
SECTION           1        Service Management 
PART                1.14   Client Information 
 

POLICY 1.14.1 Privacy 
 
BACKGROUND: 
This is the privacy policy of Family Services Illawarra Incorporated (ABN: 47 07 536 122).  
 
We are committed to protecting information about individuals, including employees, volunteers, 
carers and clients, and recognise the responsibility of managing this information. 
This policy explains how we collect, use, disclose and protect information about individuals in 
accordance with the National Privacy Principles and our other privacy obligations. 
 
POLICY:  
 

• Family Services Illawarra will comply with all legislative requirements where applicable in 
relation to Privacy. 

• Informed consent will normally be received in written form. Where a client is not able to 
give written consent then their stated consent to the service must be witnessed by another 
adult. 

• Family Services Illawarra will comply with the requirements of Sec 16A of the NSW Child 
Care and Protection Act in relation to exchange of information. 

 
Collection of Information 
In order to provide our care and support services we need to collect and use information about the 
people who assist in the provision of our services and individuals who benefit from these services. If 
we are not provided with all the information we request, we may not be able to provide our 
services. 
 
The information we collect covers areas such as: 

• Personal information for children, young people and adults  (including names, dates of birth, 
postal addresses, email addresses, telephone numbers and other contact details). 

• Details of issues impacting the individual or family related to areas such as behaviour of 
children and young people, child abuse/neglect, developmental delays, domestic violence, 
financial difficulty, physical and mental health, housing & homelessness, household 
management, isolation, loss/grief, parenting, and substance abuse. 

• Cultural and religious identity of children, young people and adults. 
• Religious identity of children, young people and adults. 
• Court orders affecting the parental responsibility of children. 
• Court orders affecting the safety of children, young people and adults. 
• Complaints by clients, volunteers or carers. 
• Audiovisual information and images. 

 
Some of the information we collect is personal information, such as names, addresses and dates of 
birth. However, much of the information we collect will be sensitive information - for example, 
information about an individual’s religious beliefs, racial or ethnic origin, criminal records and health 
information. 
 



Collection of information is limited to the amount of information that is necessary for the safe and 
ethical delivery of our activities. While our preference is always to collect information directly from 
our clients and service users we may collect personal and sensitive information about individuals 
from other sources. We may collect personal or sensitive information, government and non-
government agencies. In the case of children and young persons, information may be collected from 
their parent, guardian, or the agency responsible for their care such as Family and Community 
Services. 
 
Use of Information 
Our primary purpose for collecting personal and sensitive information is to provide people with 
welfare, care and support services. We may use that information to: 

• Identify a person. 
• Determine eligibility for services. 
• Enable us to provide our services. 
• Manage, improve and administer our services in a professional and efficient manner. 
• Study demographics and other social issues. 
• Apply for funding. 
• Make fundraising appeals and to engage in fundraising activities. 
• Maintain an emergency contact directory. 
• For administrative purposes including research, planning, service development, security and 

risk management. 
• To report to government agencies and authorities. 
• For other purposes permitted, required or authorised by or under law. 
• For any other purpose, where we have obtained consent to its use for that purpose. 

 
Disclosure of Information 
We may disclose personal and sensitive information: 

• To our employees, volunteers and carers for the specific purpose of providing a service to a 
child, young person, family or person with a disability. 

• About children to their own parents and guardians. 
• To proper authorities, when we have grounds for believing that children are at risk of harm. 
• Where we reasonably believe that the disclosure is necessary to lessen or prevent a serious 

and imminent threat to an individual’s life, health or safety, or a serious threat to public 
health, or public safety; or 

• Where the disclosure is permitted, required or authorised by or under law (for example, 
where we have been issued with a subpoena). 

 
We will obtain permission from persons having parental responsibility before disclosing a child’s or 
young person’s personal and sensitive information to another external professional (for example, 
teachers, speech therapists, and occupational therapists, doctors and counsellors). In the case of 
children and young persons for whom Family and Community Services have parental responsibility, 
we will seek the consent of Family and Community Services. In the case of adult clients, permission 
will be sought from them or their guardian. 
 
Exceptions to this policy include: 

• Where there is a threat to life or safety; 
• Where there is a requirement by law; or 
• Where it is necessary for law enforcement. 

 



We will record exceptions with reasons on our client’s file. In the case of children and young persons 
who have been referred by Family and Community Services, information will be disclosed to that 
agency as part of the ongoing need for review. 
 
Security 
We will take all reasonable steps to protect personal and sensitive information from misuse, loss, 
change and unauthorised access or disclosure.  
 
When personal information is being transmitted all reasonable steps, including encryption of    data, 
will be taken to ensure its safety, integrity and confidentiality; 
 
Only authorised personnel will have access to personal and sensitive information. 
 
We will ensure personal and sensitive information is stored in a secure place when still in use and 
when no longer current will be stored in secure central storage for a minimum of 7 years.  
 
Access 
Parents and other persons responsible for a child (as well as other categories of authorised persons) 
have a right of access to records kept about a child under regulations made under relevant NSW 
privacy laws. Children, young persons and adults may also seek access to personal and sensitive 
information about themselves. 
 
However, there will be occasions when access to personal and sensitive information is denied. Such 
occasions may include: 

• Where access would have an unreasonable impact on the privacy of others. 
• Where the request is frivolous or vexatious. 
• Where the information relates to existing or anticipated legal proceedings between the 

individual and Family Services Illawarra, and the information would not be available by legal 
discovery processes; or 

• Where access may result in a breach of our duty of care to the child or person concerned. 
• Providing access would be likely to prejudice an investigation into possible unlawful activity. 
• Providing access might prejudice or detrimentally affect any law enforcement process or 

the protection of the public revenue. 
 
If we are not required to provide the person with access to the information for one of the reasons 
listed above, we will, if it is reasonable, consider whether providing access to a third party who is 
mutually agreed would meet the needs of the organisation and the person. 
 
Requests for access to personal and sensitive information will need to be made in writing to the 
manager responsible for the service that has been provided. Persons making requests may be asked 
to verify their identity and specify the information requested. We may charge a fee to compensate 
for the cost of processing such applications unless the workload involved is minor. 
 
If Family Services Illawarra denies a person access to their personal information, we will provide our 
reasons for doing so. 
 
Quality and Correction 
We take all reasonable precautions to ensure personal and sensitive information that we collect, use 
and disclose is accurate, complete, up-to-date, not misleading and relevant to the purpose for which 
it was collected or is to be used.  
 



The accuracy of that information depends to a large extent on the information that is provided by 
the individual or referring agency. Individuals should advise us if the initial information collected 
needs to be updated or corrected. 
 
Website & Cookies 
To help us manage our website, we may collect aggregated information by using cookies or similar 
electronic tools. 
A cookie is a small text file that is placed on a computer which collects information about the use of 
our website, such as the web pages visited, the date and the time of a visit and the websites visited 
immediately before and after visiting our website. 
 
We do not use this technology to access any other personal information of a user in our records and 
a user cannot be personally identified from a cookie. 
 
Changes to our Privacy Policy 
From time to time, our policies will be reviewed and may be revised. We may change this policy at 
any time. Any change to our policy will be notified by posting an updated version of our policy on 
our website. The amended policy will apply whether or not we have given specific notice of any 
change. 
 
Complaint Resolution 
We are committed to constantly improving our procedures so that personal and sensitive 
information is treated appropriately. If any person feels that we have failed to deal with their or 
someone else’s personal or sensitive information in accordance with this policy, please let us know 
so that we have an opportunity to resolve the issue. 
 
The person to contact is the manager of the service that you are dealing with. If unable to do so, 
please contact our Chief Executive Officer. 
 
Contact us 
If you require more detailed information about our information handling please contact the 
Manager Finance and Administration or the Chief Executive Officer on 4256 7333. We will 
endeavour to respond to your concerns as quickly as possible. 
 
USEFUL WEB SITES: 
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