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28 September 2021 
 
 
 
The Honourable Curtis Pitt MP 
Speaker of the Legislative 
Assembly Parliament House 
George Street 
Brisbane Qld 4000 
 
 
Dear Mr Speaker 
 
I am pleased to submit for presentation to the Parliament the Annual Report 2020-2021 
and financial statements for the Office of the Information Commissioner. 
 
The report contains an account of our work for the 12 months ending 30 June 2021 and is 
made pursuant to section 184 of the Right to Information Act 2009 (Qld) and section 193 
of the Information Privacy Act 2009 (Qld). 
 
It reflects our performance against our Strategic Plan for 2020-24. 
 
I certify that this Annual Report complies with: 
• the prescribed requirements of the Financial Accountability Act 2009 and the Financial 

and Performance Management Standard 2019 
• the detailed requirements set out in the Annual report requirements for 

Queensland Government agencies. 

A checklist outlining the annual reporting requirements is provided at page 69 of this 
Annual Report.  

Yours sincerely 

 
Rachael Rangihaeata 
Information Commissioner 
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ABOUT THIS REPORT 
Our Annual Report provides an overview of performance towards 
achieving an informed Queensland that values and respects information 
rights and responsibilities. 
 
Acknowledgement of Traditional 
Owners and Elders 
The Office of the Information 
Commissioner acknowledges Aboriginal 
and Torres Strait Islander peoples as the 
First Australians and recognises their 
culture, history, diversity and their deep 
connection to the land, waters and seas 
of Queensland and the Torres Strait. We 
acknowledge the traditional custodians of 
the lands on which we operate and wish 
to pay our respects to their Elders past, 
present and emerging.We are required to 
report annually on specific aspects of our 
activities. 
 

This Annual Report provides an: 
• account of revenue and how we have 

used public funds 
• insight into challenges and 

opportunities that have influenced 
our actions, as well as setting 
priorities for the year ahead 

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

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

 
The Office of the Information 
Commissioner (OIC) delivered 
significant service delivery results in a 
year of transformation, and an 
increasingly challenging environment. 
We have engaged agencies with a clear 
focus on proactive right to information 
(RTI) and privacy by design strategies to 
improve practices and achieve better 
outcomes for the community, building 
trust through transparency.  

Driven to excel 
We continue to experience significant 
demand for external review services.  
In 2020-21, we finalised a record 
number of reviews and reduced the 
substantial number of applications on 
hand from previous record demand.  
We achieved these exceptional results 
against a landscape of increasing 
complexity, unreasonable behaviour and 
delays from parties to a review.  

Our proactive work is critical to the 
effectiveness of the RTI push model.  
It aims to reduce the need for formal 
access applications, and therefore 
external review. Similarly, privacy by 
design is about agencies having the 
right settings from the outset to 
safeguard personal information and 
protect the community from harm.  

From 2020-21, our strategic direction 
consciously shifts to an enabling model 
as the majority of agencies have 
self-assessed as relatively mature, able 
and responsible for monitoring and 
improving their performance and 
compliance. We can focus our 
resources on strategic and emerging 
issues and continue to support less 
mature agencies with targeted projects 
and engagement.  

Building capability and fostering 
collaboration 
In 2020-21 our engagement with agencies 
focused on key agencies for maximum 
impact. For example, we engaged with the 
Queensland Police Service (QPS) to raise 
concerns about delay, resulting in and 
during external reviews. The QPS has 
worked openly and constructively with us 
to achieve greater adoption of proactive 
and administrative access and improve its 
capacity to deal with applications 
effectively. We will continue to support the 
QPS, as it implements enduring solutions 
for better information access outcomes for 
the community, and in turn reduce 
demand for access applications and 
external review.  

Our new strategic direction from 2020 has 
been instrumental in maximising our 
resources and expertise this year. We 
worked with our networks and strategic 
partnerships, particularly commissioners 
across Australia, the Asia-Pacific and 
further afield. COVID-19 has unified our 
experiences, challenges and 
opportunities. As a result, we collaborated 
more virtually and exchanged leadership 
in different areas. We continued to work 
with the National COVID Privacy 
Taskforce to provide timely and consistent 
advice to governments across Australia.  

Our theme for International Access to 
Information Day 2020 was ‘Building trust 
through transparency’. RTI can empower 
citizens and hold governments 
accountable in times of crisis, when 
critical decisions about health or public 
safety, the economy and human rights are 
being made. Our campaign built upon the 
UNESCO and Open Government 
Partnership campaigns and ran in 
partnership with our Australian and New 
Zealand Information Access 
Commissioner colleagues. 
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The theme for Privacy Awareness Week 
(PAW) 2021 was ‘Make privacy a 
priority’. The Chairperson of the Crime 
and Corruption Commission, 
Mr Alan MacSporran QC presented a 
keynote:  ‘I trusted you with my personal 
information’ - Government powers and 
practices to prevent misuse of personal 
information. His presentation reflected 
on lessons from implementing the 
recommendations from Operation 
Impala, and why building a 
'privacy-aware' culture is fundamental to 
public trust in government. 

We continued important work to 
protect the community from harm, 
including victims of family and 
domestic violence, by supporting the 
implementation of the Operation 
Impala recommendations. During 
PAW we launched the Privacy 
Champions network for Queensland 
Government departments. We plan to 
launch a similar network for councils 
and the hospital and health service 
sector later in 2021. 

Enabling the sector  
We presented five audit and evaluation 
reports to Parliament this year. Our audit 
on Privacy and public data raised critical 
issues about re-identification risk and was 
widely acknowledged in Australia and 
overseas. It led to several presentations 
to a broad range of stakeholders 
including ICT officers and risk managers, 
in international and national forums. 

Our reports on disclosure logs and 
minimum reporting requirements were 
generally positive. However, we 
identified improvement opportunities in 
making information easier to access for 
greater openness and transparency, 
thus trust in government. 

Our follow up audit on Awareness of 
privacy obligations found all three 
agencies had fully implemented the 
12 recommendations we made in 
2018-19. This means that their 
training and education regime is now 
more effective at mitigating 
information privacy and security risks. 

Given concerns about human error 
and misuse of personal information 
across the sector in general, we 
emphasised that other agencies must 
assess their performance, and 
shared TAFE Queensland’s 
experience with Privacy Champions.  

Empowering our workforce 
Our hybrid work model, where any role 
can be performed remotely part of the 
week, was in place during 2020-21. 
Building on a strong culture of valuing 
flexibility, our team has effectively 
supported the hybrid work model across 
the organisation and the universal benefits 
it brings as we deliver our statutory 
functions. Flexible work agreements are 
now in place for all OIC employees with 
productivity remaining high. 

Our adaptable and agile culture is 
important to us, as we seek to engage, 
retain and reward high performing staff. 
Our team is vital, and our stakeholders 
rely upon our expertise every day.  

While we achieved outstanding results, 
challenging workload and unreasonable 
behaviour from some stakeholders have 
impacted our team. This output is not 
sustainable. Our 2020 Working for 
Queensland survey results showed the 
substantial impact, with about a 30 
percentage points increase in staff being 
overloaded and burned out by work. We 
reinforced reasonable expectations with 
our team and stakeholders, and we 
implemented fair and appropriate 
strategies to manage behaviour and 
deliver timely external review, complaint 
mediation and enquiry services. 

We welcome the Queensland 
Government’s decision to approve a 
temporary FTE increase for two years. 
This will provide an additional 2.6 FTE for 
external review services. We will also 
temporarily fill the 2.2 FTE outstanding 
positions recommended to be made 
permanent in OIC’s 2017 Independent 
Strategic Review. Our cash reserves will 
fund these positions until 30 June 2023.  
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As our familiarity with new technology 
tools has grown, so has our ability to 
harness the opportunities to streamline 
how we work and manage work within 
and across teams. This aligns with our 
culture of reflection and continuous 
improvement in small team settings, 
fundamental to innovation.  

I am incredibly proud to lead the OIC team 
to provide high quality responsive services 
to Queenslanders. I thank our wonderful 
team for their ongoing commitment, 
professionalism, expertise and empathy 
and helping deliver better outcomes for the 
community. Our work is fundamentally 
about people and what affects their 
interactions or relationship with 
government; sometimes the impact is life 
changing. Everyday our people make a 
critical difference. 
 

 
Rachael Rangihaeata 
Information Commissioner 
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OUR PERFORMANCE 
We measure the efficiency and effectiveness of our services against key performance 
targets and indicators. 

 
We seek to meet these targets with available resources. The targets enable the 
Queensland community and the Parliament to assess our performance. 

 
Figure 1. Our performance 

Service standard 2020-21 target Achievement Result 

Our external review service 

Provide independent, timely and fair review of decisions made under the Right to Information Act 
2009 and the Information Privacy Act 2009 

Percentage of applicants satisfied with the 
conduct of the review 

70% 51% X 

Percentage of agencies satisfied with the 
review service provided 75% 96%  

Mean average days to finalise a review 150 days 155 days X 

Percentage of open review applications over 
12 months old at the end of reporting period  0% 6% X 

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

75% 90%  

Percentage of external review applications 
finalised to received 100% 110%  

Our privacy advice and complaint mediation service 

Provide an independent, timely and fair privacy complaint mediation service 

Percentage of agencies satisfied with the 
privacy complaint mediation service provided 75% 94%  

Mean average days to finalise an accepted 
privacy complaint 140 days 278 days X 

Assist agencies to adopt privacy by design and achieve compliance with the privacy 
principles 

Percentage of agency stakeholders satisfied 
with advice service we provide 75% 100%  

Number of consultations and submissions n/a 11 -- 

Number of advices and meetings n/a 383 -- 
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Service standard 2020-21 target Achievement Result 

Our assistance and monitoring service 

Improve agencies’ practices in right to information and information privacy | Promote 
greater awareness of right to information and information privacy in the community and 
within government 

Percentage of agencies satisfied with the 
enquiries service  80% 99%  
Percentage of agencies satisfied with the 
quality of the information resources provided 80% 98%  

Number of training participants 4,000 8,738  
Percentage of training participants satisfied 
with sessions 75% 97%  

Number of reports tabled in Parliament 5 5  

Number of awareness activities conducted 250 321  
Number of responses to written and oral 
enquiries 4,500 5,693  

Number of website visits 150,000 317,186  
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ABOUT US 
We are an independent statutory body for the Financial Accountability 
Act 2009 (Qld) and the Statutory Bodies Financial Arrangements Act 
1982 (Qld). 

 
Initially established under the repealed 
Freedom of Information Act 1992 (Qld) 
(FOI Act), we continued under the Right 
to Information Act 2009 (Qld) (RTI Act). 
Our statutory functions under the RTI Act 
and the Information Privacy Act 2009 
(Qld) (IP Act) support Queensland 
government agencies, including 
departments, statutory authorities, local 
governments, public universities and 
hospital and health services, to be more 
open, accountable and transparent. 

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

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

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

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

 

Under the RTI and IP Acts, the 
Information Commissioner, Right to 
Information Commissioner and Privacy 
Commissioner are statutory office holders 
appointed by the Governor-in-Council. 
They are not subject to ministerial 
direction in the exercise of their functions 
under the Acts. 

 
The independent authority of the 
commissioners means the community can 
be confident that they carry out their roles 
independently, fairly and impartially. 

 
Our stakeholders 
Our stakeholders include the Legal Affairs 
and Safety Committee of the Queensland 
Parliament, the community and agencies 
such as Queensland Government 
departments and Ministers, local 
governments, hospital and health 
services, statutory authorities, 
government-owned corporations, public 
universities and other public authorities. 
We also liaise extensively with our peers 
from other jurisdictions both in Australia 
and internationally, to maximise our 
expertise and resources. 
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OUR VALUES 
Respectful 
We listen carefully to build understanding, find solutions and enable fair and transparent 
participation. We are inclusive in our approach and value our staff and stakeholders. 

Collaborative 
We value diversity and work together as one team to achieve better outcomes. We network 
and share with our peers, colleagues and academia to maximise our expertise and resources. 

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

Innovative 
We stay informed about our changing environment so we can effectively foster continuous 
improvement incorporating creative solutions for us and our stakeholders. 
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OUR STRATEGY 
We have set strategies with key performance indicators to achieve the 
objectives for our service areas over the five-year period. 

 
Strategic planning 
Strategic planning involves consulting and 
engaging with our staff. Our Strategic Plan 
gives direction and focus to our activities, 
and to teams and individuals as they 
proceed with specific projects and 
day-to-day work. Each Executive 
Leadership Team (ELT) member is 
responsible for specific strategies to guide 
activity, monitor progress against targets 
and report achievements against service 
objectives. The ELT meets regularly to 
discuss budget, performance, office 
culture/climate and other general business. 
Where necessary, the team makes 
changes to meet performance targets. 

Our Strategic Plan is available at: 
www.oic.qld.gov.au 

Improving our services  
Evaluation 
Evaluation helps us understand what 
worked or did not work within a 
particular activity, the results achieved 
and the wider applicability of those 
lessons. We use evaluation to share 
insights and knowledge. 

Stakeholder engagement 
We engage effectively with stakeholders 
to tap into their expertise, experience 
and knowledge. It helps us to identify 
risks and new opportunities and shape 
our future initiatives and services. 

Feedback 
We seek actionable feedback to better 
understand how clients rate and use our 
services to determine where we can 
improve. We use the information 
gathered through satisfaction surveys to 
enhance services and client 
experiences, and to strengthen our 
brand and reputation. 

 

http://www.oic.qld.gov.au/
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OUR CHALLENGES, RISKS AND PRIORITIES 
 
Strategic engagement  
During 2020-21, we completed the 
implementation of our two year training 
and stakeholder engagement strategy. 
The strategy supports our statutory 
functions and has helped us manage an 
increasingly complex environment for 
external review applications, enquiries 
and privacy complaints. This approach 
means we tailor our communication and 
engagement with specific agencies and 
manage our resources carefully. 

In partnership with government agencies 
and other integrity bodies we promoted 
and raised awareness about information 
access and privacy to a wide range of 
audiences including key decision-makers 
in government, media and the community. 

In February 2021, we finished implementing 
the relevant recommendations of the 
Operation Impala report about the misuse 
of confidential information. This is part of 
our continued efforts to build trust in 
government by putting in place appropriate 
safeguards for appropriate and transparent 
use of personal information, and measures 
to prevent misuse.  

We launched a Privacy Champions 
Network during Privacy Awareness Week 
2021. Champions from departments 
attended the inaugural meeting hosted by 
the Information Commissioner and the 
Privacy Commissioner in May 2021. We will 
extend these meetings to Privacy 
Champions from councils and hospital and 
health services in 2021-22.  

Under our engagement strategy we started 
developing a practical privacy resource for 
local governments which will be available 
by October 2021. We surveyed a group of 
councils to determine which resources 
would most help them to meet their 
obligations under the Information Privacy 
Act 2009 and community expectations 
around personal information.  

During 2020-21, where it was safe to do 
so, we conducted several face-to-face 
engagement activities to raise awareness 
of our role and services. When there were 
restrictions because of the COVID-19 
pandemic, we conducted our engagement 
activities online. As a result, there was 
minimal disruption to our advisory services 
and operations. Our stakeholders 
continued receiving advice and support 
from our officers.  

International Access to Information Day 
2020 promotional activities were delivered 
in a digital format. Mr Alan MacSporran QC 
delivered the keynote address for Privacy 
Awareness Week at the State Library of 
Queensland. We streamed the event so 
audiences in regional and rural 
Queensland as well as those further afield 
could participate. Our engagement 
activities featured a strong digital presence 
including social media advertising, 
webinars and communication materials. 
These initiatives met our goal to connect 
with the community and maximise 
resources and activities with our peer 
jurisdictions across Australia and our 
international networks.  

The COVID-19 pandemic changed the way 
our Audit and Evaluation team engaged 
with government agencies in 2020-21. For 
example, the review on Minimum reporting 
requirements: Personal interests, gifts and 
benefits, overseas travel supports our 
vision of building trust through transparency 
but did not unduly burden agencies.  

Advocating for a stronger privacy 
framework 
A contemporary legislative privacy 
framework is critical for government 
agencies to respond to changing 
community expectations and emerging 
risks. Developments in artificial 
intelligence, data analytics and other 
technology require stronger privacy and 
data security measures.  
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It is important that Queensland’s privacy 
legislation remains fit for purpose in an 
increasingly interconnected digital world.  
A strong legislative privacy framework 
would help Queensland to manage the 
challenges of digital service delivery while 
meeting public expectations about privacy.  

Internal engagement 
Our culture is shaped by our purpose, 
values and behaviours. Throughout the 
year, we worked closely with our staff to 
build a culture of trust and transparency 
based on resilience, improved leadership 
capability, collaboration and innovation. 
Despite their heavy workload, including 
the substantial ongoing demand and high 
number of existing matters, staff actively 
progressed priorities in our strategic plan 
to better manage emerging challenges, 
risks and opportunities.  

We consult and engage our staff on all 
matters that affect the way we work.  
For example, staff helped develop a new 
remote working policy to successfully 
implement our hybrid work model. This 
involved discussing one-on-one and in 
teams, consulting with the union and 
recognising the importance of health 
and safety when working in the office or 
from remote locations. The policy was 
finalised in December 2020 and updated 
in May 2021. 

Implementing recommendations 
from the Independent Strategic 
Review 
We have implemented all the 
recommendations from the Independent 
Strategic Review tabled in Parliament in 
May 2017, except those recommendations 
that require legislative amendments or 
further funding. We will continue to work 
with the Government to address these 
recommendations as appropriate. 

We note that temporary resources were 
approved for 2021-23 for the outstanding 
positions recommended to be put in place 
permanently by the 2017 Independent 
Strategic Review. OIC welcomes the 
additional temporary resources in these 
critical areas for the office. 

2021-22 in focus 
As we continue to adapt to the changing 
environment of the COVID-19 pandemic, 
we will review our services to ensure they 
are accessible to all. We may divert 
resources from usual work on information 
access rights to ensure fair and timely 
review and complaints processes.  

At the same time, we are conscious that 
our proactive work in providing support to 
agencies and the community and 
promoting good practices is vitally 
important and reduces the demand for 
formal access application processes, and 
privacy complaints, and subsequent review 
or mediation by our office. Achieving the 
best balance, and strategically focusing our 
resources has never been more important.  

In 2021-22 we will : 
1. encourage and support proactive and 

administrative release of 
government-held information, and 
privacy by design  

2. influence and uphold privacy and 
information access rights frameworks 

3. strengthen the Privacy Champions 
network to embed a strong privacy and 
data protection culture, and engage 
effectively with key stakeholders to 
improve awareness, build trust and 
enable safe digital service delivery 

4. address key drivers of significant 
demand for external review, including 
deemed decisions, to ensure more 
efficient and effective access outcomes 
for the community 

5. continue to identify and adopt 
strategies that use OIC and agency 
resources as effectively as possible 
to promote timely resolution of 
external reviews and privacy 
complaints while maintaining fairness 
to all 
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6. review our training programs to meet 
evolving needs and improve 
communication and engagement with 
communities and agencies throughout 
Queensland 

7. work with agency experts to ensure 
information management practices 
keep pace with rapidly evolving 
technology such as artificial 
intelligence 

8. conduct a balanced program of 
audits, including compliance with 
prescribed requirements and topical 
right to information and information 
privacy issues 

9. investigate new strategies including 
adopting better business practices 
and new technology to manage 
increasing demand 

10. develop the leadership and 
technological abilities of our 
workforce, invest in staff development 
and wellbeing and strengthen 
governance and information 
management practices. 

Managing our challenges and 
risks in 2021-22 
Continued high demand for our services 
and more complex matters will significantly 
affect our ability to meet performance 
measures using our limited resources.  

To manage this, we will promote 
greater adoption of timely, and easy to 
access, proactive disclosure 
consistent with the push model of RTI, 
and less reliance on formal access 
applications. We will also increase our 
efforts for agencies to embed good 
personal information management 
practices. More specifically, we will: 
• engage effectively and inclusively 

with diverse stakeholders, including 
regional and remote communities, 
and flexible workforces 

• keep abreast of rapidly advancing 
technologies, information sharing 
and new information management 
requirements to address greater 
risks in digital engagement and 
data handling 

• reprioritise resources required to 
inform and implement legislative 
reforms concerning 
recommendations of the review of 
the RTI and IP Acts, Operation 
Impala, QLRC Review about civil 
surveillance and privacy, and key 
policy and other developments, 
pending uncertain timing and 
Government responses 

• work with public sector leaders to 
adopt an open and transparent 
approach to information access and 
decision making 

• respond to increasing demand for 
external review and projected growth 
in a timely manner, while also 
managing unreasonable behaviour 

• build our capacity and continue to 
adapt our business processes to 
perform our statutory functions 
effectively and respond to increasing 
community and agency expectations.  
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