioner and 
the Information Commissioner participated in 
the 55th and 56th virtual meetings of the Asia 
Pacific Privacy Authorities. OIC was honoured 
to be welcomed as a new accredited member 
of the Global Privacy Assembly (GPA). The 
Information Commissioner attended the 
virtual 43rd GPA hosted by Mexico from 18 to 
21 October 2021. These forums provide 
insights into data protection and privacy 
regulators and agencies across the Asia 
Pacific region and globally. The meetings 
explored various challenges to privacy 
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regulation and shared insights on data 
sharing, innovation and lessons learned from 
the pandemic. The participants outlined 
different international approaches to address 
these challenges.  

They also discussed emerging issues for 
enabling cross border data flows, guidance on 
understanding and implementing data 
protection laws, virtual health care and 
privacy issues and concerns related to the 
COVID-19 pandemic and legislative 
developments. There was general agreement 
that striving for national collaboration and 
consistency remained a key factor. 

We also participated in meetings with 
Australian Privacy Authorities held in 2021-22 
discussing trends in contemporary legislative 
privacy frameworks, developments in digital 
service delivery, facial recognition technology 
and principles for nationally consistent 
approaches to accessing Stolen Generations’ 
records. We continued to work with the 
National Privacy COVID-19 taskforce on 
various issues including national consistency 
on public health directives about contact 
tracing, check in apps and vaccination 
certificates. 

Privacy complaint resolution 
An individual who believes an agency has not 
followed the privacy principles when dealing 
with their personal information may complain 
to the agency. If, after 45 business days, they 
are not satisfied with the agency’s response, 
they may bring their complaint to us. We 
conduct preliminary enquiries to determine if 
we can deal with the complaint under the IP 
Act. If so, our role is to mediate the complaint. 
If mediation does not resolve the complaint, 
the individual may request we refer it to 
QCAT. 

In 2021-22 we finalised 68 privacy complaints 
and received 69. These figures are lower than 
the previous financial year.  

 
 

 

In 2020-21 we closed 20 accepted privacy 
complaints and resolved eight through 
mediation. Twenty-one complaints remain 
open.  

The Information Commissioner may decline 
to deal with a privacy complaint and/or 
decide not to accept a privacy complaint 
when: 
• they are not authorised to deal with the 

privacy complaint. An example would 
be if the entity complained about is a 
Commonwealth Government agency 

• the complaint does not meet the 
requirements. For example, the 
complainant has not first complained to 
the relevant entity and given it 
appropriate time to respond. 

The Information Commissioner may decline 
to deal with or to further deal with a privacy 
complaint in other circumstances including 
where: 
• it is more than 12 months since the 

complainant first became aware of the 
act or practice the subject of the 
complaint 

• the complaint is ‘frivolous, vexatious, 
misconceived or lacking in substance’. 
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Sometimes it is relatively straightforward to 
decide whether we should accept a 
complaint. But other cases are more 
difficult to work through and require 
additional information from the agency and 
the complainant.  

Under the IP Act our investigative powers 
are limited and so, at times, we are 
dependent on the cooperation of the 
parties and largely we have minimal 
control over the timeliness of responses 
and communications.  

The privacy complaints jurisdiction is now 
13 years old, and agencies have more 
mature systems and can deal with simpler, 
more straightforward privacy issues. 
Dissatisfaction with agencies’ provision of 
personal information to third parties 
continues to be the most common subject 
of complaints. 

In 2021-22, for some complaints, there 
continued to be significant lags in 
communications from complainants and 
respondent agencies. The privacy 
complaint process under the IP Act does 
not set a timeframe for managing privacy 
complaints. We are flexible where 
appropriate with the time complainants and 
respondent agencies have to deal with the 
complaint where it is reasonable to do so, 
noting the mediation process. Many factors 
can affect timeliness, for example personal 
health issues, pursuit of parallel complaint 
processes and delays because staff are re-
deployed. This is particularly a factor when 
we mediate accepted privacy complaints 
and discussing potential resolution with the 
parties can take significant time.  

A significant continuing factor is that privacy 
is often one element of a larger suite of 
concerns that are being dealt with through 
alternative grievance mechanisms – human 
rights concerns, industrial actions, workers 
compensation claims, internal disciplinary 
processes and compliance activities. The 
parallel administration of these other 
grievances can impact the timeliness of the 
parties’ responses and communications in 

their privacy complaint. We have 
endeavoured to try and resolve some of the 
older complaints that have carried over from 
the previous year.  Finalising these 
complaints has adversely affected our 
timeliness measure. While complaints and 
respondent agencies generally do not raise 
concerns when the other party is taking 
longer than expected to respond to a 
complaint, we have been increasing our 
effort to ensure agencies and complaints 
respond in a timely fashion.  

These issues have affected the time 
taken to resolve complaints. In 2021-22, 
the average time to finalise an accepted 
complaint was 257 days. 

Some factors which make mediating 
complaints more difficult include 
complaints having unreasonable 
expectations about the outcome of a 
privacy complaint. These issues can 
include seeking unrealistic compensation 
or wanting an outcome that addresses 
something beyond the privacy breach 
such as some other employment 
grievance. The mediated outcomes 
included five instances where a payment 
of money was made to compensate the 
complainant in relation to the breach.  
The five complaints which included 
financial compensation totalled $39,300. 
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Figure 9. Detail of mediated privacy complaints 

Agency 
Type 

Privacy Principle(s) 
involved 

Written 
agreement 

Prepared 
by OIC Certified Nature of agreement 

Public 
authority IPP 10 - Use No No n/a Statement of regret 

Local 
government 

IPPs: 
 8 – Accuracy 
9 and 10 - Use  
11 - Disclosure 

Yes No n/a Financial compensation 

Public 
authority 

IPPs: 
 8 – Accuracy 

10 - Use  
11 - Disclosure 

Yes No n/a Financial compensation 
and an apology 

Department IPP 11 - Disclosure Yes No n/a Financial compensation 
and an apology 

Department IPPs 10 and 11 – 
Use and Disclosure No No n/a Apology 

Hospital and 
health 
service 

NPP 4 – Data 
security Yes No n/a Financial compensation  

Public 
authority IPP 8 - Accuracy Yes No n/a Financial compensation  

Public 
authority 

IPP 11 - Disclosure 
and section 33 – 
transfer overseas 

No No n/a Record amended 

Referral to QCAT 
If during mediation resolving the complaint 
does not appear reasonably likely, the 
Information Commissioner must give 
written notice to the complainant and the 
respondent agency that the complainant 
has the option to seek referral of their 
privacy complaint to QCAT for its 
determination and as appropriate, remedial 
orders. 

If the complainant then asks, the Information 
Commissioner must refer the privacy 
complaint to QCAT. In 2021-22, we referred 
one complaint to QCAT. We play a limited 
role in QCAT as we are not a party in 
privacy complaint proceedings. 

Judicial review of decisions 
The Queensland Supreme Court may 
judicially review written decisions of the 
Information Commissioner under the 
Judicial Review Act 1991. In relation to 
privacy, those applications usually relate 
to the OIC declining to accept a 

complaint. There were no judicial review 
applications made during 2021-22. There 
was one decision in relation to a previous 
matter where the complainant’s 
application was dismissed. 

Waiver applications 
An agency or bound contracted service 
provider can apply to the Information 
Commissioner for approval to not comply 
with the privacy principles or to comply in a 
different way. 

No applications were received during 
2021-22. 

Data breach notifications 
Although agencies do not have to notify us 
and/or affected parties of privacy 
breaches, we recommend that they do as 
good practice. 

Under the Privacy Act 1988 (Cth), private 
sector organisations and Commonwealth 
government agencies must notify certain 
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data breaches. The public expects to be 
told that a privacy breach has occurred, 
particularly if they or their identity are at 
risk of harm. This helps affected individuals 
to manage risk and mitigate harm. 

While Queensland does not yet have the 
equivalent scheme to the Commonwealth, 
some agencies proactively tell us about 
their data breaches voluntarily, if only for 
seeking advice on how to manage them. 
This reflects agency awareness of good 
privacy practices and public expectations 
for those agencies that have notified the 
OIC and the affected parties of the 
breaches. Most of the breaches involved 
limited, one-off incidents caused by 
human error. 

In 2021-22 we received 40 voluntary 
notifications from agencies of privacy 
breaches. This is significantly lower than 
the 86 notification we received the 
previous year. A small number of incidents 
involved many affected individuals and 
could lead to a large number of complaints. 
However, we have not seen that notifying 
people about a privacy breach has led to 
an increase in privacy complaints. It is 
likely that if an agency notifies affected 
individuals promptly and appropriately 
enabling victims to protect themselves, any 
potential harm and can be removed or 
mitigated. It also helps to maintain trust 
and confidence in the agency.  

In June 2022 Professor Peter Coaldrake 
released his final report “Let the sunshine 
in”. Recommendation 10 in his report 
recommended that Citizens’ privacy rights 
be protected by implementation of 
mandatory reporting of data breaches.  All 
the recommendations were endorsed by 
Cabinet on 4 July 2022 and a taskforce 
was established to immediately implement 
the recommendations. The Consultation 
Paper on the Proposed Changes to 
Queensland’s Information Privacy and 
Right to Information Framework, released 
by the Attorney-General and Minister for 
Justice in June 2022, outlined a Mandatory 
Data Breach Notification Scheme. It is 
proposed that OIC would have an 
oversight role for the scheme with 
functions and powers to monitor and 
ensure compliance with the scheme. 

Improving our service  
We evaluate our privacy services and 
engage with stakeholders. Like the 
previous year, the pandemic impacted on 
our ability to meet face-to-face with our 
stakeholders. However, we commenced 
more meetings in person in the last 
quarter of 2021-22.  

More information about our key 
partnerships and networks is available on 
page 28. 
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ASSISTANCE AND MONITORING 
Promote greater awareness of right to information and information privacy in 
the community and within government. Improve agencies’ practices in right to 
information and information privacy. 

Our strategies 
• Use a range of communication and engagement initiatives to help the community to 

understand and exercise their information access and privacy rights 
• Encourage agency RTI and Privacy champions at a senior level, consistent with good 

practice recommendations and models 
• Co-design training and online resources with agencies to increase capability across the 

sector 
• Continue to provide quality information and assistance to both the community and 

agencies through the Enquiries Service 
• Strengthen key partnerships and strategic networks to build expertise, resources and 

achieve better common outcomes 
• Monitor, audit and report on agencies’ information management and information privacy 

practices and on their compliance with the legislation 
• Make audit recommendations on both specific and systemic matters 
• Support agencies to self-assess and improve their performance monitoring of key aspects 

of RTI and IP. 

Figure 10. Assistance and monitoring service standards 

Service standard Target 
Achievement 

2017-18 2018-19 2019-20 2020-21 2021-22 

Percentage of agencies 
satisfied with the 
enquiries service 

80% 100% 99% 100% 99% 98% 

Percentage of agencies 
satisfied with the quality 
of the information 
resources provided 

80% 100% 99% 99% 98% 98% 

Number of responses to 
written and oral enquiries 4,500 5,057 5,280 5,684 5,693 5,330 

Percentage of training 
participants satisfied with 
sessions 

75% 94% 97% 98% 97% 100% 

Number of training 
participants^ 4,000 13,909 11,892 12,997 8,738 8,931 

Number of reports tabled 
in Parliament 5 3 5 3 5 2 

Number of awareness 
activities conducted## 

250 307 430 353 321 280 

Number of website 
visits^^ 

150,000 204,962 235,226 283,715 317,186 317,672 
 

^ New performance target introduced in 2018-19. The performance target was previously 500. 
## New performance target introduced in 2018-19. The performance target was previously 190. 
^^ New performance target introduced in 2018-19. The performance target was previously 80 000.
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Information and Assistance 
Our Enquiries Service responded to 5,330 
enquiries in 2021-22 despite the ongoing 
challenges of working through a pandemic. 
We received specific enquiries, general 
questions and requests for assistance 
through various channels: 
• 3,755 telephone calls 
• 1,433 emails/letters 
• 142 web enquiries. 

 
 

*New performance target introduced in 2018-19. The 
performance target was previously 2,500. 
 
The majority of enquiries were about access 
to or amendment of documents under the 
RTI and IP Acts (61 percent). 
 

 

We responded to enquiries from a wide 
range of stakeholders including members 
of the public, journalists, Ministers and 
Members of Parliament, universities and 
government agencies. They ranged in 
complexity from members of the public 
wanting to learn more about their 
information access and privacy rights to 
complex agency issues of legislative 
interpretation and application.  

We provided comprehensive information 
and assistance, often in writing with links to 

relevant online resources such as 
guidelines and decisions. 

 

We offer an extensive suite of resources for 
agencies and members of the community. 
These are available on our website and in 
hard copy, on request.  

In 2021-22, we updated 47 guidelines and 
six information sheets to ensure they were 
accurate and provided relevant information 
to our stakeholders. We published nine new 
guidelines and two new information sheets 
to address emerging trends and needs 
including a suite of resources to assist 
public service officers and Queensland 
Health employees understand their privacy 
rights and obligations in relation to 
COVID-19 vaccination status  

We worked collaboratively across the office 
to develop targeted resources which explain 
the effect of important OIC decisions. We 
have also undertaken a significant project to 
update and integrate the Annotated 
Legislation with our published guidelines to 
create a single, comprehensive reference 
tool to aid agency officers’ interpretation and 
application of the legislation. This body of 
work has resulted in the updating of 87 
annotations to create a more streamlined 
and user-friendly resource. 

This year we launched a resource 
developed specifically for local councils – 
Privacy in Local Government booklet. Our 
booklet brings together new and existing 
resources into a handy quick reference 
guide for Local Government officers. The 
booklet links to several guidelines and 
resources found on the OIC website.  

Figure 11. Number of responses to enquiries 
received over a five-year period - target 4,500* 

6,000 5,684 5,693 

5,000 

4,000 

3,000 

2,000 

1,000 

0 
2017-18 2018-19 2019-20 2020-21 2021-22 

Figure 12. Breakdown of enquiries by topic 
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While it was specially designed with local 
councils in mind it can be used by any 
agency to assist with the development of a 
sound privacy framework. The booklet was 
also supplemented with a series of training 
sessions that commenced in 2021-22 and 
will continue next year. 

We continued to operate our Enquiries 
Service through the COVID-19 pandemic 
with no disruption to service. We have 
been responsive to the needs of our 
stakeholders and delivered important 
messages via different mediums to 
support decision makers and inform the 
public on topical issues. One way we did 
this was through news items in our weekly 
e-newsletter.  

Through a short, comprehensive news item 
we were able to quickly and effectively 
communicate the Office’s settled view that 
application processing documents are 
excluded from the operation of the RTI and 
IP Acts. The news item also contained links 
to our published guideline and information 
sheet which explain the exclusion in more 
detail. This was an important issue for 
decision makers so being able to deliver 
targeted information to them via the news 
item was an effective way to communicate 
this view.  

Training 
In 2021-22 we delivered: 
• face-to-face workshops on privacy and 

right to information principles and 
practices 

• regional training sessions 
• tailored online training courses for 

agency staff including officers from 
specific business units within 
government 

• webinars on a range of topics including 
those specific to information access 
and privacy officers 

• e-lectures on privacy and right to 
information principles and practices. 

We offered training on responding to a 
privacy breach, privacy in workplace 

investigations, dealing with difficult 
conduct, dealing with personal 
information in an emergency, privacy in 
local government and third party 
consultation.  

We delivered tailored training to agency 
officers in Brisbane (via face-to-face) and to 
agency staff across Queensland (via 
webinar). For example, Queensland 
Health’s Internal Auditors Forum.  

Online training 
Individuals and agencies can access our 
training courses free of charge. We 
recommend Queensland public sector 
agencies train their staff at induction and 
through regular refresher courses by using 
examples and scenarios relevant to their 
operating environment. 

Our suite of online training courses 
consists of: 
• IP Act - general awareness 
• RTI Act - general awareness 
• Public Health Agencies and the IP Act 
• Privacy Complaint Management 

training 
• Access training for decision makers 

(three separate modules). 

We continued using web-based 
technologies to maximise learning 
opportunities for stakeholders throughout 
Queensland, and better meet the 
changing needs of agencies.  

Online delivery allows interested 
stakeholders to participate regardless of 
their location. 

Where appropriate, we record training 
presentations and publish them on our 
website. 

Our web-based training in 2021-22 
included: 
• Access application handling 
• Responding to a privacy breach 
• Privacy in workplace investigations 
• Dealing with difficult conduct 
• Privacy Bites: Identity checks 
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• Privacy Bites: Privacy and COVID-19 
FAQs 

• Dealing with personal information in an 
emergency 

• RTI Bites session: Transferring 
applications under the RTI and IP Acts 

• RTI Bites session: How to deal with 
issues of scope, size and specificity 

• Privacy in Local Government – an 
introduction to the OIC’s booklet 

• Privacy in Local Government Series: 
Topic 1–Building a privacy framework. 

In 2021-22, 100 percent of training 
participants were satisfied with the 
sessions they completed. In the reporting 
period 8,931 participants completed our 
training. This is a small increase from the 
8,738 trained in 2020-21.  
 

 

*New performance target introduced in 2018-19. The 
performance target was previously 500. 

Promoting awareness 
Key activities 
International Access to Information 
Day 
The purpose of International Access to 
Information Day (IAI Day) is to raise 
awareness of every individual’s right of 
access to government-held information. 
We celebrate IAI Day on 28 September, 
when citizens and governments from 
around the world can support this 
fundamental human right and promote 
open, democratic societies through 
citizen empowerment and participation in 
government. 

 

In 2021, IAI Day featured the theme ‘Open 
by design’ with the campaign strengthened 
by the tagline, ‘Government transparency 
everyone can see’. This tagline promoted 
the value of proactively releasing 
information in times of crisis and recovery. 

The ‘Open by design’ concept promoted: 
• improving the accessibility of 

information held by government, or 
under government contractual or 
outsourcing arrangements, through the 
proactive release of information 
commonly sought or identified as 
valuable by members of the Australian 
community or identified as valuable or 
necessary for open and accountable 
government 

• facilitating access through harnessing 
technology to promote proactive 
release of information regarding 
government service provision and 
decision making under contemporary 
arrangements including technology 
enhanced decision making and 
outsourcing arrangements. 

Solomon Lecture 
The annual Solomon Lecture forms an 
important part of IAI Day activities. It 
recognises Dr David Solomon’s contribution 
to greater and easier access to 
government-held information. 

Professor Beth Simone Noveck delivered 
the 2021 Solomon Lecture on ‘Solving 
Public Problems with Data’. Ms Noveck is a 
professor at Northeastern University, where 
she directs the Burnes Center for Social 
Change and its partner project, The 
Governance Lab and its MacArthur 
Research Network on Opening 
Governance.  

The lecture explored how traditionally, the 
right to know is rooted in the belief that 
members of the public should know what 
their government does in order to hold the 
government to account, lessen the risk of 
corruption and shine a light on wasteful and 
inefficient operations. She considered how 
in recent years, the value of information 

16,000 
14,000 
12,000 
10,000 
8,000 
6,000 
4,000 
2,000 

0 

Figure 14. Number of training participants 
- target 4,000* 

13,909 
11,892 

12,997 

2017-18 2018-19 2019-20 2020-21 2021-22 



 

29 
 

disclosure goes far beyond government 
accountability or even government 
performance, especially during COVID 
when we all came to appreciate the value of 
data and information for helping each of us 
to make better decisions about our health 
and wellbeing. 

Privacy Awareness Week 
We participated in Privacy Awareness 
Week from 2 to 8 May 2022, as an 
active member of the Asia Pacific 
Privacy Authorities. The theme ‘Privacy 
the foundation of trust’ was aimed at the 
community and public sector. 

We launched Privacy Awareness Week 
with a pre-recorded video presentation by 
Professor Ed Santow. Professor Santow 
leads the University of Technology Sydney 
initiative on building Australia’s capability 
on ethical artificial intelligence. Professor 
Santow was the Australian Human Rights 
Commissioner from 2016 to 2021. 
Professor Santow’s presentation titled – 
‘Artificial Intelligence and privacy can they 
be friends?’, examined a way forward with 
AI that puts privacy at the heart of how it is 
designed, developed and used and how 
this could improve trust for agencies.  

The recording is available on our website 
and YouTube channel. Every day agencies 
can contribute to a foundation of trust by 
performing simple actions when they collect, 
use, store and share personal information. 

We encouraged the community to value their 
personal information and protect it by 
making sure the privacy practices of the 
agencies they deal with meet their 
expectations. At every opportunity when 
personal information is collected - if it’s not 
clear, we asked the community to ask the 
agency: 
• how their information will be used 
• why it was being collected 
• who will have access to it? 

In turn, we encouraged agency staff to be 
equipped with answers to these simple but 
important questions. These small actions, 

used often, help build greater trust, support 
community participation and help deliver 
better services. 

Our modest social media advertisement 
campaign costing $4,500 achieved 
652,081 impressions and contributed to 
raising awareness and driving traffic to 
our website. 

We provided agencies and the community 
with a range of resources to help raise 
awareness about privacy rights and 
responsibilities including how to protect 
and respect personal data. 

Digital engagement 
Our website is a primary communication 
tool and a key source of knowledge for 
stakeholders. We continued advertising 
our website and encouraged visitors to use 
our extensive resources designed to 
promote awareness of information rights 
and responsibilities of all stakeholders. 

Our website features annotated legislation 
with commentary and case references to 
assist in the application of the RTI and 
IP Acts.  

During the reporting period our website 
received 317,672 visits. This is a small 
increase from 317,186 in 2020-21. 

 

*New performance target introduced in 2018-19. 
The performance target was previously 80,000. 

We continued to use web-based 
technologies, such as social media and 
multimedia, as valuable and cost effective 
communication methods. We engaged with 
the public sector and community through 
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our dedicated YouTube Channel, Twitter 
feed and LinkedIn presence.  

Rural and regional engagement 
We provide targeted support to rural and 
regional agencies to increase awareness 
of information rights and responsibilities, 
meet community expectations and improve 
compliance with the legislation. 

During the year, we met with agency 
leaders and elected representatives 
including: 
• Queensland Health Chief Executive 

Forum 
• Queensland Police Service 
• Cyber Security Executive meeting 
• Local Government Managers 

Association Governance Forum in 
Cairns 

• Queensland Chief Customer and 
Digital Officer 

• Queensland State Archivist 
• Queensland Human Rights 

Commissioner 
• Department of Education 
• Department of Seniors, Disability 

Services and Aboriginal and Torres 
Strait Islander Partnerships 

• Far North Queensland Regional 
Organisation of Councils 

• Torres and Cape Hospital and Health 
Service 

• Cairns and Hinterland Hospital and 
Health Service 

• North Queensland Regional 
Organisation of Councils 

• Central Queensland Regional 
Organisation of Councils.  

In 2021-22 we conducted 280 awareness 
activities exceeding our target of 250. 

Audit and evaluation 
We audit government agencies and report 
on their performance and RTI and IP 
practices. Government agencies include 
departments, local governments, statutory 
authorities, hospital and health services and 
public universities. Our strategic audit 
planning process assesses the value and 

achievability of potential audit topics. 
Environmental scanning and stakeholder 
engagement support the process to ensure 
our program of audits is risk-based and 
contributes to our objective of improving 
government agencies’ practices. 

Reports to Parliament 
We submit reports on the outcomes of 
audits and reviews under the Right to 
Information Act 2009 to the Parliamentary 
Committee for Legal Affairs and Safety, 
and under the Information Privacy Act 
2009 to the Speaker of the Legislative 
Assembly, for tabling in Parliament. In 
2021-22 we tabled two reports: 
• Compliance audit – Sunshine Coast 

Regional Council 
• Administrative access to information – 

How the Department of Education 
manages access to documents held in 
schools. 

All our tabled reports are available at 
www.oic.qld.gov.au/publications/reports 

A range of factors affected our ability to 
complete and table five audit reports in the 
financial year. The COVID-19 pandemic 
reduced our capacity, as well as the 
availability of staff at the audited agencies. 
Lockdowns and other restrictions affected 
our ability to conduct site visits. And 
several audited agencies were involved in 
critical flood recovery activities in early 
2022, thus extending the audit’s timeframe. 

The compliance audit of the Sunshine 
Coast Regional Council identified gaps in 
information governance at the strategic 
and operational levels. The council’s 
practices were not always consistent with 
the Acts.  

Sunshine Coast Regional Council had 
recognised that it needs to improve how it 
manages information and commenced an 
ambitious overhaul of its information and 
records management practices. This is a 
great opportunity to incorporate the push 
model and privacy by design into the new 
framework, including policies and 



 

31 
 

procedures that support a coordinated and 
consistent approach around releasing 
information. 

We made 22 recommendations which the 
council supported. We will monitor the 
council’s progress. 

We examined how the Department of 
Education manages its administrative 
access arrangement to documents held in 
schools. Administrative access 
arrangements facilitate easy, fast access to 
information. This supports open, transparent 
and accountable government and helps 
build trust. 

Most of the requests schools receive are for 
information relating to students. Requests 
for non-student information are rare. The 
department’s central office, regional offices 
and audited schools take students’ safety, 
wellbeing and privacy seriously and carefully 
consider all requests for student information. 

Key partnerships and networks 
In 2021-22, we continued to assist agencies, 
and build and maintain key partnerships and 
networks: 
• The RTI and IP practitioners’ network 

facilitates sharing information and good 
practice guidance through a 
subscription service and forums. A 
steering committee of agency 
representatives ensures topics meet 
practitioner needs. 

• Agencies across sectors and other 
stakeholders supported and promoted 
information rights and responsibilities in 
Queensland as well as highlighted their 
commitment to right to information 
during key campaigns. 

• The International Association of 
Privacy Practitioners facilitates 
connections between Queensland and 
Australia’s privacy practitioners. 

• The Privacy Commissioner attended 
regular meetings as a member of the 
Queensland Government Cyber 
Security Committee. 

• The Asia Pacific Privacy Authorities is 
the main forum for privacy and data 

protection regulators in our region. 
Members form partnerships and 
exchange ideas about privacy 
regulation, new technologies and the 
management of privacy issues. The 
Information Commissioner and Privacy 
Commissioner attended two virtual 
forums during 2021-22. 

• We maintained our membership in the 
International Conference of Information 
Commissioners, and the Information 
Commissioner attended the 13th 
annual conference, which included a 
critical resolution highlighting the 
importance of proactive publication of 
information in the pandemic. 

• We discussed issues and trends 
relevant to Australian and New Zealand 
jurisdictions with members of the 
Association of Information Access 
Commissioners, including working 
together with The Healing Foundation 
and stakeholders to champion timely, 
easy access to Stolen Generations 
records through informal access 
schemes wherever possible, with 
formal access applications required 
only as a last resort. 

• We met with members of Privacy 
Authorities Australia to discuss issues 
and trends about protecting individuals’ 
personal information and data. We 
participated in a National COVID-19 
privacy taskforce and met with 
Australian commissioners and 
Australian Government 
representatives. 

• The Integrity Committee of the 
Information Commissioner, Integrity 
Commissioner, Chair of the Crime and 
Corruption Commission, Queensland 
Ombudsman, Auditor-General, 
Electoral Commissioner, Independent 
Assessor, Racing Integrity 
Commissioner and the Public Service 
Commission Chief Executive met and 
provided regular updates. 
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Improving our service 
In 2021-22 we: 
• evaluated the performance of Privacy 

Awareness Week and International 
Access to Information Day events and 
identified improvements for future 
activities 

• reviewed existing information 
resources, including training resources, 
to meet our stakeholders’ needs 

• partnered with agencies as part of our 
Privacy Awareness Week and 
International Access to Information Day 
activities to raise awareness of 
information access and privacy rights 

• adapted our training methods in 
response to COVID-19 so we could 
continue to provide learning 
opportunities for practitioners and 
agency staff and support good practice  

• met with key stakeholders to better 
understand their needs and inform our 
service delivery strategies, and to 
identity opportunities for partnership 
and collaboration  

• published resources for agencies 
responding to a privacy breach 

• commenced a training review to better 
understand the skills, knowledge and 
attributes required by information 
access and privacy practitioners so we 
can meet continue to meet their 
training and support needs. 

Feedback 
In 2021-22 we received feedback on our 
assistance and monitoring service: 
• we measured training participants’ 

satisfaction (see Figure 16) 
• we surveyed agencies satisfaction 

about our guidelines and information 
sheets (see Figures 17) 

• we surveyed agencies about our 
Enquiries Service (see Figures 18). 

 

 

*We split this question into five separate questions to 
obtain more specific feedback on whether agencies think 
our guidelines and information sheets are easy to find, 
understand, relevant, accurate and complete. The 2021-22 
Service Delivery Statements measure average responses, 
except for 'easy to find' which is considered separately. 

 

*We split this question into five separate questions to obtain 
more specific feedback on the agencies’ interactions with the 
Enquiries Service: ease of access; timeliness of response; 
listening and understanding; clear, relevant information; 
answer to the enquirer’s query. The percentage total 
represents an average of the responses provided.  
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Figure 16. Percentage of training participants 
satisfied with sessions - target 75% 

98% 97% 98% 97% 100% 
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Figure 17. Percentage of agencies satisfied with 
the quality of information resources provided 

- target 75% 

100¾ 99% 99% 98% 98o/, 

I i-M 
2017-18 2018-19 2019-20 2020-21 2021-22 

Figure 18. Percentage of agencies satisfied with 
the enquiries service - target S0o/, 
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