St John's Community Care Ltd

Privacy Grievance

Procedure

1) An individual may make a complaint alleging a breach of an individual's Privacy or a refusal by St John’s community Care Ltd to provide access to Personal Information.
2) The Complaint may be made to St John’s Community Care Ltd or the Privacy Commissioner.

3) Complaints to the Privacy Commissioner will, in most circumstances, be referred to St John’s Community Care Ltd to enable the organisation to attempt to first resolve the complaint.

4) When St John’s Community Care Ltd receives a complaint the organisation will acknowledge receipt to the individual (and, if the complaint has been referred by the Commission, to the Privacy Commissioner) within 7 days of receipt.

5) St John’s Community Care Ltd will ensure it has sufficient detail to understand and investigate the complaint and if necessary the organisation will ask the individual to provide further explanation or material.

6) Within 14 days of receiving material sufficient to understand and investigate the complaint the organisation will inform the individual that the complaint is being investigated and the organisation will contact the individual again within 14 days.

7) During that time St John’s Community Care Ltd will prepare an Investigation Report (due the nature of the material the report will be kept confidential and accessed only in accordance with our Privacy Policy and the Privacy Act 1988 [as amended]).
8) Once the Report is prepared the individual will be invited to discuss the complaint with organisational delegates with a view to resolution of the complaint.

9) The individual will have access to the contents of the Report in accordance with the organisation’s Privacy policy and the Privacy Act 1988 (as amended).

10) If St John’s Community Care Ltd is able to resolve the matter, the terms of the resolution should be recorded in writing, signed as agreed by the individual and St John’s Community Care Ltd and, if required, provided to the Privacy Commissioner.

11) When​:
i) St John’s Community Care Ltd., or the individual, decline to participate in a meeting, or

ii) Resolution as a whole or in part is not achieved at the meeting
Either St John’s Community Care Ltd, or the individual may propose a mediation of the dispute conducted by a mediator agreed between the 
Parties or, in the event that there is no agreement as nominated by the Privacy Commissioner.

12) When​:
i) St John’s community Care Ltd., or the individual, decline to participate in a mediation, or

ii) Resolution as a whole or in part is not achieved at the mediation; the matter can then be referred to the Privacy Commissioner for assistance.
13) To assist the Privacy Commissioner the organisation will provide:

i) The Report provided we are satisfied that to do so will not breach our obligations under the Privacy Act 1988 (as amended) and

ii) Details of matters which remain in dispute and

iii) A further report detailing the steps taken to resolve the complaint prior to Privacy Commissioner's involvement.

