
 
 
 
 

 
 

  

      

Client Privacy Policy 
      

The contents of this document are confidential and are intended for the internal use 

of recipients only and may not be distributed externally or reproduced for external 

distribution in any form. 

 



Mosaic Support Services   Client Privacy Policy 
 
 

 Approved date 3 July 2019  P a g e  | 1 
 

Document Control  
 

 

Title of document Client Privacy Policy 

Version 2.1 

Category of document Policy 

Applicable to All employees 

Approval Authority Chief Executive Officer 

Document Owner General Manager Quality and Growth 

Date Approved 3 July 2019 

Next scheduled review date 3 July 2020 

 

1. Purpose  
 
The purpose of this document is to ensure that personal information is collected and handled in a 

manner consistent with relevant federal and state privacy legislation.   

2. Scope  
 
This policy covers all clients of Mosaic Support Services. 

3. Policy 
 
Collection of information 
 
Mosaic will ensure that any information collected is relevant to the needs of service provision for the 
individual.  Mosaic will always endeavour to obtain personal information directly from the individual 
concerned and/or their guardian/family.   
 
In collecting personal information Mosaic will take all reasonable practical steps to ensure the 
individual and/or their guardian/family is aware:  
 

• Why the information is being collected; 

• What the information is being used for;  

• How the information will be stored and where; 

• Who has access to the information and why; 

• How the individual and/or their guardian/family can access the information held; and  

• Any other legal requirements governing the collection and handling of personal information. 
 
Examples of personal information Mosaic may collect include (but is not limited to): 
 

• Name and contact details; 

• Date of birth, gender and age; 
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• Details about participants’ intellectual and/or physical disability, relevant to providing service 
or support; 

• medical conditions; 

• details of guardian/family members and relevant support networks, including their name, 
contact details and address; 

• details about participants’ support requirements and interests; 

• bank account details; 

• NDIS Plans; and  

• Centrelink Customer Reference Number (CRN). 
 
Mosaic may at times collect personal information from a third party, provided that prior consent has 
been provided or it would be a reasonable expectation for Mosaic to collect the information in order 
to provide agreed supports. An example of this collection of information is obtaining information from 
another service provider with whom you receive services to exchange relevant information regarding 
the supports provided.  
 
Quality  
 
Mosaic will take all reasonable and practical steps to ensure that the personal information it uses is 
accurate, complete and up to date. 
 
Mosaic will ensure that individuals and/or their legal guardian/family are aware of the importance of 
providing updated information when changes occur.  
 
If a client becomes aware that any personal information Mosaic holds about them is inaccurate, 
incomplete or outdated, all reasonable steps should be taken to update the information.  
 
Security 
 
Mosaic will take all reasonable practical steps to protect all personal information in its possession and 
ensure the integrity of the information. 
 
All personal information will be safeguarded by using all available means, including both hard copy 
and electronically held information.  
 
In the case of a data breach, Mosaic will ensure that where required, breaches are reported to the 
relevant authority. 
 
Personal information that is no longer required by Mosaic, or required to be held by law, will be 
destroyed by secure means, or modified so that data cannot be traced back to individuals.  
 
Access to information 
 
Only employees with express permission to access client’s personal information, for the purpose of 
meeting their job requirements, will do so. 
 
An individual (or duly authorised person) whom Mosaic holds personal information, may apply in 
writing, to gain access to that information, by completing the appropriate access form and addressing 
it to the relevant manager. Requests for information should be sent by post to our current mailing 
address or by email to feedback@mosaictas.org.au with ‘Request for information’ in the subject line. 
 

mailto:feedback@mosaictas.org.au
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Mosaic will take all reasonably practicable steps to confirm the identity of the person making the 
request. 
 
Any third-party information held on an individual’s file can be released to that individual (or duly 
authorised person) only after the third party has given the appropriate approval. For example, another 
service provider that provides supports to the individual may provide information to Mosaic in the 
course of providing services, also referred to as an exchange of information. 
 
Mosaic reserves the right to deny access to personal information if providing access may: 

• Pose a possible threat to life, safety or health; 

• Cause an unreasonable impact on the privacy of others; 

• Be in response to a frivolous or vexatious request; 

• Relate to existing or anticipated legal proceedings which could be prejudiced as a result or 
providing the information; 

• In any way unlawful; 

• In any way prejudice law enforcement, legal process or security; or 

• Prejudice the prevention, detection or investigation of improper conduct, either within or 
external to Mosaic operations. 

 
Use of information 
 
Mosaic will only use or disclose personal information for the purpose(s) originally explained when the 
information was collected, and for any related purpose that would reasonably be expected by both 
the individual and/or their guardian/family concerned and Mosaic.  Disclosure of personal information 
will only occur with the written consent of the client and/or their guardian. 
 
Disclosure of personal information to a third party will not occur, with the exception of one of the 
following circumstances applying:  

• the individual has consented;  

• the individual would reasonably expect, or has been told, that information of that kind is 
usually passed to those individuals, bodies or agencies;  

• it is required or authorised by law;  

• it will prevent or lessen a serious and imminent threat to somebody's life or health; or   

• it is reasonably necessary for the enforcement of the law.  
 
Identifying information 
 
Mosaic will not use an identifier assigned to an individual by a Government Agency as its own 
identifier, nor will it use or disclose such an identifier to a third party without the individuals consent, 
unless: 

• Disclosure is necessary for Mosaic to fulfil its contracted and/or legal obligations to the 
Government agency; 

• It is reasonably necessary to verify the identity of the individual; 

• It is required for health or other emergency reasons; 

• It is required to investigate suspected fraud or unlawful activity; 

• It is required or authorised by law; or  

• It is required for law enforcement.  
 
This includes client identifiers under state and federal government contracts, including those linked 
to National Disability Insurance Scheme (NDIS) funding.   
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Sensitive Information 
 
Mosaic will not without the consent of the individual and/or their guardian/family (duly authorised 
person) collect information concerning that individual’s racial or ethnic origins, political opinions, 
membership of a political, professional or trade association or trade union; philosophical or religious 
beliefs or affiliations; sexual preferences or practices or health information unless: 

• It is required by law; 

• It is required for health or other emergency reasons; 

• It is not possible or practical to gain the individual’s consent; or  

• The collection is necessary in relation to a legal or equitable claim. 
 
Complaints 
 
Complaints about any the management of information collected and maintained by Mosaic, should 
be directed in writing to the General Manager Client Partnerships and Operations. 
 
Alternatively, a privacy complaint may be made by email to feedback@mosaictas.org.au with 
‘Confidential – Feedback’ in the subject line or by post to our current mailing address. 
 
Mosaic will acknowledge feedback and complaints in writing within 48 hours of receipt of that 
feedback/complaint with a timeframe for resolution (a two weeks resolution period is targeted for all 
complaints from the date of receipt). Timing consideration should be given to any response required 
to be sent via post. 
 
Initial concerns about privacy should be directed at Mosaic for resolution. Where the desired outcome 
is not achieved, or a position agreed, Mosaic may seek external guidance or mediation, and reserves 
the right to report to relevant authorities.  Should a client wish to escalate a complaints, escalation 
can be made to the NDIS Commission on 1800 035 544 or www.ndiscommission.gov.au, or to the 
Office of the Australian Information Commission (OAIC) on 1300 363 992 or www.oaic.gov.au.  

4. Supporting Legislation 
 
Privacy Act 1988, including the National Privacy Principles (schedule 1) 
Health Records (Privacy and Access) Act 1997  
Human Rights Act 2004  
Freedom of Information Act 1989  
Territory Records Act 2002 (public records)  
Spent Convictions Act 2000  
Listening Devices Act 1992 

5. Definitions  
 
Personal information is information or an opinion (including information or an opinion forming part 
of a database), whether true or not, and whether recorded in a material form or not, about an 
individual whose identity is apparent, or can reasonably be ascertained, from the information or 
opinion. 
 
A Record refers to a document, a database (however kept), a photograph, or other pictorial 
representation of a person.  It does not include a generally available publication or anything kept in a 

mailto:feedback@mosaictas.org.au
http://www.ndiscommission.gov.au/
http://www.oaic.gov.au/
http://www.austlii.edu.au/au/legis/cth/consol_act/pa1988108/
http://www.austlii.edu.au/au/legis/act/consol_act/hraaa1997291/
http://www.austlii.edu.au/au/legis/act/consol_act/hra2004148
http://www.austlii.edu.au/au/legis/act/consol_act/foia1989222/
http://www.austlii.edu.au/au/legis/act/consol_act/tra2002235/
http://www.austlii.edu.au/au/legis/act/consol_act/sca2000222/
http://www.austlii.edu.au/au/legis/act/consol_act/lda1992181/
http://www.austlii.edu.au/au/legis/cth/consol_act/pa1988108/s6.html#generally_available_publication
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library, art gallery or museum for the purposes of reference, study or exhibition or Commonwealth 
records as defined by subsection 3(1) of the Archives Act 1983. 
 
Third Party refers to an individual, organisation and/or service provider who does not have a direct 
connection with a contract or agreement but who might be affected by it. 

6. Responsibilities  
 
All Mosaic staff, volunteers and contractors are responsible for ensuring that they collect and handle 
personal information in accordance with this policy. 
 

 

http://www.austlii.edu.au/au/legis/cth/consol_act/pa1988108/s6.html#record

