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Privacy Complaints Procedure
Responsible Officer: Privacy Officer
Approved By: CEO
Review Date: [Date]
1. Purpose
This Procedure establishes a clear and fair process for receiving, assessing, managing and responding to privacy complaints.
2. Scope
This Procedure applies to complaints by individuals about the Shire’s handling of personal information, including collection, use, disclosure, storage, access, correction, public register issues and information breach concerns.
3. Guiding principles
The Shire will manage privacy complaints in a manner that is:
a.	accessible;
b.	respectful;
c.	timely;
d.	procedurally fair;
e.	appropriately documented; and
f.	directed toward resolution and improvement.
4. How a complaint may be made
A privacy complaint may be made:
a.	in writing;
b.	by email;
c.	on a Shire complaint form;
d.	verbally where necessary, with the complaint then recorded by staff; or
e.	by another accessible method required by the person’s circumstances.
The complaint should include, where possible:
· name and contact details of the complainant; 
· a description of the concern; 
· relevant dates; 
· the information or incident involved; 
· any steps already taken; and 
· the outcome sought. 
5. Receipt and acknowledgement
1. All privacy complaints must be forwarded to the Privacy Officer as soon as practicable. 
2. The Shire should acknowledge receipt within 5 business days. 
3. The acknowledgement should: 
· confirm the complaint has been received; 
· explain the assessment process; 
· request further information if required; and 
· provide a contact officer. 
6. Preliminary assessment
The Privacy Officer will assess:
a.	whether the complaint is a privacy complaint;
b.	whether urgent containment or risk reduction is needed;
c.	whether the matter also involves a service complaint, conduct issue, FOI issue, HR issue or cyber incident;
d.	whether another statutory pathway is more appropriate in whole or in part; and
e.	whether the complaint should be investigated internally.
7. Immediate action where required
If the complaint suggests an active privacy risk or breach, the Privacy Officer must consider:
a.	immediate containment;
b.	access restriction;
c.	preservation of evidence;
d.	referral to ICT or management; and
e.	whether the Information Breach Response Policy should be activated.
8. Investigation
The Privacy Officer may:
a.	obtain relevant records;
b.	speak with relevant officers;
c.	review applicable forms, notices, policies and systems;
d.	seek legal or governance advice where required; and
e.	attempt informal resolution where appropriate.
9. Timeframe
The Shire should aim to provide a substantive written response within 30 calendar days of receipt of the complaint, or sooner where practicable.
If more time is needed, the complainant should be advised of:
a.	the reason for delay;
b.	the expected revised timeframe; and
c.	any interim action taken.
10. Outcome
Following assessment or investigation, the Shire may:
a.	explain why no privacy interference is established;
b.	apologise;
c.	correct records;
d.	change a process or practice;
e.	improve a form or collection notice;
f.	provide additional staff guidance or training;
g.	take disciplinary or management action where appropriate; or
h.	take other remedial action.
11. Response to complainant
The Shire’s written outcome should include:
a.	a summary of the complaint;
b.	the steps taken;
c.	the outcome reached;
d.	any action the Shire has taken or will take; and
e.	advice that the complainant may be able to complain to the Information Commissioner if dissatisfied, subject to the requirements of the PRIS framework.
12. Recordkeeping
All privacy complaints must be recorded in the Privacy Complaint Register, including:
· complaint number; 
· date received; 
· complainant name; 
· summary; 
· area involved; 
· risk rating; 
· outcome; and 
· improvement actions. 
13. Reporting
The Privacy Officer should provide de-identified periodic reporting to the CEO and executive on:
a.	number and nature of privacy complaints;
b.	trends and recurring issues;
c.	overdue matters; and
d.	recommended system improvements.
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