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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 applications using flexible approaches 
• 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  

• Determine external review applications through formal written decisions where required.  

Figure 2. External review service standards 

Service standard Target 
Achievement 

2016-17 2017-18 2018-19 2019-20 2020-21 

Percentage of external 
review applications finalised 
to received 

100% 80% 95% 96% 88% 110% 

Percentage of applicants 
satisfied with the conduct of 
the review 

70% 73% 66% 56% 67% 51%* 

Percentage of agencies 
satisfied with the review 
service provided 

75% 92% 94% 98% 95% 96% 

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

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

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

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

75% 88% 87% 92% 87% 90% 

 
 

* While 753 matters were finalised in 2020-21, only 51 surveys were returned. Of these, 26 expressed 
satisfaction, 20 expressed dissatisfaction, and 5 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’ 
***16 external reviews out of 291 matters on hand as at 30 June 2021. 
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In 2020-21 we again dealt with substantial 
external review demand, with 685 
applications for the review of agency 
decisions about access received. This 
confirms a trend of increased and 
substantial demand for external reviews.  
 
At the same time, we also dealt with:  
• requests from government agencies 

to make vexatious applicant 
declarations 

• applications from non-profit 
organisations seeking financial 
hardship status 

• appeals against external review 
decisions in the Queensland Civil and 
Administrative Appeal Tribunal. 

Pleasingly, we finalised 110 percent of 
external reviews compared to those 
received because we addressed the high 
carryover from 2019-20. This is a 
significant measure of our external review 
service's effectiveness and efficiency. 
Despite ongoing high demand, we 
reduced the number of external reviews on 
hand from 358 to 291 at 30 June 2021. 

We continue to work hard to achieve 
better timeliness with the mean time for 
completion of external reviews being 
5 days outside our target, of 150 days. 
Significant issues affected our timeliness. 
Ongoing substantial demand, relative to 
available resources, had an effect. 
Unreasonable behaviour required 
additional management which detracted 
from our ability to progress other reviews. 
Also, a number of agencies were 
frequently slow to comply with requests for 
submissions, information or documents. 
Excessive agency delays account for the 6 
percent of matters over 12 months old as 
at 30 June 2021.  

All matters on hand are being progressed 
as best we can manage given the variety 
of circumstances outside our control. As a 
result, despite the significant increase in 
demand since 2016-17, we do not have a 
large backlog of matters over 12 months 
old. This is testament to the close strategic 
management of all matters by the team.   

We received a higher number of external 
review applications of deemed refusal of 
access decisions. This is where the 
agency has failed to comply with the 
statutory decision-making timeframe. We 
in effect process these matters as if each 
were an initial access application. 
Applicants in these matters are typically 
aggrieved at the delays they have 
experienced , and are less amenable to 
informal resolution as a result.  

Our small external review team faced a 
number of challenges, including increasing: 
• complexity of matters 
• delay from agencies in cooperating 

with the review processes as they too 
grapple with increasing demand  

• unreasonable and sometimes abusive 
behaviour from a small but 
time-consuming cohort of applicants.  

While the challenges are considerable, 
team cohesion and collaboration remain 
high. Our staff maintained focus on core 
responsibilities and our goal of doing the 
best we can with the resources available. 
This helped achieve a resolution rate of 90 
percent, exceeding the 75 percent target.  

Our hybrid work model is also supporting 
staff who have become more proficient 
with SharePoint and Teams software since 
we digitised our entire external review 
process in March 2020. Also refinements 
in our case management technology 
enabled us to streamline the management 
of external reviews. This development 
aligns with our culture of continuous 
improvement in small team settings.  

Overall, we remain focused on meeting 
the demands of the community when 
reviewing an agency’s decision with as 
little technicality as possible, while 
maintaining a legally expert service. 
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We acknowledge the demand agencies 
are experiencing. In this reporting period, 
they have reported diminished ability to 
cooperate with the review process. They 
often requested lengthy extensions of 
time. We have examined this issue with 
the QPS because reviews involving this 
agency represent approximately 25 
percent of those on hand at any one time. 
We discussed delay and its impact on trust 
and transparency at executive level. This 
led to further operational discussions 
between the QPS and our support 
services about proactive disclosure, 
possible administrative release schemes 
and improving capacity to deal with 
applications effectively.  

Agencies reported 96 percent satisfaction 
with the external review service exceeding 
the target of 75 percent.  

Applicant satisfaction remains below target 
at 51 percent. As in past years, we 
received few survey responses (51) relative 
to the number of reviews finalised (753). 
Twenty of the 51 responses received 
reported dissatisfaction with the conduct of 
the external review. These responses often 
mix the outcome of the review with 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 
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, 24 
less than in 2019-20. The decisions contain 
findings of fact and law, the names of the 
parties when warranted, all the facts relied 
upon, details of the law applied, details of 
submissions from the parties and reasons 
for the decision. 

We resolved 90 percent of external review 
applications informally, exceeding our 
target of 75 percent. 
 

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

Thirteen appeals were lodged in 2020-21 
and 20 were finalised.  
 
Of the finalised appeals: 
• Six decisions were upheld 
• One decision was remitted for us to 

reconsider 
• Two decisions were set aside  
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• Eleven appeals did not proceed 
because the appellants elected to not 
proceed or failed to comply with QCAT 
directions about the filing of material or 
payment of the filing fee.  

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 2020-21.  

Applications for financial 
hardship status 
The Information Commissioner received 18 
applications from non-profit organisations 
for financial hardship status under section 
67 of the RTI Act, 10 more than in 2019-20. 
We granted 14 applications and rejected 
three because they did not meet the 
required criteria. One application was still 
under consideration at 30 June 2021.  

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 all decisions to grant financial 
hardship status on our website. 

Applications and decisions to 
declare a person vexatious 
One application to declare an applicant 
vexatious under the RTI Act or IP Act was 
received from an agency. It was refused. 
QCAT dismissed an appeal by an applicant 
regarding a declaration made by the 
Information Commissioner in the 2019-20 
reporting period.. 

We publish decisions about applications to 
declare a person a vexatious applicant, 
including declarations and the supporting 
reasons on our website. 

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. 
For example, we regularly review and 
amend information sheets an applicant 
receives at the start of their review to 
reflect commonly raised concerns and 
better manage expectations. 

In this reporting period we focused on 
examining how to best manage large 
numbers of reviews from applicants who 
submit substantial volumes of unsolicited 
correspondence. The work involved is 
considerable. The processes we 
established to manage them are fair for 
those applicants, while ensuring we 
progress other external reviews without a 
time disadvantage. 

In 2020-21 we also embraced OneNote as 
the delivery tool 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 precedent and 
locate agency practice or policy about 
issues that can commonly arise on external 
review. It assists assessing issues on 
review faster and makes it easier for junior 
staff to learn and develop their expertise. 

We continued to distribute deidentified 
case studies on informally resolved reviews 
to the RTI practitioner network. External 
review decisions and informal resolution 
strategies are an important educative tool 
for agencies and their independent 
decision makers. We also worked on new 
guidelines and information sheets so they 
reflect current external review findings and 
decisions. 
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PRIVACY ADVICE AND COMPLAINT MEDIATION 
Assist agencies to achieve compliance with the privacy principles and 
improve practices. 

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 

2016-17 2017-18 2018-19 2019-20 2020-21 

Percentage of agencies 
satisfied with the privacy 
complaint mediation service 
provided 

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

Percentage of agency 
stakeholders satisfied with 
advice service we provide^ 

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

Mean average days to finalise 
an accepted privacy complaint 140 days 146 days 157 days 157 days 185 days 278 days 

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

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

 

^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’. 
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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 
On request, we give agencies verbal and 
written advice on privacy issues in their 
operations, projects and programs. We 
actively participate in working groups and 
specialist committees. Sometimes we 
advise other sectors, for example, where 
they provide services to government 
agencies and need to comply with the 
privacy principles. 

In 2020-21 we advised government 
agencies 206 times. A range of agencies 
sought guidance on initiatives that collect, 
use, share or disclose personal 
information, such as video footage and 
health records. We participated in 148 
meetings on various privacy related 
matters including regional visits and 
information sessions. We have a target of 
75 percent agency satisfaction with the 
privacy advice provided to agencies 
introduced this reporting period and have 
achieved 100 percent. We surveyed 
advice recipients in the final quarter of 
2020-21. We will review the methodology 
we trialed in the first year of this measure 
and adjust as necessary in 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 2020-21 we made five formal 
submissions to parliamentary 
inquiries, commissions and to the 
Queensland and Australian 
Governments. This included 
submissions to: 
• the Digital Transformation Agency in 

response to the Digital Identity 
Legislation Consultation Paper 

• the Commonwealth 
Attorney-General's Department in 
response to the Review of the Privacy 
Act 1988 Issues Paper 

• the Office of the National Data 
Commissioner’s consultation on the 
Exposure draft of the Data Availability 
and Transparency Bill 2020, 
explanatory materials and 
Accreditation Framework discussion 
paper  

• the Integrity and Oversight Committee 
of the Parliament of Victoria for the 
Inquiry into Education and Prevention 
functions of Victoria’s Integrity 
Agencies  

• the New South Wales Department of 
Communities and Justice on the 
consultation draft of the Privacy and 
Personal Protection Amendment Bill 
to strengthen privacy protections in 
NSW by establishing a mandatory 
data breach (MNDB) scheme. 

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 54th and 55th virtual 
meetings of the Asia Pacific Privacy 
Authorities. These forums provide insights 
into data protection and privacy regulators 
and agencies across the Asia Pacific region 
and more broadly. The meetings explored 
various challenges to privacy regulation and 
data sharing in a pandemic. The participants 
outlined different international approaches to 
address these challenges. 
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They also discussed emerging issues for 
facial recognition, use of artificial 
intelligence, cross border enforcement and 
legislative developments. There was general 
agreement that striving for national 
collaboration and consistency remained a 
key factor. 

We also participated in meetings of all 
Australian Privacy Authorities held in 
2020-21 discussing trends in mandatory data 
breach reporting, developments in facial 
recognition technology and data 
re-identification. We worked with the 
National Privacy COVID-19 taskforce on 
various issues including national consistency 
on public health directives about contact 
tracing, check in apps and a potential 
vaccination certificate or passport. 

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 2020-21 we finalised 84 privacy 
complaints and received 81. These figures 
are slightly lower than the previous financial 
year.  
 

 
 

 
 
In 2020-21 we closed 15 accepted 
privacy complaints and resolved four 
through mediation. Nineteen 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’. 

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. 



 
 
 

19 
 

Under the IP Act our investigative powers 
are limited and so we are dependent on 
the cooperation of the parties and largely 
we have no control over the timeliness of 
responses and communications.  

The privacy complaints jurisdiction is now 
12 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 2020-21, for some complaints, there 
were 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.  

The few complaints where we had to be 
flexible on the timeframe have a 
disproportionate impact of our 
performance measure because of the 
small total number of accepted 
complaints. While OIC has not met our 
targets, neither complainants nor 
respondent agencies have raised 
concerns about timeliness. 

These trends have affected the time 
taken to resolve complaints. In 2020-21, 
the average time to finalise an accepted 
complaint was 278 days. 

We negotiated a mediated outcome in 
four matters in this reporting period. 

We noted that complainants invariably 
seek financial compensation. Complaints 
are less likely to resolve when the 
compensation sought is significant. We 
have published guidance on damages 
awards as a means of managing 
expectations.

Figure 9. Detail of mediated privacy complaints 

Agency Type Privacy Principle(s) 
involved 

Written 
agreement 

Prepared 
by OIC Certified Nature of agreement 

Department IPP 11 Limits on 
disclosure No No n/a Apology and change in 

practices 

Public 
Authority 

IPP 1 collection of 
personal information 

(lawful and fair) 
No No n/a Personal apology from 

CEO 

Public 
Authority 

IPP 11 Limits on 
disclosure Yes No n/a Amendment of record, 

change in practices 

Health 
Agency NPP 3 Data Quality No No n/a 

Minor financial 
compensation, updating of 
record, change in practices 
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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 2020-21, we 
referred one complaint to QCAT. We play a 
limited role in QCAT as we are not usually 
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. There was 
one application for judicial review in 
2020-21 about a privacy complaint 
decision. In December 2020 a 
complainant applied to the Queensland 
Supreme Court for a review of our 
decision to decline to accept their 
complaint. The application is scheduled 
to be heard in early November 2021. 

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. 

OIC received and determined one 
application for a waiver of the privacy 
principles during 2020-21. The waiver was 
not granted in the circumstances. The 
decision is published on the OIC website. 

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 
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, agencies increasingly 
tell us about their data breaches 
voluntarily, if only for seeking advice on 
how to manage them. This reflects 
increased agency awareness and public 
expectations. Most of the breaches 
involved limited, one-off incidents caused 
by human error. But with increasing 
serious cyber attacks, we expect that 
breaches through malicious attacks will 
increase in line with what is happening in 
other jurisdictions. 

In 2020-21 we received 86 voluntary 
notifications from agencies of privacy 
breaches. This is more than double the 
number of notifications from in the 
previous year. Some incidents involved 
many affected individuals and could lead 
to a large number of complaints. However 
this is less likely if an agency notifies 
affected individuals promptly and 
appropriately enabling victims to protect 
themselves. It also helps to maintain trust 
and confidence in the agency.  

To address increasing demand for advice 
about breaches, we upgraded our 
resources. They include updated 
guidance material, an online risk 
assessment tool and new forms – both in 
hardcopy and online to enable 
notification. We programmed our case 
management system to collect additional 
data we can use to identify potential risk 
and training topics. We will enhance the 
system’s reporting function in the next 
financial year to be ready for a mandatory 
notification scheme, as recommended by 
the CCC Operation Impala report, and 
considered in the Review of the RTI Act 
and IP Act, subject to legislative reforms.   



 
 
 

21 
 

Improving our service  
We evaluate our privacy services and 
engage with stakeholders. We held 
fewer face-to-face engagements 
because of the pandemic. However, we 
moved our services online, including 
participating in government working 
groups, meeting with agencies and 
stakeholders and delivering training and 
other guidance activities through 
Microsoft Teams and Zoom.  

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 rights 
• Encourage agency RTI and Privacy champions at a high level, consistent with good 

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

sector 
• Provide quality information and assistance to the community and agencies 
• Advise and influence key stakeholders on emerging trends and issues of significance 
• 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 

2016-17 2017-18 2018-19 2019-20 2020-21 

Percentage of agencies 
satisfied with the 
enquiries service 

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

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

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

Number of responses to 
written and oral enquiries 4,500 5,081 5,057 5,280 5,684 5,693 

Percentage of training 
participants satisfied with 
sessions 

75% 99% 94% 97% 98% 97% 

Number of training 
participants^ 4,000 9,676 13,909 11,892 12,997 8,738 

Number of reports tabled 
in Parliament 5 4 3 5 3 5 

Number of awareness 
activities conducted## 

250 684 307 430 353 321 

Number of website 
visits^^ 

150,000 173,506 204,962 235,226 283,715 317,186 
 

^ 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 a 
record 5,693 enquiries in 2020-21 despite 
the challenges of working through a 
pandemic. We received specific enquiries, 
general questions and requests for 
assistance through various channels: 
• 3,932 telephone calls 
• 1,587 emails/letters 
• 174 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 (60 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. 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 2020-21, we updated 28 guidelines 
and eight information sheets to ensure 
they were accurate and provided 
relevant information to our stakeholders. 
We published seven new guidelines, 
four new information sheets, and one 
training video to address emerging 
trends and needs.  

We worked collaboratively to develop 
targeted resources. Our new guideline 
Achieving effective privacy and 
information security training was drafted 
specifically to support agencies to 
implement recommendations and 
findings from our work in auditing 
agency compliance with the RTI and IP 
Acts, and the recommendations the 
Crime and Corruption Commission 
made in its Operation Impala report 
about misuse of confidential information. 
We published two new information 
sheets and updated one complementary 
information sheet to better explain our 
external review role and manage 
stakeholder expectations.  
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We also developed new privacy 
resources around the theme of ‘privacy in 
a pandemic’: 
• Managing privacy in a pandemic - 

guideline to assist agencies to 
manage their privacy obligations 
when dealing with common issues 
that have arisen during the pandemic  

• Privacy and public service 
employees in the pandemic – 
guideline for all public service 
officers about how to handle the 
personal information they hold, and 
how their personal information must 
be handled by their agency during 
this time 

• Your privacy rights in a pandemic – 
information sheet for members of the 
community explaining how agency 
privacy obligations apply to them in 
the context of a pandemic. 

These resources use a 
question-and-answer style based on 
common situations, issues or concerns 
we identified through our enquiries 
service, and discussions with agency 
staff and community members. 

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.  

As decision makers often asked about 
routine personal work information and how 
it interacts with legislative access 
applications, we drafted a short, 
comprehensive news item on the issues 
and directed decision makers to our more 
detailed published resources. The news 
item went to all officers who subscribed to 
our e-newsletter.  

This was an effective and easily 
accessible way to deliver targeted 
information to the relevant stakeholders. 

Training 
In 2020-21 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 

• a recorded e-lecture covering 
administrative access for Human 
Resources/Industrial Relations 
Officers  

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

We offered training on conducting 
privacy impact assessments, 
handling privacy complaints, 
managing documents after a 
Machinery-of-Government change, 
and dealing with difficult conduct. We 
also developed training tailored to 
various roles.  

We delivered tailored training to agency 
officers in the following locations: 
• Brisbane 
• Central Highlands 
• Bundaberg 
• Moreton Bay. 

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. 

  



 
 
 

25 
 

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 2020-21 
included: 
• Two x Access application 

handling courses 
• What to do with documents 

following a Machinery of 
Government change 

• Responding to a privacy 
complaint under IPPs 

• Responding to a privacy 
complaint under NPPs 

• Privacy Bites: QR Codes 
• Privacy Bites: Human error 
• RTI Bites session: Scoping an 

application 
• RTI Bites session: Timeframes 
• RTI, IP, and accessing workplace 

grievance information (recorded 
e-lecture)  

• Dealing with difficult conduct. 

In 2020-21, 97 percent of training 
participants were satisfied with the 
sessions they completed. 

In the reporting period 8,738 participants 
completed our training. This is a 
33 percent decrease from 2019-20. The 
decrease might be attributed to more 
agencies implementing their own 
tailored training program which removes 
the need to access our general online 
training. This approach is consistent with 
our recommendation from the audit 
report, Awareness of privacy obligations 
- How three Queensland government 
agencies educate and train their 
employees about their privacy 
obligations, tabled in Parliament during 
2018-19.  

 

 
 

*New performance target introduced in 2018-19. 
The performance target was previously 500. 
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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 2020, IAI Day featured the theme 
‘Building trust through transparency’. 
Timely access to accurate information 
helps citizens make informed decisions 
when responding to a crisis, such as 
restrictions on movement, access to 
services, work and schooling, virus testing, 
medical supplies, and economic aid or 
stimulus. We published a range of 
resources such as an animation, 
brochures, posters and checklists to assist 
with building awareness of information 
access rights and responsibilities. 

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. 
Unfortunately, we did not hold the 
Solomon Lecture in 2020 due to COVID-
19 restrictions.  

Privacy Awareness Week 
We participated in Privacy Awareness 
Week from 3 to 9 May 2021, as an 
active member of the Asia Pacific 
Privacy Authorities. The theme ‘Make 
privacy a priority’ was aimed at the 
community and public sector. 

We launched Privacy Awareness Week 
with an event held at the State Library, 
Queensland. The event was also 
streamed live and featured a keynote 
presentation from Crime and Corruption 

Commission's Chairperson, Mr Alan 
MacSporran QC, titled, ‘I trusted you with 
my personal information - Government 
powers and practices to prevent misuse 
of personal information’. 

The keynote address reflected on lessons 
from the implementation of Operation 
Impala, and why building a 
'privacy-aware' culture is fundamental to 
public trust in government. 

The speakers line up also featured 
Information Commissioner Rachael 
Rangihaeata, The Hon. Shannon 
Fentiman MP, Attorney-General and 
Minister for Justice, Privacy 
Commissioner Phil Green; and a special 
Acknowledgement of Country by 
Ms Waveney Yasso. 

The recording is available on our website 
and YouTube channel. 

Our modest social media advertisement 
campaign costing $5,000 achieved 
761,633 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. 
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During the reporting period our website 
received 317,186 visits. This is a 
12 percent increase from 2019-20. 

 
 

*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 
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 
and improve compliance with the 
legislation. 

During the year, we met with agency 
leaders and elected representatives 
including: 
• Queensland Police Central Region 

District Officer Forum 
• Queensland Police Executive 

Leadership Team 
• new Members of Parliament 
• Ms Fiona Simpson MP, Shadow 

Minister for Integrity 
• Far North Queensland Regional 

Organisation of Councils 
• Scenic Rim Regional Council 
• Central Highlands Regional Council. 

In 2020-21 we conducted 321 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 
2020-21 we tabled five reports: 
• Privacy and public data – Managing 

re-identification risk 
• Disclosure logs – Queensland 

Government departments 
• Follow up audit – Awareness of 

privacy obligations 
• Follow up audit – Bundaberg Regional 

Council 
• Minimum reporting requirements – 

Personal interests, gifts and benefits, 
overseas travel. 

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

The audit on Privacy and public data 
raised critical issues about 
re-identification risk that are relevant to 
the broader sector. We identified good 
practice and areas for improvement and 
made five recommendations to all 
government agencies. This audit report 
was widely acknowledged in Australia and 
overseas. It led to several presentations 
to a broad range of stakeholders like ICT 
officers and risk managers, and to 
international and national forums.  
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Our audit on disclosure logs found that 
departments maintain mostly compliant 
logs but there are gaps. The logs are not 
always current or complete. And while it is 
generally easy to find the disclosure logs 
on the departments’ websites, not all logs 
are easy to read or use.  

The three agencies in the follow up audit 
on Awareness of privacy obligations have 
fully implemented all 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.  

We examined the minimum reporting 
requirements about personal interests, 
gifts and benefits and overseas travel 
of Queensland elected and 
government officials and found that 
they generally support open and 
transparent government. However, the 
requirements are not always consistent 
between the sectors.  

We identified a range of improvement 
opportunities and encouraged 
government agencies to consider 
adopting some of the good practices in 
place in other jurisdictions to increase 
openness and transparency, thus trust 
in government. 

Key partnerships and networks 
In 2020-21, 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 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 2020-21, sharing our 
work in the Privacy and Public Data 
audit, and remote working messaging 
from Privacy Awareness Week. 

• We maintained our membership in 
the International Conference of 
Information Commissioners, and the 
Information Commissioner attended 
the 12th 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 maximising 
proactive disclosure and 
administrative release of information. 
We identified further opportunities to 
collaborate, including on the Open 
Government Partnership National 
Action Plan 3 proposed commitment 
led by Information Commissioners.  

• 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. 
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• The Information Commissioner met 
the Integrity Commissioner, the Chair 
of the Crime and Corruption 
Commission, the Queensland 
Ombudsman, the Auditor-General, 
the Electoral Commissioner, the 
Independent Assessor, the Racing 
Integrity Commissioner and the 
Public Service Commission Chief 
Executive quarterly for Integrity 
Committee meetings. 

Improving our service 
In 2020-21 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. 

Feedback 
In 2020-21 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 2019-
20 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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