








(f) How we Collect Information

Where possible, we collect your personal and sensitive information directly from you. We collect
information via telephone and in-person interviews, appointments, forms and questionnaires.

If you feel that the information that we are requesting, either on our forms or in our discussions
with you, is not information that you wish to provide, please feel free to raise this with us.

In some situations we may also obtain personal information about you from a third party source.
If we collect information about you in this way, we will take reasonable steps to contact you and
ensure that you are aware of the purpose for which we are collecting your personal information
and the organisations to which we may disclose your information, subject to any exceptions
under the Act. For example, we may collect information about you from a health care
professional, such as your doctor.

(g) Health Information

As part of administering our program, Capricorn Citizen Advocacy may collect health
information. For example, Capricorn Citizen Advocacy collects health information (such as
medical history) from some protégés. When collecting such health information from you,
Capricorn Citizen Advocacy will obtain your consent to such coilection and explain how this
information will be used and disclosed.

If health information is collected from a third party (such as your doctor), Capricorn Citizen
Advocacy will inform you that this information has been coliected and will explain how this
information will be used and disclosed.

Capricorn Citizen Advocacy will not use health information beyond the consent provided by you,
unfess your further consent is obtained or in accordance with one of the exceptions under the
Privacy Act 1988 or in compliance with another law.

(h) Use and Disclosure of Personal information

We only use personal information for the purposes for which it was given to us, or for purposes
which are related to one of our functions or activities.

For the purposes referred to in this Privacy Policy (discussed above under ‘Collection of
Personal and Sensitive Information’), we may also disclose your personal information to other
external organisations including:

Government departments who provide funding for Capricorn Citizen Advocacy services;
Doctors and health care professionals,

Regulatory bodies,

Referees and former employers of Capricorn Citizen Advocacy employees and
volunteers, and candidates for our employee and volunteer positions; and

+ Our professional advisors, including our accountants, auditors and lawyers.

Except as set out above, Capricorn Citizen Advocacy will not disclose and individual's personal
information to a third party unless one of the following applies:






(d) Access to and Correction of Personal Information

If an individual requests access to the personal information we hold about them, or requests that
we change that personal information, we will allow access or make the changes unless we
consider that there is sound reason under the Privacy Act 1988 or other relevant law to withhold
the information, or not make the changes.

Requests for access and/or correction should be made to the Coordinator {Privacy Officer; details
of which are set out below). For security reasons, you will be required to put your request in writing
and provide proof of your identity. This is necessary to ensure that personal information is
provided only to the correct individuals and that the privacy of others is not undermined.

In the first instance, Capricorn Citizen Advocacy will generally provide a summary of the
information held about the individual. It will be assumed (unless told otherwise) that the request
relates to current records. These current records will include personal information which is
included in Capricorn Citizen Advocacy databases and paper files, and which may be used on a
day to day basis.

We will provide access by allowing you to inspect, take notes cor print outs of personal information
that we hold about you. [f personal information (for example, your name and address details) is
duplicated across different databases, Capricorn Citizen Advocacy will generally provide one
printout of this information, rather than multiple printouts.

We will take all reasonable steps to provide access or the information requested within 14 days of
your request. In situations where the request is complicated or requires access to a large volume
of information, we wili take all reasonable steps to provide access to the information requested
within 30 days.

Capricorn Citizen Advocacy may charge you reasonable fees to reimburse us for the cost we incur
relating to your request for access to information, inciuding in relation to photocopying and delivery
costs of information stored off site. For current fees, please contact the Privacy Officer.

If an individual is able to establish that personal information Capricorn Citizen Advocacy holds
about her/him is not accurate, complete or up to date, Capricorn Citizen Advocacy will take
reasonable steps to correct our records.

(e) Denial of Access

Access will be denied if:

*» Therequest does not relate to the personal information of the person making the request;
Providing access would pose a serious threat to the life, health or safety of a person or to
public heaith or public safety;

Providing access would create an unreasonable impact on the privacy of others;

The request is frivolous and vexatious;

The request relates to existing or anticipated legal proceedings;

Providing access would prejudice negotiations with the individual making the request;
Access would be uniawful;

Denial of access is authorised or required by law;

Access would prejudice law enforcement activities;
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* Access would prejudice an action in relation to suspected unlawful activity, or misconduct of
a serious nature relating to the function or activities of Capricorn Citizen Advocacy;

* Access discloses a ‘commercially sensitive’ decision making process or information; or

» Any other reason that is provided for in the APP's or in the Privacy Act 1988.

If we deny access to information we will set out our reasons for denying access. Where there is a
dispute about your right of access to information or forms of access, this will be dealt with in
accordance with the complaints procedure set out below.

6. Privacy Complaints Procedure

If you have provided us with personal and sensitive information, or we have collected and hold your
personal and sensitive information, you have a right to make a complaint and have it investigated
and dealt with under this complaints procedure.

If you have a complaint about Capricorn Citizen Advocacy’s privacy practices or our handling of
your personal and sensitive information, please contact our Coordinator (Privacy Officer; details of
which are set out below)

A privacy complaint relates to any concern that you may have regarding Capricorn Citizen
Advocacy's privacy practices or our handling of your personal and sensitive information. This
could include matters such as how your information is collected or stored, how your information is
used or disclosed, or how access is provided to your personal and sensitive information.

The goal of this policy is to achieve an effective resolution of your complaint within a reasonable
timeframe, usually 30 days or as soon as practicable. However, in some cases, particularly if the
matter is complex, the resolution may take longer.

Once the complaint has been made, we will try to resolve the matter in a number of ways such as:

* Request for further information: We may request further information from you. You should
be prepared to provide us with as much information as possible, including details of any
relevant dates and documentation. This will enable us to investigate the complaint and
determine an appropriate solution. All details provided will be kept confidential.

» Discuss options; We will discuss options for resolution with you and if you have suggestions
about how the matter might be resolved you should raise these with our Privacy Officer,

» Investigation: Where necessary, the complaint will be investigated. We will try to do so
within a reasonable time frame. it may be necessary to contact others in order to proceed
with the investigation. This may be necessary in order to progress your complaint.

» Conduct of our employees: If your complaint involves the conduct of our employees we will
raise the matter with the employee concerned and seek their comment and input in the
resolution of the complaint.

« The complaint is substantiated: If your complaint is found to be substantiated, you will be
informed of this finding. We will then take appropriate agreed steps to resolve the
complaint, address your concerns and prevent the problem from recurring.












