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PURPOSE 
 
The purpose of this policy is to establish a consistent and auditable process for handling and 
tracking requests for access to personal information, requests for correction of personal 
information, privacy complaints, and information breaches. 
 
This policy supports the Shire of Manjimup’s (the Shire) compliance with Western Australia’s 
Privacy and Responsible Information Sharing Act 2024 (PRIS Act), and the Freedom of 
Information Act 1992; and implements the ‘no wrong door’ principle outlined in the PRIS Act 
Readiness Guideline 18: Access and Correction of Personal Information. 
 
 
SCOPE 
 
This Policy applies to all Shire staff and contractors, all personal information held by the Shire, 
and all interactions with Contracted Service Providers (CSPs). 
 
 
POLICY MEASURES 
 
1. Core Principles 
 
1.1 No Wrong Door 
All requests must be accepted regardless of how they are framed and redirected internally 
as required. 
 
1.2 Timeliness 
Requests and complaints must be handled promptly within statutory or defined timeframes. 
 
1.3 Integration 
Access/correction, complaints, and breaches must be centrally tracked and linked. 
 
1.4 Assistance 
Individuals must be assisted to make valid and complete requests. 
 
 
2. Intake and Registration 
 
2.1 Channels 
 
Requests and complaints may be received via: 
 Online forms  
 Email  
 Post  
 Telephone (must be documented)  
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2.2 Mandatory Registration 
 
All matters must be recorded in the Privacy & Information Handling Register (D26/9219) with: 
 
 Unique Case ID  
 Date received  
 Request type:  

- Access request  
- Correction request  
- Privacy complaint  
- Information breach  

 Applicant/complainant details (if provided)  
 Summary of issue  
 Assigned officer  
 
 
3. Triage and Classification 
 
3.1 Initial Assessment (within 5 business days) 
 
Determine: 
 
Scenario Action 
Request relates to Shire-held info Treat under FOI process 
Request relates to CSP-held info Treat under PRIS (IPP 6) 
Mislabelled request Redirect internally (‘no wrong door’) 
Complaint identified Initiate complaint procedure 
Potential breach identified Escalate immediately 

 
3.2 Decision Rules 
 
A. Shire-held information 
Process under FOI Act 
 
B. CSP-held information 
Process under PRIS Act (IPP 6) 
 
C. Mixed holdings 
Coordinate FOI + PRIS handling 
 
 
4. Handling Access Requests 
 
4.1 Under FOI Framework 
 
Where the Shire holds the information: 
 Process as FOI application  
 Follow existing FOI procedures  
 Provide assistance to applicant  
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 Apply exemptions where applicable  
 
4.2 Under PRIS (IPP 6 – CSPs) 
 
Where a Contracted Service Provider (CSP) holds the information: 
 
Step 1: Notification 
 CSP must notify the Shire as soon as practicable  

 
Step 2: Consultation 
 Shire and CSP jointly determine:  

- Scope of request  
- Applicable rules  
- Response approach  

 
Step 3: Decision 
 Ensure consistency with FOI-style handling:  

- Access provided where appropriate  
- Reasons documented  

 
4.3 Assistance Requirement 
 
Staff must: 
 Help applicants clarify requests  
 Ensure requests are complete  
 Explain applicable process (FOI vs PRIS)  
 
 
5. Handling Correction Requests 
 
5.1 Assessment 
 
Determine if information is: 
 Inaccurate  
 Incomplete  
 Out-of-date  
 
5.2 Actions 
 
 Correct information where appropriate  
 Record:  

- What was changed  
- When  
- By whom  

 
If correction is refused: 
 Provide reasons  
 Allow statement of correction to be attached  
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5.3 System Updates 
 
Ensure corrections are: 
 Applied across relevant systems  
 Communicated to relevant business units  
 Considered for downstream disclosures  
 
 
6. Integration with Privacy Complaints 
 
6.1 Trigger Points 
 
A request becomes a complaint if: 
 Dissatisfaction is expressed  
 Access/correction is refused  
 Delay exceeds expected timeframes  
 
6.2 Conversion Process 
 Update classification in register  
 Apply complaint handling procedure  
 Notify complainant  
 
 
7. Integration with Information Breaches 
 
7.1 Mandatory Escalation 
 
Immediately escalate if: 
 Unauthorised access/disclosure suspected  
 Data loss identified  
 Multiple individuals affected  
 
7.2 Breach Linkage 
 
 Link breach record to:  

- Request ID  
- Complaint ID (if applicable)  

 
 
8. Timeframes 
 
Process Timeframe 
Acknowledgement 5–7 business days 
Initial assessment ≤10 business days 
FOI processing As per FOI Act 
PRIS requests (CSP) As soon as practicable (aligned to FOI benchmarks) 
Complaint resolution 30–90 days 
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9. Communication with Applicants 
 
9.1 Must Include 
 
 Confirmation of receipt  
 Case reference number  
 Responsible officer  
 Expected timeframes  
 
9.2 Outcome Communication 
 
Provide: 
 Decision  
 Reasons  
 Actions taken  
 Review/escalation options  
 
 
10. Recordkeeping and Tracking 
 
10.1 Central Register (Mandatory) 
 
Must capture: 
 Case ID  
 Type (Access / Correction / Complaint / Breach)  
 FOI or PRIS pathway  
 Dates and milestones  
 Outcome  
 Linked cases  
 
10.2 Audit Requirements 
 
 Full audit trail of decisions  
 Evidence of consultation (for CSPs)  
 Documentation of reasoning  
 
 
11. Contracted Service Providers (CSPs) 
 
11.1 Obligations 
 
Where applicable contracts include PRIS provisions: 
 
CSPs must: 
 Notify the Shire of requests immediately  
 Consult before responding  
 Follow the Shire’s guidance  
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11.2 Shire Responsibilities 
 
 Oversee CSP compliance  
 Provide guidance  
 Ensure consistency with FOI principles  
 
 
12. Monitoring and Reporting 
 
Regular reporting must include: 
 Number of access requests  
 Number of correction requests  
 FOI vs PRIS split  
 Complaints arising from requests  
 Breaches identified  
 
 
13. Training Requirements 
 
Staff must be trained in: 
 FOI processes  
 PRIS Act obligations  
 ‘No wrong door’ handling  
 Identifying complaints and breaches  
 Recordkeeping  
 
 
14. Continuous Improvement 
 
The Shire will: 
 Analyse trends across requests and complaints  
 Identify systemic issues  
 Improve data quality practices (IPP 3)  
 Update procedures as legislation evolves  
 
 

Document Control 
Document Responsibilities: 
Officer: Director Business Officer Business Unit: Finance and Administration  
Reviewer: Director Business Decision Maker: Council 
Document Management: 
Review 
Frequency: 3 yearly Next Due: June 2029 Records 

Ref: D26/11786 

Version # Decision Reference: Comment: 
1.  24 June 2026 / 29933 Introduction of new policy for PRIS Act 

   
 


