DPCD Privacy Complaint Procedure and Form
Introduction
Department of Planning and Community Development (DPCD) will be efficient and fair when responding to information privacy complaints under the Victorian Information Privacy Act 2000 (IP Act) and the Health Records Act 2001 (HR Act). 
The first part of this document, Complaint Procedure, sets out how DPCD will deal with complaints about the handling of personal information.

The second part of this document. Complaint Form provides a complaint form to assist in the making of a complaint.
Contact us for a copy of DPCD’s Information Privacy Policy or click on this link:  Privacy Policy (Word 142 kb). 

Complaint Procedure
Who can complain

A person who believes their personal information has not been handled according to the IP Act or HR Act can make a complaint. If this person is unable to make their own complaint, an authorised representative can make a complaint but must show written proof of authorisation.

Assistance

We will try to provide you with interpreter services and/or appropriate support to make a complaint if required. 
Who can you complain about 
A complaint can be made about DPCD, its agencies and contractors.
To whom do you complain
Make your complaint to:

· The manager of the specific area of DPCD that you have been dealing with; or 

·  DPCD’s Privacy Officer. 

DPCD Privacy Officer

Department of Planning and Community Development 

Level 12, 1 Spring Street, Melbourne VIC 3000

Tel: 9208 3169
How the complaint will be handled
The Complaint will be handled according to principles contained in:-

· Good Practice Guide: Ombudsman Victoria’s guide to complaint handling for Victorian Public Sector Agencies (2007);

· Victorian Charter of Human Rights and Responsibilities 2006; and
· Victorian Information Privacy Act 2000 (IP Act) and the Health Records Act 2001 (HR Act)

These principles include:-

1. The complaint will be dealt with in an efficient, fair and timely manner, and all parties involved in the complaint should be given the opportunity to respond to any issues raised.

2. All personal information collected in connection with a complaint will be handled in accordance with applicable privacy laws. 
3. If the complainant does not wish to be identified to those directly concerned in the complaint, this may compromise our ability to investigate the complaint. In these circumstances, we will endeavour to deal with the complaint anonymously but may have to decline the complaint if it means that parties are not given the opportunity to respond to any issues raised.
4. Complainants will have the opportunity to have their complaint dealt with by an officer not previously involved in the matter.
5. Conflicts of interest will be disclosed and acted upon.
6. If it is decided that the complaint can be substantiated and has merit, we will try to conciliate the complaint and provide an appropriate outcome.
7. All parties will be provided with clear reasons as to why any decisions have been made or actions taken.
8. If the complaint is not resolved to your satisfaction or if you are not satisfied with how it has been handled, you may complain to Privacy Victoria, Office of the Health Services Commissioner or Ombudsman Victoria.
Complaint Form

· Use of this form is optional.

· If more space is required, please attach additional pages

Collection Notice

We will only use the information you provide on this form to investigate and resolve your privacy complaint against Department of Planning and Community Development. We will usually disclose the information you give us to those areas within the department that may have information relevant to your complaint so that it can be managed fairly. In case of a challenge to a decision by this office, we may need to disclose information to the Victorian Privacy Commissioner, Victorian Health Services Commissioner, a court or review body. De-identified complaint information is used in our business improvement processes.

Your details

Title:

Given Name:

Surname:

Address:

Postcode:

Contact telephone number:

Email address (optional):

	You may make a complaint on behalf of someone else where the person who believes their privacy has been breached cannot make the complaint themselves. Fill out this box if you are complaining on behalf of someone else.
Name of that person:

Address of that person (if different from yours):

What is your relationship to that person?

Please provide proof of your authorisation-e.g. a written authorisation by the individual wishing to make the complaint. Please submit the proof with this form.


Which unit of DPCD/ DPCD agency/ contracted service provider are you making a privacy complaint about?
What involvement have you had with this body?

How do you believe that your privacy has been breached?

Please give a brief description of the events that you believe caused an interference with your privacy. We need to know what happened, where it happened and who did it. Please give us all of the dates and other details that you can remember. 
Is there any other information that you think is relevant to your complaint?

How have the events of this complaint affected you?

What outcome are you seeking from this complaint? (such as apology, change of policy, investigation, other)

Documents

Please give us copies (not the originals) of any documents that may help us to investigate your complaint (for example, any correspondence or records of conversations you have had with the area involved). Please submit with this form.

Signature:

Date:

See To whom do you complain on page one for details on where to post this form or get assistance.
� This Complaint form is based on Department of Justice Information Privacy Complaint Form
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