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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.

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

• an insight into challenges and opportunities that have 
influenced our actions, as well as setting priorities for 
the year ahead; and

• an 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. 



Welcome to the Offi  ce of the 
Information Commissioner Annual 
Report 2013 – 14
We are an independent body established under the Right 
to Information Act 2009 (Qld) (RTI Act) and the Information 
Privacy Act 2009 (Qld) (IP Act). Our statutory functions 
support Queensland government agencies, including 
local government and universities, to be more open, 
accountable and transparent. 

This requires that information the government holds be 
accessible to the public, unless to do so would be contrary 
to the public interest, while people’s personal information 
held by government is managed in a responsible manner.

The services we provide include promoting information 
rights and responsibilities, fostering improvements in the 
quality of RTI and IP practices in agencies, conducting 
external reviews of agency decisions about access to 
information and resolving privacy complaints through 
mediation.

We are responsible for monitoring and reporting to the 
Queensland Parliament on the performance of public 
sector agencies in complying with the RTI and IP Act 
requirements.

There is a natural synergy between our monitoring and 
assistance, external review and privacy functions, for 
example, monitoring and assistance functions improve
the quality of agency practice which minimises demand
for our external review and privacy complaints services. 

Our vision
An informed Queensland that values and respects 
information rights and responsibilities.

Our values 
•	 Openness  •			Transparency

•	 Accountability  •			Accessibility 

•	 Integrity  •			Fairness 

•	 Impartiality  •			Equality before the law 

•	 Timeliness  •			Independence

30 September 2014

The Honourable Fiona Simpson MP 
Speaker of the Legislative Assembly 
Parliament House 
George Street 
Brisbane Qld 4000

Dear Madam Speaker, 

I am pleased to present the Annual Report 2013 – 14
and fi nancial statements for the Offi  ce of the Information 
Commissioner. 

The report contains an account of our work for the
12 months ending 30 June 2014 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 
2013 – 17.

I certify that this Annual Report complies with: 

• the prescribed requirements of the Financial 
Accountability Act 2009 (Qld) and the Financial and 
Performance Management Standard 2009; and

• the detailed requirements set out in the Annual report 
requirements for Queensland Government agencies. 

A checklist outlining the annual reporting requirements 
can be found at page 66 of this Annual Report. 

Yours sincerely

Rachael Rangihaeata
Information Commissioner
Rachael Rangihaeata
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Performance report card 2013 – 14

Service standard 2013 – 14 
target Achievement

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

Percentage of applicants satisfied with the conduct of the review 70% 72%

Percentage of agencies satisfied with the review service provided 75% 94%

Median days to finalise a review 90 days 106 days

Percentage of open reviews at the end of the reporting period more 
than 12 months old 0% 0%

Number of reviews finalised 300 500

Percentage of reviews resolved informally compared to reviews 
resolved by written determination 75% 89%

Percentage of review applications finalised to received 100% 110%1

Service two – An independent and timely privacy complaint resolution service

Percentage of complainants satisfied with mediation service provided 70% 100%

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

Percentage of privacy complaints finalised to received 100% 128%1

Mean average days to make a decision whether to accept a privacy complaint 14 days 25 days2

Mean average days to finalise an accepted privacy complaint 90 days 142 days2

Service three – Foster improvements in the quality of practice in 
right to information and information privacy in Queensland Government agencies

Percentage of agencies satisfied with the information and 
assistance provided by OIC 80% 99%

Percentage of agencies satisfied with the quality of information provided 75% 97%

Number of training activities provided 30 36

Number of people trained 500 8,479

Percentage of course participants satisfied with sessions 75% 88%

Number of monitoring and compliance activities 10 47

Service four – Promote the principles and practices of right to information 
and information privacy in the community and within government 

Number of awareness activities conducted 190 303

Number of enquiry (written and oral) responses 2,500 3,974

Number of website visits 80,000 97,216

1. More applications were finalised than received during the reporting period due to carry-over from the previous period. 
2. New measure for 2013 – 14.

Figure 1. Performance report card 2013 – 14
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Service 1 – An independent, timely 
and fair review of decisions made under 
the Right to Information Act 2009 and the 
Information Privacy Act 2009

• We finalised a record 500 external 
review applications while also 
receiving 451 new applications 
(see page 10).

• 89% of external review applications 
were resolved informally without a 
formal decision (see page 11).

• 72% of applicants were satisfied 
overall with the external review service 
provided in 2013 – 14 (see page 11).

• No reviews more than 12 months old 
remained open at 30 June 2014 
(see page 12).

• 73% of finalised applications were 
closed in less than six months 
(see page 12).

Service 2 – An independent and 
timely privacy complaint resolution service

• We received 32 privacy complaints 
made under the IP Act and finalised 41 
(see page 13).

• 100% of complainants were satisfied 
with the mediation service provided 
(see page 13).

• 100% of agencies were satisfied with 
the privacy service provided 
(see page 13).

• As at 30 June 2014, no privacy 
complaint was more than 12 months 
old (see page 13).

Figure 3. Number of privacy complaints received and finalised
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Figure 2. External Review applications received and finalised
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Service 3 – Foster improvements in 
the quality of practice in right to information 
and information privacy in public sector 
agencies

• Conducted 47 performance monitoring 
and compliance activities, including 
reporting on the compliance of 
agencies with legislative obligations 
(see page 17).

• Published new information resources 
and reviewed existing resources for the 
community and government agencies 
(see page 18).

• Provided 36 training activities, trained 
8,479 people (see page 18) and 
launched four new online training 
courses (see page 19).

• Provided integral privacy advice 
to government agencies about 
incorporating responsible personal 
information management into a 
wide range of new technologies and 
initiatives, including the Queensland 
Government’s Open Data scheme and 
the increasing movement to adoption 
of cloud services (see page 19).

• Provided formal written submissions to 
a number of parliamentary committees, 
inquiries and reviews at both state and 
federal level, including comprehensive 
submissions on the reviews of the RTI 
Act and IP Act (see page 20).

Service 4 – Promote the principles 
and practices of right to information and 
information privacy in the community and 
within government

• Continued to enhance our website to 
increase usability and accessibility. The 
website received 97,216 visits which is 
an increase of 27% from 2012 – 13 
(see page 23).

• Actively engaged through meetings, 
presentations and media with agencies 
and the community across Queensland, 
in particular regional and rural centres, 
in order to raise awareness of privacy 
and RTI issues (see page 23).

• Participated in 2014 Privacy Awareness 
Week and raised awareness of privacy 
issues featuring the theme of ‘Privacy. 
Take charge’ and ‘Privacy. Handle with 
care’. (see page 24).

• Promoted 2013 Right to Information 
Day and Solomon Lecture through a 
number activities to raise awareness 
in the community and across 
government about information rights 
and responsibilities. The lecture 
was delivered by Griffith University’s 
Professor Anna Stewart on ‘Finding 
Gold in Mountains of Administrative 
Data’ (see page 24).

• Provided timely advice in response to 
3,974 enquiries received by telephone 
and in writing (see page 24).
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Message from 
the Information 
Commissioner 
Since the commencement of the Right to Information Act 
2009 (RTI Act) and the Information Privacy Act 2009 (IP Act) 
in July 2009, the Office of the Information Commissioner 
has supported Queensland government departments, local 
government, Hospital and Health Services, universities 
and other public authorities to improve practices to 
increase the flow of information to the community and 
ensure appropriate safeguards are in place for personal 
information held by government. 

In 2013 – 14 we have observed and reported improvements 
across all sectors of Queensland government agencies 
including:

• improved performance reported by agencies in 
implementation of RTI and IP obligations across all 
sectors of Queensland government agencies in the 
2013 Electronic Audit

• desktop audits of online information show ongoing 
improvement in agency websites providing clear 
pathways to access information, publication schemes, 
disclosure logs and privacy compliance

• compliance reviews have identified good practices and 
demonstrated agency commitment to achieving full 
compliance; and

• strong agency engagement in training, seeking expert 
privacy advice about projects and policies, and 
accessing authoritative online resources and enquiry 
service assistance to improve quality of RTI and IP 
practices.

We have used performance monitoring information to 
inform how we focus our resources to maximise our impact 
in performing our statutory functions. Key themes in 
this regard include active leadership to support cultural 
change, improved awareness and compliance in regional 
areas, including local governments and Hospital and 
Health Services, and online and administrative access 
across all sectors.

In 2013 – 14 the Office completed a suite of free online 
general awareness and specialised training courses, 
which is a key initiative to ensure all agency staff can 
access training resources when they need it, from 
anywhere across Queensland. General awareness training 
supports agencies to ensure all staff understand what 
right to information and privacy obligations mean for 
their agency and them as an individual staff member.  We 
have encouraged agencies to build this training into their 
induction for new staff, and ensure all staff complete the 
training. A record 8,479 people participated in our training 
in 2013 – 14.

This year we have focused on improving awareness and 
compliance in regional areas of Queensland. Through 
our regional engagement project our officers contacted 
126 agencies to ensure agency officers were aware of 
their responsibilities and offer support and assistance.  
The Privacy Commissioner and I met with chief executive 
officers, mayors, councillors, and senior officers of local 
government and Hospital and Health Services across 
Queensland. 

“We have observed and reported 
improvements across all sectors of 
Queensland government agencies 
including improved performance reported 
by agencies in the 2013 Electronic Audit.”

We also conducted our first comprehensive compliance 
review of a regional agency, the Rockhampton Regional 
Council. Compliance reviews of the University of Southern 
Queensland and the Cairns and Hinterland Hospital and 
Health Service will be finalised and reported on in 2014 
– 15. We will continue our focus on improving regional 
awareness and compliance in 2014 – 15.

We welcomed the opportunity in late 2013 to provide 
input during public consultation on the Queensland 
Government’s review of the RTI and IP Acts. We made 
comprehensive submissions on the discussion papers and 
recommended key issues for consideration in the review to 
increase certainty and reduce red tape for both agencies 
and the community and help prevent inefficient use of 
agency and our resources. Key recommendations included 
consolidating access applications under a single Act, 
strengthening the push model, mechanisms to manage 
demand for external review, streamlining legislative 
processes and increasing certainty and consistency.

“In 2013 – 14 the Office completed a 
suite of free online general awareness 
and specialised training courses, which 
is a key initiative to ensure all agency 
staff can access training resources when 
they need it, from anywhere across 
Queensland.”

During the first five years of operation of the RTI and IP 
Acts, the OIC has received and finalised approximately 
2,200 external review applications, a significant increase 
in ongoing demand. A record 500 applications were 
finalised in 2013 – 14.
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Good progress has been made in overall timeliness, 
particularly in light of the increasing number of complex 
applications in recent years.

Maintaining timeliness in the external review service 
will be a key challenge for 2014 – 15 without access to 
the temporary resources the Offi  ce has used to meet the 
unfunded additional demand since commencement of the 
legislation in 2009, pending the review of the RTI and IP Acts.

We are continuing to take steps to manage demand 
including through our work promoting greater use 
of proactive publication and administrative release 
on request, reinforcing the use of the formal access 
application process only as a last resort, as intended by 
the legislation.

We are also working to reduce demand for external review 
by focusing on improving the quality of agency practices. 
Together with refi nements to the legislation, the demand 
for external review is more likely to reach a sustainable 
level.

It is clear from fi ve years of experience since the 
commencement of the IP Act, that there is an ongoing 
and increasing demand for independent authoritative 
advice for government agencies to ensure key policies, 
projects and services are delivered in an effi  cient and 
eff ective manner that meets community expectations 
about responsible use, disclosure and storage of personal 
information. 

“We have used performance monitoring 
information to inform how we focus our 
resources to maximise our impact in 
performing our statutory functions.”

In 2013 – 14 we included an additional service objective 
in recognition of the substantial demand from agencies 
for assistance to achieve compliance with the privacy 
principles. We will continue to support agencies to meet 
right to information and information privacy obligations 
and apply good practices in implementing initiatives such 
as outsourcing, open data, the ‘one-stop shop’ portal and 
increased information sharing across government and with 
contracted service providers.

We also focused on privacy obligations in complaints 
management this year, conducting a review of how 
eff ectively agencies incorporated privacy into their 
complaint management systems and identifying good 
practices that other agencies could adapt and adopt. 

We promoted better practices in relation to dealing 
with complaints specifi cally about privacy concerns, 
through our online training and by engaging with senior 
management to encourage greater resolution of privacy 
complaints by agencies in the fi rst instance.

“It is clear from fi ve years of experience 
since the commencement of the IP Act, 
that there is an ongoing and increasing 
demand for independent authoritative 
privacy advice.”

I would like to thank the executive management team 
and staff  of the Offi  ce for their professionalism and 
commitment to performing our statutory functions of 
improving awareness and compliance, and providing 
independent, fair, just and timely external review and 
privacy complaint services to achieve excellent outcomes 
in 2013 – 14.

Rachael Rangihaeata
Information Commissioner
Rachael RangihaeataRachael Rangihaeata
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About us 
Who we are
We are a 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), we 
continue under the RTI Act and IP Act.  

Under the RTI Act and IP Act, 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 recognises the importance of protecting the 
personal information of individuals. It creates a right 
for individuals to access and amend their own personal 
information and provides rules for how agencies must 
handle personal information.

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

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

Under the RTI Act and IP Act the Information 
Commissioner is a statutory office holder appointed by 
the Governor-in-Council, and is not subject to ministerial 
direction in the exercise of the functions under the Acts.

The independent authority of the Information 
Commissioner allows the community to have confidence 
that the role of the Information Commissioner will be 
carried out independently, fairly, and impartially.

The Information Commissioner is supported by 
two other statutory office holders appointed by the 
Governor-in-Council: the Right to Information 
Commissioner and Privacy Commissioner.

Our responsibilities
Our statutory role reflects our services, and is to: 

• independently review decisions made by Queensland 
Ministers and public sector agencies about access to, 
or amendment of, documents

•	 mediate privacy complaints

•	 promote information rights and responsibilities; and

•	 foster improvements in the quality of right to information 
and information privacy practices. 

The Information Commissioner is accountable to the 
Queensland Parliament through the Legal Affairs and 
Community Safety Committee (LACSC).

Our governance and accountability is ensured through the 
tabling of our Annual Report to Parliament, meetings with 
the LACSC and our Service Delivery Statement. 

We also support the public sector’s corporate governance 
and accountability framework by assisting agencies to 
improve their right to information and information privacy 
practices. 

Our services 
During 2013 – 14 we had four main services.

Service one – An independent, timely and fair 
review of decisions made under the Right to 
Information Act 2009 and the Information Privacy 
Act 2009 (see pages 10 – 12).

Service two – An independent and timely privacy 
complaint resolution service (see pages 13 – 16). 

Service three – Foster improvements in the quality 
of practice in right to information and information 
privacy in public sector agencies 
(see pages 17 – 22).

Service four – Promote the principles and practices 
of right to information and information privacy in 
the community and within government 
(see pages 23 – 25).

Our 2014 – 18 Strategic Plan sets out an additional service 
objective in recognition of the substantial demand from 
agencies for assistance to achieve compliance with the 
privacy principles to meet community expectations about 
responsible management of personal information 
(see page 8). 

Our resources
As at 30 June 2014, we:

• had 33.1 full time equivalent staff; and 

• received grant funding from the Queensland 
Government provided through the Department of 
Justice and Attorney-General. Our 2013 – 14 total 
appropriation was $6.112M.

Our finances

Financial snapshot $,000
Appropriation 6,112

Other revenue 64

Expenditure 6,017

Depreciation 115

Figure 4. Financial snapshot
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Our key performance indicators
We measure the efficiency and effectiveness of our 
services against key performance indicators.

Our strategic plan3 sets out objectives and strategies for 
the five-year period 2013 – 17.

There is continual monitoring, evaluation and feedback 
undertaken both internally and externally. This allows us to 
refine the strategic plan to ensure alignment with whole-of-
government priorities where appropriate.

More information about our strategic direction is available 
at www.oic.qld.gov.au/about/right-to-information/
publication-scheme/our-priorities.

Service delivery targets are based on a determined level 
of performance that we seek to meet within available 
resources.

These service targets enable the Queensland community 
and the government to assess whether or not we have 
delivered services to acceptable levels and measures our 
efficiency and effectiveness. Service targets are part of 
the Queensland Government Performance Management 
Framework.

Our performance report card on page 1 shows our 
achievements and overall performance against the 
established service targets.

In 2013, we launched an online performance dashboard 
which is accessible through our website. The dashboard 
displays our key activities along with the corresponding 
service delivery target.

Progress against these service delivery targets is reported 
on a monthly basis throughout the financial year.

Prior to implementing the performance dashboard, our 
performance information was only available through 
formal reporting processes often on an annual basis or at 
a set point in time. Now this resource provides an on-going 
indicative snapshot of our performance.

Our stakeholders
The community, Queensland Government departments 
and Ministers, local governments, Hospital and Health 
Services, statutory authorities, Government-Owned 
Corporations, universities and other public authorities 
represent our stakeholders.

The Information Commissioner is accountable to the LACSC 
of the Queensland Parliament and meets with them during 
the course of the year to report on the performance of 
the Information Commissioner’s functions and to discuss 
issues, such as our activities, structures and procedures, 
our work output, budget, Annual Report and any other 
significant issue. 

While the Information Commissioner is not subject to 
ministerial direction, under section 133 of the RTI Act, 
our budget must be approved by the Attorney-General.

Our challenges and risks in 2014 – 15
• Review of RTI and IP legislation being undertaken by 

the Queensland Government may require significant 
amendments to our training, information resources and 
delivery of our functions.

• A number of outstanding reviews may affect our function 
and role, including a strategic review under section 186 
of the RTI Act.

• Significant unfunded demand for external review 
pending a permanent solution following completion of 
the review of the RTI and IP legislation.

• Continuing significant demand for expert privacy advice, 
including in relation to information and communication 
technology related matters, and information sharing.

• Increasing use of emerging technologies and online 
platforms such as the ‘one-stop shop’ portal to access 
government services.

• Changing community expectations about information 
access and privacy.

• Agencies’ self-report audit identified lower compliance 
by some local government and Hospital and Health 
Services.

• Need for strong leadership and clear expectations of 
public sector employees with respect to information 
rights and responsibilities.

• Inadequate agency review of administrative access 
schemes to facilitate access for the community.

Our priorities in 2014 – 15
• Review training, information resources and knowledge 

management systems to reflect legislative changes.

• Promote and encourage greater use of online access  
to information and administrative access schemes.

• Improve regional awareness and compliance with 
respect to information rights and responsibilities.

• Encourage agency leaders to champion a strong culture 
of openness and respect for protecting personal 
information.

• Support agencies to meet right to information and 
information privacy obligations and apply good 
practices in implementing initiatives such as 
outsourcing, open data, the ‘one-stop shop’ portal 
and increased information sharing across government 
and with contracted service providers.

 3. The Office of the Information Commissioner Strategic Plan 2013 – 17 applied for the 2013 – 14 period.
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Strategic planning process and 
priorities 2014 – 18
We have determined five strategic focus areas for 2014 – 18 
and have set strategies with key performance indicators to 
achieve our expected objectives over the five-year period.

The resulting strategic plan, outlined below, is based on 
deep reflection and consultation and will provide direction, 
focus and strength to our activities as a whole, and to teams 
and individuals as they proceed with special projects and 
day-to-day work. 

Each executive management team member is responsible 
for addressing specific strategies to guide activity, monitor 
progress against targets and report achievement against 
service objectives. 

The executive management team meet regularly to review 
progress on the plan and where necessary take corrective 
action to meet key performance indicators and established 
service delivery targets.

We are determined to ensure that business processes, 
policies and guidelines are effective, able to withstand 
scrutiny and perhaps more importantly, serve our staff and 
the Queensland community well.

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

STRATeGIeS
•	 Resolve applications using flexible approaches

•	 Ensure quality resolution and decision making 
services by maintaining comprehensive 
case and knowledge management systems

•	 Determine external review applications through 
formal written decisions

Key PeRFORMAnCe IndICATORS
Percentage of applicants satisfied with the conduct 
of review (70%)

Percentage of agencies satisfied with the review 
service provided (75%)

Median days to finalise a review (90 days)

Percentage of open reviews at end of reporting 
period over 12 months old (0%)

Percentage of reviews resolved informally compared 
to reviews resolved by written decision (75%)

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

STRATeGIeS
•	 Promote within agencies a culture that 

recognises the benefit of early resolution 
of privacy complaints through mediation

•	 Engage with complainants to explain the 
process and manage expectations

Key PeRFORMAnCe IndICATORS
Percentage of privacy complainants satisfied with 
mediation service (70%)

Percentage of agencies satisfied with the privacy 
service provided (75%)

Mean average days to make a decision whether to 
accept a privacy complaint (14)

Mean average days to finalise an accepted privacy 
complaint (90)

Strategic plan 2014 – 18
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3. Improve agencies’ practices in right to information and 
information privacy

 STRATeGIeS
•	 Provide training, tools and practical resources 

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

•	 Build key partnerships and networks

Key PeRFORMAnCe IndICATORS
Percentage of agencies satisfied with information 
and assistance provided by OIC (80%)

Percentage of agencies satisfied with the quality 
of information provided (75%)

Percentage of training participants satisfied with 
sessions (75%)

Number of people trained (500)

Number of monitoring and compliance activities (10)

4. Promote greater awareness of right to information and information 
privacy in the community and within government

STRATeGIeS 
•	 Inform agencies and the community about 

information rights and responsibilities

•	 Provide information and assistance to the 
community and agencies through authoritative 
online resources and enquiry service advice  

•	 Advise and influence key stakeholders on 
emerging trends and issues of significance

•	 Assist agencies to increase the flow of information 
to the community by encouraging information 
rich websites with clear pathways to access 
information

Key PeRFORMAnCe IndICATORS
Number of awareness activities conducted (190)

Number of written and verbal enquiries handled 
(2,500)

Number of website visits (80,000)

Number of advices, consultations and submissions 
conducted

5. Assist agencies to achieve compliance with the 
privacy principles

STRATeGIeS
•	 Provide independent expert advice and 

assistance to agencies

•	 Promote agencies’ early engagement of OIC 
privacy services 

•	 Conduct reviews and provide recommendations 
on both specific and systemic matters

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

Key PeRFORMAnCe IndICATORS
Number of advices, consultations and 
submissions

Participation in community meetings, regional 
visits and information sessions

Number of reviews conducted
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