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Description automatically generated]PRIVACY, DIGNITY AND
CONFIDENTIALITY POLICY

Purpose 

The purpose of this policy is to establish standards of privacy, dignity and confidentiality in Agile Support Services’ (Agile’s) dealings with clients, contractors, suppliers and employees. 

This policy details the circumstances in which Agile may collect personal information about an individual and how that information may be used. It applies to all of Agile’s programs and activities. 

[bookmark: d0e36][bookmark: d0e35][bookmark: d0e34][bookmark: d0e32]In this policy, personal information is defined as any information or opinion, whether true or not, about an individual whose identity is apparent or can reasonably be ascertained, from the information or opinion.

[bookmark: d0e45][bookmark: d0e44][bookmark: d0e43][bookmark: d0e41]This policy does not apply to the collection, holding, use or disclosure of personal information that is an employee record.

Policy 

Agile is committed to protecting your privacy. Agile understands how important it is to protect an individual’s personal information. This document sets out Agile’s privacy policy commitment in respect of any personal information Agile holds about individuals and what Agile does with that information.
 
Agile acknowledges that any personal information it collects about you will only be used for the purposes for which it was collected or as allowed under the law. It is important to Agile that individuals are confident that any personal information Agile holds about them will be treated in a way which ensures protection of the individual’s personal information. 

Agile’s commitment in respect of personal information is to abide by the Australian Privacy Principles for the protection of personal information, as set out in the Privacy Act and any other relevant law. 

To ensure that Agile meets its commitment to ensuring that all clients of Agile have the same level of privacy, dignity and confidentiality as is expected by the rest of the community, Agile will:

1. only collect information about the client that can be shown to be directly relevant to effective service delivery and Agile’s duty of care responsibilities; 

2. seek written consent of the client or family prior to obtaining information from any other source;
 
3. seek written consent of the client or family prior to releasing information to any other source; 

4. ensure that personal information is stored securely and is not left on view to unauthorised employees or the general public; 

5. ensure that only those employees who need access to the information will be granted access;
 
6. advise the client and family of the nature of the personal information that is held by Agile about the client; 

7. advise the client and family of their right to view the information that Agile keeps in respect of the client; 

8. ensure that personal information about a client is only held by Agile as long as it is remains relevant to the delivery of effective services and Agile’s duty of care obligations; and 
 
9. promptly investigate, remedy and document any grievances regarding privacy, dignity or confidentiality.


To ensure that Agile is actively implementing strategies to effectively manage client’s privacy, dignity and confidentiality, Agile is committed to the following procedures:

1. Ensuring all clients and their families have been provided with a copy of Agile’s Policy on Privacy, Dignity and Confidentiality; 

2. Ensuring all employees have been provided with a copy of Agile’s Policy on Privacy, Dignity and Confidentiality; 

3. Outlining to clients and families why the information sought is required by Agile; 

4. Completing Authority to Release Information forms with clients or families prior to information being collected from other sources; 

5. Maintaining a Client Management System (CMS) that houses all personal information pertaining to an individual client; 

6. Storing client files in lockable filing cabinets in a non-public place and ensuring files are returned to their correct location as soon as they are no longer required; 

7. Ensuring client names or other identifying information is not displayed on whiteboards or notice boards that may be open to view by other clients or the general public; 

8. Obtaining the written permission of the client or family prior to any photographic, video or other identifying images are taken or provided to outside sources; 

9. Undertaking regular review of client files to ensure that personal information that is no longer relevant, and unlikely to be relevant in the future, is removed from files and destroyed securely; and 

10. Ensuring any grievances in regards to privacy, dignity and confidentiality have been addressed in accordance with the principles outlined in this policy.
 
Why Does Agile Need My Personal Information? 

[bookmark: d0e146][bookmark: d0e145][bookmark: d0e144][bookmark: d0e142][bookmark: _Hlk22639822]Agile will collect personal information if it is reasonably necessary for one or more of its functions or activities.
[bookmark: d0e148]The main purposes for which Agile may collect, hold, use and disclose personal information may include but are not limited to:
(a) [bookmark: d0e151][bookmark: d0e150]recruitment functions;
(b) [bookmark: d0e153]client service delivery;
(c) [bookmark: d0e155]training and events;
(d) [bookmark: d0e157]surveys and general research; and
(e) [bookmark: d0e159]business relationship management.

Agile may also collect personal information for the purposes of direct marketing and managing its relationship with an individual.

What Happens if I Do Not Provide the Information Requested? 
 
It is an individual’s choice whether or not to provide their personal information. However, Agile may be unable to fulfil a service request if the relevant and necessary personal information is not provided. 


Will Personal Information be Used for Direct Marketing? 

Agile will not provide an individual’s personal information to any outside direct marketing companies. Agile may, from time to time, contact individuals via direct marketing to keep them informed about matters of interest, including; changes to Agile’s organisation, new or updated service offerings or any other product information relevant to an individual. 

Individuals will be provided the opportunity to opt out of receiving direct marketing information from Agile at any time and may do so in writing or by telephoning Agile on 0405 150 737. 

How Does Agile Collect Personal Information? 

Where reasonable and practical Agile will collect personal information directly from the individual, usually by means of a standard form, via email or other written means, or by recording information provided by an individual via telephone calls and during meetings or interviews. 

[bookmark: d0e110][bookmark: d0e109]Should Agile require an individual’s personal information from an external source, prior written consent will be obtained from the client or their family before Agile requests another party to provide any personal information. 

[bookmark: d0e114]Agile may also obtain personal information through publicly available information sources (which may include telephone directories, the internet and social media sites). When Agile collects personal information about you through publicly available information sources, it will manage such information according to the Australian Privacy Principles.

How Does Agile Update Personal Information? 

Agile realises that an individual’s personal information may change frequently. It is important to Agile that the personal information Agile holds is accurate and up to date. Agile will generally rely on an individual to ensure the information it holds is accurate or complete. However, during the course of Agile’s relationship with an individual, Agile may request individuals to review their personal information and notify Agile of any changes or amendments. In most instances, an individual can alter their personal details via phone or email. 

How Do I Access My Personal Information? 

Under the Privacy Act, individuals have the right to access the personal information Agile holds about them, with some exceptions. An individual may request access to any of the personal information Agile holds about them at any time. 

Depending on the type of request, Agile may respond to your request immediately. Otherwise Agile will respond within seven (7) days of receiving a request. Agile may need to contact other entities to properly investigate a request. 

How Long Will Agile Keep Personal Information? 

Agile may be legally required to maintain some of your records for a significant period of time. However, once Agile believes information is no longer required, Agile may remove identifying details or destroy the records entirely.  



How Does Agile Protect Personal Information? 

Agile take a range of measures and reasonable steps to protect an individual’s personal information. Whether personal information is gathered through face-to-face meetings or by interacting with Agile via phone, mail, internet or other methods, Agile takes steps to store personal information securely. Agile holds personal information in a combination of secure computer storage facilities, paper-based files and other formats. 

An individual’s personal information will always be stored in a secure environment. Agile may store an individual’s personal information in paper and electronic form. Agile may use cloud storage to store the personal information Agile holds about an individual. The cloud storage and the IT servers may be located outside Australia, but appropriate security measures will be adhered to. Information can only be accessed by Agile employees on a need to know basis. Agile will also take reasonable steps to protect any personal information from misuse, loss and unauthorised access, modification or disclosure. 

Who Does Agile Share Personal Information With? 

[bookmark: d0e179][bookmark: d0e178][bookmark: d0e177][bookmark: d0e175][bookmark: d0e181]Agile may disclose your personal information for any of the purposes for which it is was collected, or where it is under a legal duty to do so. Disclosure will usually be internally and to related entities or third parties such as service providers.

Agile will not discloses personal information about you to a third party without written consent from the individual or their family or carer. 

How Can You Contact Agile About Privacy, Dignity and Confidentiality Issues? 

[bookmark: _Hlk516775761]An individual may request further information about the way Agile manages their personal information by contacting Agile in the following ways: 

By telephone:  	0405 150 737
In writing: 	Agile Managing Director  
17 Bellbird Street, Calala, NSW 2340

You can contact Agile if you would like to: 

· obtain information about anything contained in this policy, or to request a copy of this policy;
· update or correct your personal information;
· opt out of receiving direct marketing material;
· ask about accessing or correcting the personal information Agile holds about you; or 
· make a privacy related complaint. 

What Should I Do if I Have a Complaint? 
Individuals who are dissatisfied with how Agile have dealt with personal information, or who have a complaint about Agile’s compliance with the Privacy Act or Australian Privacy Principles may contact Agile’s Managing Director on 0405 150 737. 

Complaints will be dealt with by Agile Support Services’ complaints procedure, and Agile will respond within a reasonable period. 

If an individual is dissatisfied with the response of Agile’s Managing Director, they may make a complaint or request assistance from the Privacy Commissioner who can be contacted via the Office of the Australian Information: 
Telephone:  1300 363 992, Website:  www.oaic.gov.au or Email:   enquiries@oaic.gov.au

Relevant Legislation and Rules 

Australian Privacy Principles (Cth)
Disability Services Act 1993 (NSW)
Disability Services & Inclusion Act 2023 (Cth)
[bookmark: _Hlk521263616]Disability Services Standards 1993 (NSW)
[bookmark: _Hlk524028824]Freedom of Information Act 1982
Health Records and Information Privacy Act 2002 (NSW)
[bookmark: _Hlk521263330]National Disability Insurance Scheme Act 2013 and NDIS Rules (Cth)
[bookmark: _Hlk523914241]National Standards for Disability Services 2013
Privacy Act 1988 (Cth)
Privacy and Personal Information Protection Act 1998 (NSW)
Protected Disclosures Act 1994 (NSW)

Key Related Documents 

Agile Anti-Discrimination and Harassment Policy
Agile Duty of Care and Dignity of Risk Policy
Agile Employee Code of Conduct 
Agile Feedback and Complaints Policy & Form
Agile Quality Management Policy
Agile Service Delivery Policy 

Review of this Policy

This policy will be reviewed on a two yearly basis. However, if at any time the legislative, policy or funding environment is so altered that the policy is no longer appropriate in its current form, the policy shall be reviewed immediately and amended accordingly.

Policy Information 

Date Created: 1 July 2018 
Version: 1.3
Commencement Date of this Version: 7 March 2025 
Date for review: 7 March 2027 or as required 
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