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COLLEGE IDENTITY AND VALUES

Plenty Valley Christian College (the college) is a Christ-centred college
that pursues excellence in education and character,
daring our students to be engaged, equipped, and empowered
to transform their communities, local and global.

Plenty Valley Christian College is an independent co-educational, Kinder —Year 12 College. The college
is a member of Christian Education National, a national partnership of Christian schools whose core
values align with ours in:

e celebrating the lordship of Christ over all of life;

e positioning the gospel rather than cultural forces as the primary shaper of how we think and
live;

e affirming the role of parents as having responsibility to ensure their children are educated
within this understanding.

The college seeks to operate and employ the principles, practices and values of a Christian theology
and tradition to underpin, be integral to and formational in all relationships, activities and learning.

POLICY INTRODUCTION

This Privacy Policy sets out how Plenty Valley Christian College manages personal information and
your rights in relation to your personal information, including how to complain and how we deal with
complaints.

The college is bound by the Australian Privacy Principles contained in the Commonwealth Privacy Act
1988 (Privacy Act). In relation to health records, the college is also bound by the Health Privacy
Principles which are contained in the Health Records Act 2001 (Vic) (Health Records Act).

Under the Privacy Act, the Australian Privacy Principles do not apply to certain treatment of an
employee record. As a result, this Privacy Policy does not apply to the college's treatment of an
employee record held by the college, where the treatment is directly related to a current or former
employment relationship between the college and the employee. The college handles staff health
records in accordance with the Health Privacy Principles in the Health Records Act.

The college may, from time to time, review and update this Privacy Policy to take account of new laws
and technology, changes to the college’s operations and practices and to make sure it remains
appropriate to the changing school environment. The current version of this Privacy Policy is published
on our website.
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1. Kinds of personal information we collect

The types of information the college collects includes (but is not limited to) personal information,
including health and other sensitive information, about:

e students and parents and/or guardians (‘Parents’) before, during and after the course of a student’s
enrolment at the College, including:

o name, contact details (including next of kin), date of birth, gender, language background,

previous school and religion;

o parents’ education, occupation, language spoken at home, nationality and country of birth;
health information e.g. details of disability and/or allergies, dietary requirements, absence
notes, immunisation details, medical reports and names of doctors;
results of assignments, tests and examinations;
conduct and complaint records, or other behaviour notes, and school reports;
information about referrals to government welfare agencies;
counselling reports;
health fund details and Medicare number;
any Family Court orders;
criminal records;
volunteering information; and
photos and videos at School events;

o

O 0O O O O O O O O

e job applicants, volunteers and contractors, including:
o name, contact details (including next of kin), date of birth, and religion;
information on job application;
professional development history;
salary and payment information, including superannuation details;
health information (e.g., details of disability and/or allergies, and medical certificates);
complaint records and investigation reports;
leave details;
photos and videos at School events;
workplace surveillance information; and
when using work equipment or email address, work emails and private emails and Internet
browsing history; and

O O O O O O O O O

e other people who come into contact with the College, including name and contact details and any
other information necessary for the particular contact with the College.

2. How we collect personal information

Personal information you provide: The College generally collects personal information about an
individual directly from the individual (or their Parent in the case of students). This includes by way of
forms, face-to-face meetings and interviews, emails and telephone calls.

Personal information provided by other people: In some circumstances the College may be provided

with personal information about an individual from a third party, for example a report provided by a
medical professional, a reference from another school or a referee for a job applicant. If a student
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transfers to a new school, the new school may collect personal information about the student from
the student’s previous school to facilitate the transfer of the student.

Personal information from other sources: We may also collect personal information through
surveillance activities (such as security cameras) and student and staff email monitoring.

3. Purposes for which we collect, use and disclose personal information

The purposes for which the College collects, uses and discloses personal information depend on our
relationship with you and include the following:

Students and Parents:

e providing schooling and school activities;

e satisfying the needs of Parents, the needs of students and the needs of the College throughout the
whole period a student is enrolled at the College;

e making required reports to government authorities;

e keeping Parents informed about matters related to their child’s schooling, through
correspondence, apps, newsletters and magazines;

e day-to-day administration of the College;

e |ooking after students’ educational, social and health wellbeing;

e seeking donations for the College (see the ‘Fundraising’ section of this Privacy Policy);

e to satisfy the College’s legal obligations; and

e allow the College to discharge its duty of care.

Volunteers:

e to contact you about, and administer, the volunteer position;

e for insurance purposes; and

e satisfying the College’s legal obligations, e.g. in relation to child protection legislation.

Job applicants and contractors:

e assessing and (if successful) engaging the applicant or contractor;

e administering the individual’s employment or contract;

e seeking donations for the College (see the ‘Fundraising’ section of this Privacy Policy);

e forinsurance purposes; and

e satisfying the College’s legal obligations, for example, in relation to child protection legislation.

4. Who we disclose personal information to

The College may disclose personal information, including sensitive information, for educational, care

and administrative purposes, and to seek support and advice. This may include to:

e other schools and teachers at those schools, including a new school to which a student transfers
to facilitate the transfer of the student;

e government departments (including for policy and funding purposes);

e medical practitioners;

e people providing educational, support and health services to the College, including specialist
visiting teachers, [sports] coaches, volunteers, and counsellors;
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e providers of specialist advisory services and assistance to the College, including in the area of
Human Resources, child protection, students with additional needs and for the purpose of
administering approved apps for educational use and ensuring its proper use (see further the
section below ‘Sending and storing information overseas);

e providers of learning and assessment tools;

e assessment and educational authorities, including the Australian Curriculum, Assessment and
Reporting Authority (ACARA) and NAPLAN Test Administration Authorities (who will disclose it to
the entity that manages the online platform for NAPLAN);

e agencies and organisations to whom we are required to disclose personal information for
education, funding and research purposes;

e people providing administrative and financial services to the College;

e the provider of our information management and storage system and other information
technology services e.g. our photo management provider Pixevity;

e recipients of School publications, such as newsletters, magazines;

e students’ parents or guardians;

e anyone you authorise the College to disclose information to; and

e anyone to whom we are required or authorised to disclose the information to by law, including
child protection laws.

5. How we store personal information

We store your personal information in hard copy and electronically. We use information management
and storage systems provided by third party service providers. Personal information is stored with and
accessible by the third-party service providers for the purpose of providing services to the College in
connection with the systems. The College may use online or ‘cloud’ service providers to store personal
information and to provide services to the College that involve the use of personal information. See
further the section below ‘Sending and storing information overseas.’

6. Sending and storing information overseas

The College may disclose personal information about an individual to overseas recipients in certain
circumstances, for instance, to facilitate a school exchange.

The College may use online or ‘cloud’ service providers to store personal information and to provide
services to the College that involve the use of personal information, such as services relating to email,
instant messaging and education and assessment applications. Some limited personal information
may also be provided to these service providers to enable them to authenticate users that access their
services and provide technical support. This personal information may be stored in the ‘cloud’ which
means that it may reside on a cloud service provider’s servers which may be situated outside Australia.

College personnel and its service providers may have the ability to access, monitor, use or disclose

emails, communications (e.g., instant messaging), documents and associated administrative data for
the purposes of administering college apps and ensuring their proper use.
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7. Fundraising

The College treats seeking donations for the future growth and development of the College as an
important part of ensuring that the College continues to provide a quality learning environment in
which both students and staff thrive. Your personal information may be used to make an appeal to
you.

If you do not want to receive fundraising communications from us, please contact our Community
Relations team.

8. Security of personal information

The College has in place steps to protect the personal information the College holds from misuse,
interference and loss, unauthorised access, modification or disclosure by use of various methods
including locked storage of paper records and password access rights to computerised records. These
steps include:

e Restricting access to information on the College databases on a need-to-know basis with different
levels of security being allocated to staff based on their roles and responsibilities and security
profile.

e Ensuring all staff are aware that they are not to reveal or share personal passwords.

e Ensuring where personal and health information is stored in hard copy files that these files are
stored in lockable filing cabinets in lockable rooms. Access to these records is restricted to staff on
a need-to-know basis.

e Implementing physical security measures around the College buildings and grounds to prevent
break-ins.

e Implementing ICT security systems, policies and procedures, designed to protect personal
information storage on our computer networks.

e Implementing human recourses policies and procedures, such as email and internet usage,
confidentiality and document security policies, designed to ensure that staff follow correct
protocols when handling personal information.

e Undertaking due diligence with respect to third party service providers who may have access to
personal information, including cloud service providers, to ensure as far as practicable that they
are compliant with the Australian Privacy Principles or a similar privacy regime.

9. Access and correction of personal information

Under the Commonwealth Privacy Act and the Health Records Act, an individual has the right to seek
access to, and/or correction of, any personal information which the College holds about them.
Students will generally be able to access and update their personal information through their Parents,
but older students may seek access and correction themselves.

There are some exceptions to these rights set out in the applicable legislation.

To make a request to access, update or correct any personal information the College holds about you
or your child, please contact the College Executive Principal by email, post or telephone through
College reception. The College may require you to verify your identity and specify what information
you require. The College may charge a reasonable fee for giving access to your personal information
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(but will not charge for the making of the request or to correct your personal information). If the
information sought is extensive, the College will advise the likely cost in advance.

If we decide to refuse your request, we will provide you with written notice explaining the reasons for
refusal (unless, in light of the grounds for refusing, it would be unreasonable to provide reasons) and
how to complain.

10. Consent and rights of access to the personal information of students

The College respects every Parent’s right to make decisions concerning their child’s education.

Generally, the College will refer any requests for consent and notices in relation to the personal
information of a student to the student’s Parents. Generally, the College will treat consent given by
Parents as consent given on behalf of the student, and notice to Parents will act as notice given to the
student.

Parents may seek access to personal information held by the College about them or their child by
contacting the Executive Principal by telephone or in writing (details in the section above ‘Access and
correction of personal information’).

However, there may be occasions when access is denied. Such occasions may include (but are not
limited to) where the College believes the student has capacity to consent and the College is not
permitted to disclose the information to the Parent without the student’s consent, where release of
the information would have an unreasonable impact on the privacy of others, or where the release
may result in a breach of the College’s duty of care to the student.

The College may, at its discretion, on the request of a student grant that student access to information
held by the College about them, or allow a student to give or withhold consent to the use of their
personal information, independently of their Parents. This would normally be done only when the
maturity of the student and/or the student’s personal circumstances warrant it.

11. Enquiries and complaints

If you would like further information about the way the College manages the personal information it
holds or wish to complain that you believe that the College has breached the Australian Privacy
Principles or the Health Privacy Principles please contact the Executive Principal by email, post or
telephone via the College reception. The College will investigate any complaint and will notify you of
the making of a decision in relation to your complaint as soon as is practicable after it has been made.

If you are not satisfied with our response, you may complain to the Office of the Australian
Information Commissioner (OAIC) via the OAIC website, www.oaic.gov.au.
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12. Privacy Officer

The College has appointed a Privacy Officer, who:

e Maintains a register of the College’s forms that hold personal information (see the Appendix)

e Arranges for regular training of relevant College staff in handling personal information so that
privacy requirements are met.

e Audits College administrative practices at least annually to ensure all types and locations of
personal information have been identified and the privacy requirements of this policy are being
met and recommend to the Principal modifications or improvements to information handling
processes or staff training.

13. Accountabilities

Role Accountabilities

e Provide resources so that systems and facilities for holding and using personal

Principal information maintain privacy.

e Monitor complaints about privacy to ensure satisfactory resolution.

e Ensure processes are in place to provide for secure handling of personal

Registrar information, both in hard copy and computer databases, so privacy of the
information is maintained.

e Provide for information to be kept up to date, corrected where necessary, and
destroyed once it is no longer needed.

e Receive and respond to requests for access to personal information. Provide
written reasons if access is to be refused.

e Receive and resolve any complaints about privacy.

e Maintain the register of the College’s forms that hold personal information.

e Arrange for training of relevant College staff in handling personal information.

e Audit the College’s administrative practices at least annually to ensure the
privacy requirements are being met.

e Recommend to the Principal modifications or improvements to information
handling processes or staff training.

e Never access and use personal information unless it is required to do your|
Staff work.

e Maintain the privacy of personal information, including information you know
even though it isn’t written down.
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Appendix 1
Procedure for SHARING INFORMATION UNDER THE CISS AND FVISS

Applying the threshold test

Before sharing information with other Information Sharing Entities (ISE)’s the threshold test
requirements must be met.

The requirements for sharing are different depending on the purpose of the sharing, if sharing for both

Although child wellbeing and safety takes precedence over an individual’s privacy, privacy
must still be protected through careful and selective information sharing.

purposes (Child Wellbeing or Safety and/or Family Violence), you must meet the requirements of each
of the schemes.

Threshold requirements for the Child Information Sharing  Scheme:
1 The information sharing entity is requesting or disclosing confidential information about any
person for the purpose of promoting the wellbeing or safety of a child or group of children;
and

The disclosing information sharing entity reasonably believes that sharing the confidential
information may assist the receiving information sharing entity to carry out one or more of
the following activities:

e make a decision, an assessment or a plan relating to a child or group of children
e initiate or conduct an investigation relating to a child or group of children

e provide a service relating to a child or group of children

e manage any risk to a child or group of children; and

The information being disclosed or requested is not known to be ‘excluded information’
under Part.
6Aof the Child Wellbeing and Safety Act (and is not restricted from sharing by another law),
information that could:
e endanger a person’s life or result in physical injury
3 e prejudice a police investigation or interfere with the enforcement or administration
of the law; prejudice a coronial inquest; prejudice a fair trial of a person
e be legally privileged
e reveal a confidential police source
e contravene a court order
e be contrary to the public interest
e information sharing would contravene another law.
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Threshold requirements for the Family Violence Information Sharing Scheme:

The purpose of sharing is to assess family violence risk OR protect victim survivors from
family violence risk.
There are two purposes for which information can be shared between ISEs:
e Family violence assessment purpose: the purpose of establishing or assessing the
risk of a person committing family violence or being the subject of family violence.
This would include:

1 - establishing family violence risk
- assessing the risk to the victim survivor
- correctly identifying the perpetrator.

e Family violence protection purpose: once family violence risk is established, to
manage the risk to the victim survivor. This includes information sharing to support
ongoing risk assessment.

The applicable consent requirements are met.
Is the consent required when a child is at risk of family violence?

e Consentis not required from any person to share information relevant to assessing
or managing family violence risk to a child. However, you should seek the views of
the child and non-violent family members where it is safe, reasonable, and

) appropriate to do so.

e Where a child is 18 years of age or older, they are an adult and so you may need
their consent to share their information, or the information of third parties, unless
you can legally share under existing privacy laws or when there is a child at risk.

In situations where an adolescent is using family violence against an adult family member,
you may need the consent of the adult victim survivor to share their information.

The information is not excluded information.
Excluded information is information that could:
e endanger a person’s life or result in physical injury.
e prejudice a police investigation or interfere with the enforcement or administration
of the law; prejudice a coronial inquest; prejudice a fair trial of a person be legally
3 privileged.
e reveal a confidential police source.
e contravene a court order.
e be contrary to the public interest.
e information sharing would contravene another law.
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Making a request to another Information Sharing Entity

Before disclosing information under the Child Information Sharing and Family Violence
Information Sharing Scheme, it is important that information sharing entities take
reasonable care to verify the identity of the professional or service and ensure that they are
an information sharing entity.

e The ISE list is a searchable database that can be used to identity organisation and services
prescribed under the CISS and FIVSS.

o Before making a request, check to see if the organisation is a prescribed entity via the Access
the ISE list: https://iselist.www.vic.gov.au/ise/list/

e Refer to Information Sharing Entity List Uses Guide on how to navigate the database.

e ISE’s should respond to requests for information in a timely manner, including when they are
declining to provide information in response to the request.

e [fan ISE is declining a request from another ISE, they are required to provide written reasons
for doing so.

Making a request or receiving a request under the Child Information Sharing Scheme

An ISE may request information when it meets the first and third parts of the threshold. That is, the
information being requested is:

e to promote the wellbeing or safety of a child or group of children
e not excluded information under the Child Information Sharing Scheme to their knowledge.

ISE should use professional judgement to decide which organisation or service to request information
from, taking into account the following:

e the activity the requesting information sharing entity is seeking to undertake and the type of
information that may assist them

e the roles and responsibilities of other information sharing entities and the information they
are likely to hold

e the currency and relevance of the information other information sharing entities are likely to
hold.

The ISE requesting the information should provide sufficient detail to enable the responding ISE to
make a decision about whether all three parts of the threshold have been met, in order to assist them
to:

e identify relevant information to respond to the request
e form an opinion about whether the information may be disclosed under the CISS (whether
the disclosure meets the threshold).

When making a request, an ISE may disclose any confidential information that may assist the
responding ISE to:

e identify the information they hold that is relevant to the request
e form an opinion on whether the information may be disclosed under the scheme.
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If the legal requirements (or threshold) of the scheme are met, an ISE:

e may make requests for information to another ISE
o must disclose relevant information to another ISE, if requested
e may disclose information voluntarily (proactively) to other ISE’s.

ISE’s will use their expertise and exercise their professional judgement to identify:

e the range of needs and risks that impact on a child’s life to inform a decision as to whether
the threshold is met

e what and how much information to share

e who to share with to support improved service delivery and promote the wellbeing or safety
of the child or children.

Making a request or receiving a request under the Family Violence Information Sharing
Scheme

Under Part 5A of the Family Violence Protection Act 2008 (FVPA), ISEs may request or share information
with other ISEs about a person that is relevant to assessing or managing a family violence risk. The
information may relate to a victim survivor (adult or child), alleged perpetrator/perpetrator or third

party.

Only information that is relevant to assessing or managing a risk of family violence can be shared under
the Scheme. In determining what information is relevant, practitioners should use their professional
judgement and refer to the Family Violence Policy.

Where an ISE receives a request, it must share that information, either verbally or in writing, provided
that the information meets the requirements (the threshold) of the Scheme. The onus is on the ISE
sharing information to ensure that they are disclosing information about a person in accordance with
the law. There is no restriction on an ISE making a request.

If there is no existing relationship with the ISE the information is being requested from, verification
may need to take place (e.g., by sending an email with the entity’s official account).

There are two purposes for which ISEs can share information with each other under the FVPA, Part
5A:

(a) for family violence assessment purposes

e Only prescribed risk assessment entities (RSE) are entitled to make requests and
receive information for a family violence assessment purpose, which focuses on
identifying who the ‘actual’ perpetrator and victim survivor are and establishing the
level of risk the perpetrator poses to the victim survivor.

OR

(b) for family violence protection purposes

e Any prescribed ISE is permitted to request and receive information for a family
violence protection purpose. The focus at this stage is about managing the risk of the
perpetrator committing family violence or the victim survivor being subjected to
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family violence. This could include information sharing as part of ongoing risk
assessment.

Once it has been established which purpose the information is to be exchanged, ensure that:

e sufficient information is provided to the ISE to help them identify what information they hold
that might be relevant and whether they should disclose that information.

e the purpose of the information is clearly identified and why it is believed the information is
relevant.

e precedence is given to a victim survivor’s right to be safe from family violence when discussing
relevant information.

e record keeping is completed, including the name of the service that was contacted, the name
of the ISE and the information that was disclosed.

e any risk assessment or safety plan are documented, as a result of the information sharing.

e information is used only for a purpose permitted by law.

e if information request is refused, record this refusal in writing and keep this refusal on file.

Sharing information for risk assessment:

Once a reasonable belief has been established that family violence risk is present and the identity of
the perpetrator or victim survivor/s are clear (e.g., the victim survivor has identified the perpetrator),
this would enable any ISE to make referrals for specialist services or professionals to complete a
comprehensive family violence risk assessment. Some of these specialist services are prescribed as
Risk Assessment Entities (RAEs) (refer to Table 1).

ISEs can share relevant information proactively or on request with RAEs for risk assessment purposes.
That is, in order to:

e confirm whether family violence is occurring
e enable RAEs to assess the level of risk the perpetrator poses to the victim survivor
e correctly identify the perpetrator who is using family violence.

Family violence risk assessment is an ongoing process and is required at different points in time from
different service perspectives. Education and care services will have a role in working collaboratively
with other services to contribute to ongoing risk assessment and management of family violence.

Risk
Assessment

If family viclence is S:-'nfo‘rmqtmln
suspected but you are not sure, or aring Entity bety
don't know who the perpetrator is: One way information flow Entities only

You are sharing for L A
assessment with RAEs Lﬁ-‘ Share informaotion ; 9
Elm =
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Victoria State Government, 2021. Information Sharing and Family Violence Reforms Contextualised
Guidance. Melbourne, p.38.

ISEs can only share information with other ISEs that are not RAEs. Request information from
RAEs once family violence risk is established and the identity of the perpetrator and victim
survivors are known. This is to prevent sharing that might escalate risk to a child or family
member.

Sharing for risk management (protection):

Once family violence is established, ISEs can share proactively with other ISEs and request information,
including from RAEs, if they reasonably believe sharing is necessary to:

e remove, reduce, or prevent family violence risk
e understand how risk is changing over time
e inform ongoing risk assessment.

This opens a two-way flow of information that enables ISEs to form a complete picture of risk and
collaborate to support children and families experiencing family violence.

Information

Sharing Entities
{Including Risk

When you know family Information.
violence has been established (by an  Naring Entity {

RAE or you hold a reasonoble belief) ey

infarmation flow

You are sharing and requesting for ;_
9 ; g AL o
protection with ISEs EH:HE E E
A mn

Victoria State Government, 2021. Information Sharing and Family Violence Reforms Contextualised
Guidance. Melbourne, p.39.

When making a request, ensure you are speaking with someone suitably trained to use Part 5A of the
Family Violence Protection Act 2008 (FVPA).
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Table 1

Information Sharing Entities that are also Risk Assessment Entities

State-funded specialist family violence
services (including refuges, Men’s
Behaviour Change Programs, family
violence counselling and therapeutic
programs)

Risk Assessment and Management Panel
(RAMP) members (including those
services that would not otherwise be
prescribed but only when participating in
a RAMP)

State-funded sexual assault services

Information Sharing Entities

Magistrates’ Court of Victoria officials
Children's Court of Victoria officials
Corrections Victoria and Corrections-
funded services

Adult Parole Board

Youth Justice (including the Secretariat
to the Youth Parole Board) and Youth
Justice funded services

Multi-Agency Panels to Prevent Youth
Offending

Justice Health and funded services
State-funded sexually abusive behaviour
treatment services

State-funded perpetrator intervention
trials

Registered community-based child and
family services

Child Protection

Child FIRST services (excluding broader
family services)

Victims Support Agency (including
Victim Assistance Programs and Victims
of Crime Helpline)

Victoria Police

The Orange Door services.

Maternal and Child Health

Registered out of home care services
DFFH Housing

State-funded homelessness
accommodation  or  homelessness
support services providing access point,
outreach, or accommodation services
Designated mental health services
State-funded alcohol and other drug
services

Tenancy Advice and Advocacy Program
State-funded  financial  counselling
services

Commission for Children and Young
People

Disability Services Commissioner.
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Record keeping

ISEs have specific record keeping obligations under the FVISS and the CISS. ISEs can choose how they
will meet their record keeping obligations, which might include written or online case notes, specific
record keeping forms or IT solutions, and are in line with the Privacy and Data Protection Act 2014
(Vic) and, where applicable, the Australia Privacy Principles obligations.

When an ISE receives a request to share information they must record:

e the ISE that requested the information

e the date of the request

e the information that was requested

o if refusing a request, the request, and the reason why it was refused.

When an ISE shares information (either proactively or on request) they should:

e know and record what scheme they are sharing under (FVISS, CISS or both)

e know and record whom information is being shared about

e record how the threshold for sharing was met.

o relevantrisk assessments or safety plans that have been prepared for a person at risk of family
violence.

Documentation is also required if sharing about:

e adult victim survivors of family violence or third parties under FVISS (where a child is at risk)

e achild’s parent under CISS

e child victim survivors of family violence

e any child in order to promote their wellbeing or safety.

o whether their views were sought about sharing their information

e if their views were not sought, record the reason why

o if they were informed that their information was shared

e whether information was shared with consent and whether the consent was written, verbal
or implied

e if the information was shared without consent, record the reason why

e if the information was shared without consent, record if the person was informed that their
information was shared without consent

Handling information sharing and risk assessment complaints under the CISS
and FVISS.

Types of complaints

ISEs may receive complaints from:

1. Individuals in relation to privacy breaches, for example the ISE has:

e misidentified an adult victim survivor as a perpetrator and shared information about
them without consent
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e shared information that is not relevant to the purpose for which it was shared.
2. Individuals in relation to any other conduct under the Schemes, for example the ISE has:

e not sought the views of a child and/or relevant family member and the complainant
believes it was reasonable, safe, and appropriate to do so

e in the view of the complainant, failed to foster positive relationships between a child
and significant people in the child’s life, in the way they applied the Schemes.

3. Other ISEs in relation to how the ISE is sharing information under the Schemes. For example,
an ISE may make a complaint about:

e another ISE refusing to share relevant information that should be shared
e the timeliness of responses.

Complaints record keeping

The following information must be recorded if a complaint is received under the Schemes:

e date the complaint was made and received

e nature of the complaint

e action taken to resolve the complaint

e action taken to lessen or prevent the issue from recurring

e time taken to resolve the complaint

e if the complaint was not resolved, further action that was taken.

Note: accepted standard practice is that a response should be provided within 30 days of receiving the

complaint. All complaints must be handling according to the Privacy and Data Protection Act 2014 (Vic)
and, where applicable, the Australia Privacy Principles
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