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About this guide  
This document has been developed as part of the Housing and Human Services Accord, which 
is focused on government and non-government agencies working together to ensure clients 
who need extra support receive the best possible service. It is an attachment to an overarching 
framework (the ‘Client Information Sharing Schedule’) that has been agreed by nine 
government agencies to guide the ways that information in relation to clients or potential clients 
under the Accord is collected, used and disclosed. This was trialled in 2008 and finalised in 
2009. 

Clients who are most likely to require agencies to work together will usually have complex 
housing needs - requiring access to stable, affordable accommodation along with short or long-
term support to sustain their tenancy. 
 
Although many of these questions and answers regarding client information exchange are 
covered by various agency policy directions1, this document seeks to answer a number of 
commonly asked questions that staff in agencies (both government and non-government) have 
in relation to exchanging information appropriately between them. 
 

Section 1 Obtaining consent from a client ......................................................................(page 4) 
1. What is a consent form and where do I get one? 
2. How and when should I seek client consent? 
3. Can someone else give consent on a client’s behalf? 
4. What is the scope of the consent form? 
5. How long will consent last? 
6. Is all client information confidential? 
7. Should I be using the consent form to ‘confirm’ information that the client has given? 
8. How do I reassure clients that their personal information will be used responsibly? 
9. Under what circumstances is consent not required? 
10. What if my client withholds consent or rescinds prior consent? 
11. What if a client changes or adds additional agencies to who they consent for information  

to be exchanged with? 
Section 2 Gaining consent in specific circumstances ...................................................(page 8) 
What issues do I need to consider with clients who: 
12. Are from culturally and linguistically diverse backgrounds? 
13. Are from Aboriginal backgrounds? 
14. Have literacy problems? 
15. Are survivors of domestic violence or may have security, safety or sensitivity  

of information issues? 
16. Have dementia, cognitive impairment, intellectual disability, brain injury  

or acute mental illness? 
17. Have visual impairment or may have difficulties with verbal communication? 
18. Are intoxicated or under the influence of drugs? 
19. Are less than 16 years of age? 

 

                                                      
1 Including the Information Sharing for Effective Human Service Delivery – A Guide for Practitioners 
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20. Can the head of a household give consent for information exchange for all residents  
in the house (especially if they are over 18)? 

 
Section 3 Handling and sharing information.................................................................(page 12) 
21. What are the best practice processes for exchanging information between agencies? 
22. How do I know what another worker legitimately needs to know? 
23. What are some of the risks to information sharing and how are they best managed? 
24. How do I ensure client information is up-to-date and accurate? 
25. Who is responsible for storage and disposal of information? 
26. How do I know that information has been gained through proper client consent? 
27. How do I know what information is appropriate to request? 
28. Who needs to know about the information being shared? 
29. When in the assessment and case management process should information be requested? 
30. Can my client access the information provided to me by another agency?  
 
Section 4 Issues in client information sharing..............................................................(page 16) 
31. What do I do if I receive or learn of information that my client has not consented to? 
32. What do I do if a client makes a complaint about disclosure of information? 
33. What do I do if an agency worker discloses information about my client that they  

have not consented to? 
34. Will staff in other agencies be able to access Housing NSW’s  

housing register? 
 
Example of a ‘Need to Know’ grid for Partner Agencies working with  
clients receiving accommodation and support.............................................................(page 17) 

 



 

Section 1 Obtaining consent from a client 
1. What is a consent form and where do I get one?  
A client consent form is an authority given by clients (or their authorised representative) to allow 
personal and/or health information about themselves to be shared between agencies often for 
the purpose of referral, assessment and co-ordination of services. Agency workers are 
encouraged to help the client complete and sign the form.    
 
There are many different versions of client consent or ‘Authority to Disclose Information’ forms 
used by agencies. The standard consent form included in this information pack is a useful tool 
for agency workers who have clients with complex housing needs. 
 
All agencies (including non-government agencies) should have a consent form that has the 
following minimum standards: 
 a clearly articulated purpose 
 a list of agencies with which information can be shared  
 the consent expiry date. 

 
The standard consent form (attachment 1) is a useful tool that can be used for clients accessing 
housing and support services under the Housing and Human Services Accord.  A version of this 
consent form will also be included in all Housing NSW application forms. 
 
2. How and when should I seek client consent?  
To obtain consent an agency worker should follow these seven steps:  
 
1. assess the client’s capacity to give informed consent. In the context of this Accord, informed 

consent is considered genuine when a client can understand the implications of and make a 
decision about whether they wish to share personal information  

 
2. introduce the client consent form (and any relevant protocols) when it becomes clear that the 

exchange of information is needed  
 
3. explain the reasons and benefits of information being exchanged and that agency workers 

have to abide by laws that protect the collection, use and storage of this information 
 
4. go through the consent form with the client and check that they understand what is being 

requested 
 
5. ask the client if there is any information they want withheld – unless there is a legal authority 

to provide it 
 
6. notify the agency with which they are sharing the information that the consent form (and any 

other client information) has been received (or withdrawn) as soon as possible 
 
7. implement steps one to six in cases where an agency worker needs to re-obtain client 

consent when it was previously withdrawn. 
 
Whilst written consent is preferable, verbal consent may be given by the client in the presence 
of a witness. Verbal consent should be recorded in keeping with your agency’s policies.  
 
In some cases privacy and confidentiality may be over-ridden where there is a risk of harm to 
the client or another person. This includes situations where there is a concern for the safety, 
welfare and wellbeing of a child or young person. Workers should refer to their agency policy 
directives and line manager for advice. For more detail refer to question 9. 
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3. Can someone else give consent on a client’s behalf?2 
If you believe the client does not have the capacity to give informed consent then it must be 
sought from an authorised person on their behalf. This can apply if the client has dementia, a 
brain injury, acute mental illness or intellectual disability. Although client capacity should be 
assessed by a qualified health professional, in some situations it may be the opinion of the 
worker collecting the information that the client is unable to give informed consent.  
 
If this happens: 
• seek consent from an authorised legal representative of the client 
• check that the client may have special needs covered in the Privacy and Personal Information 

Protection Code. 
 
4. What is the scope of the consent form?  
It is expected that agencies will use a standard consent form (see appendix 2) when clients 
have agreed that their information can be shared. The consent form is used when an agency 
worker: 
• wants to refer a new or existing client to another agency 
• seeks the release of personal and/or health-related information from another agency. This 

may need to occur at any or all stages of the client pathway. The agency seeking the 
information should supply a copy of the signed consent form to the other agency before 
relevant information is released.  As long as the consent form has the minimum standards 
outlined in question one, agency workers should not request that their own consent form is 
completed as well. 

Please note that the client can limit the scope of the personal or health related information to be 
shared, by indicating this on the consent form (see the optional section of the standard consent 
form included with this guide, attachment 1). 
For the purposes of housing and support services provided to clients, a simple ‘need to know’ 
guide (attachment 2) has been developed to assist workers identify when they should be 
sharing information and also to explain to their client the types of information that will be shared 
about them. Refer to question 22 for more detail.  
 

5. How long will consent last? 
The timeframe for consent should be included on the form or until the client indicates they wish 
to withdraw it. Whilst written withdrawal is preferable, verbal withdrawal of consent may be 
given by the client in the presence of a witness. Verbal consent should be recorded in keeping 
with your agency’s policies.  
 
The standard consent form included in this guide (attachment 1) provides for consent to be 
given for a period of two years.  Limiting consent to two years is seen as good practice because 
a client’s situation can change quite dramatically over a two-year period and would require new 
consent to be obtained. 
 

6. Is all client information confidential? 
Personal information which identifies a client or could reasonably identify a client should be 
treated as confidential. In practice, this means that agency staff should ensure they comply with 
their agency’s policies and the Privacy and Personal Information Protection Act (including 

                                                      
2  Further information about consent and how it is applied to handling personal information of people with decision 

making disabilities is available in Privacy NSW’s Best Practice Guide. See also the Privacy Code of Practice 
(General) 2003 (NSW); Health Records and Information Privacy Code of Practice 2005 (NSW); and Direction Relating 
to the Case Coordination Partnership Project, Direction under s.41 (1) of the PPIPA 1998. 
http://lawlink.nsw.gov.au/lawlink/privacy  

http://lawlink.nsw.gov.au/lawlink/privacy
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Codes of Practice) before sharing information. However, there are some exceptions – refer to 
question 9. 

7. Should I be using the consent form to ‘confirm’ information that the client has given? 
If a worker is checking the accuracy of the information provided by the client only, consent 
would not be required as long as there was no ‘exchange’ of information. 
 
In this case, the client should be made aware that any information provided by them will be 
confirmed with the appropriate source.  There is provision in the current Housing NSW 
application forms that informs the client of this and that by signing the application form they are 
agreeing to have this information confirmed.  A separate consent form is therefore not required. 
 
8. How do I reassure clients that their personal information will be used responsibly?  
In a form appropriate to the abilities of their clients, workers can reassure them by explaining: 
• what happens to information once it is shared and how this assists in better addressing  

their needs  
• privacy principles and how this schedule works 
• the consent process (refer to question 2). This may mean letting the client know that you may 

have to re-obtain their permission each time an exchange of information is sought from 
another agency for different purposes than those outlined in the consent form. 

As a rule, client information is only shared between agencies with the client’s full knowledge  
and informed consent. All sharing of client information must include a copy of the consent  
form indicating that the client has given written or verbal consent. However, there are some 
exceptions – refer to question 9. 
9. Under what circumstances is consent not required? 

Client consent is not required when: 
• exemptions apply under privacy laws or Codes of Practice or Public Interest Directions made 

under those laws  
• the agency believes on reasonable grounds that the disclosure of information is necessary to 

prevent or lessen a serious and imminent threat to the life or health of the client or another 
person. It is important to note that the threat must be both serious and imminent and 
not either serious or imminent 

• it is believed that a disclosure is reasonably necessary for law enforcement purposes3 
• there is simply no need to exchange client information with other agencies. 
 
Workers should be aware of the following legislative provisions that provide for specific 
exemptions to client consent: 
 
• exemptions under the Privacy and Personal Information Protection Act 1998 (NSW) 
• Privacy Code Of Practice (General) 2003 – Part 4 of the Privacy Code of Practice (General) 

2003 – dealing with Human Services was made and commenced on 1 July 2005 download at 
www.legislation.nsw.gov.au 

• exemptions under the Health Records and Information Privacy Act 2002 (NSW)  
• Health Records and Information Privacy Code of Practice 2005 
• exemptions under the Occupational Health and Safety Act 2000 – provides for information to 

be provided to ensure employees’ health, safety and welfare at work 

                                                      
3Law enforcement purposes refer to the criminal law enforcement and not civil law enforcement. Law 
enforcement purpose also means the belief that an offence has either been committed or may be 
committed. 

http://www.legislation.nsw.gov.au/


 

• Exemptions under the Children and Young Persons (Care and Protection) Act 1998 (Section 
29 – protection of persons who make reports or provide certain information, Chapter 16 A 
([sections 245A – 245I] - exchange of information and co-ordination of services) and section 
248 – provision and exchange of information. Under Chapter 16A, which was proclaimed on 
30 October 2009, agencies and non-government organisations are authorised to share 
information that helps deliver services and supports to promote the safety, welfare and 
wellbeing of a child or young person. For more information please refer to either your own 
agencies guidelines, the Keep Them Safe website (www.keepthemsafe.nsw.gov.au) or the 
Child Wellbeing and Child Protection Guidelines (formerly Interagency Guidelines for Child 
Protection Intervention). 

 
Workers should be aware that section 19(1) of the Privacy and Personal Information Act 1998 
(NSW) provides protection for some kinds of personal information.  These include personal 
information that relate to ethnic or racial origin, political opinions, religious or philosophical 
beliefs, trade union membership and sexual activities. 
 
Where an agency worker believes they need to share information to ensure the health, safety or 
welfare of another worker or client, they should first seek the consent of the client.  Where 
consent is not given, the issue should be discussed fully with the client about the critical need to 
share this information.   
 
Reference should be made to agency policy directives and support sought from internal agency 
privacy/occupational health and safety staff.  All decisions should be documented and included 
on the client’s file. 

10. What if my client withholds consent or rescinds prior consent?   
Although clients have the right to withhold consent, if the information is critical to the delivery of 
a particular service, then this should be discussed with them in order to work through the 
reasons and implications of their decision.  
 
Clients should not be disadvantaged if they do not give consent. It only means that integration 
of services will be limited. 
 
In rare circumstances a service may not be provided as a result of withheld consent. Any 
decision to withdraw services from the client for non-consent should be referred to the manager 
and escalated to the Senior Officers’ Group if necessary for discussion and advice. 
 
A client has the right to withdraw consent at any time. This should be provided in writing by the 
client, or if the client is only prepared to do so verbally, recorded with a detailed file note.  
Clients should be informed of this right when the information sharing practice, principles and 
consent are explained to them.  The record of a client’s withdrawn consent should be retained 
on file.  
 
It is also good practice for the agency to send an acknowledgement letter to the client 
confirming verbal (and written) withdrawal of consent has been actioned.  Other participating 
agencies must be formally advised of the withdrawal of consent to ensure the client’s wishes 
are maintained. This should also be in writing. 

11. What if a client changes or adds additional agencies to who they consent for 
information to be exchanged with? 

Where a client subsequently receives services from an agency(ies) not listed on the consent 
form, it is preferable that a new consent form be signed by the client listing ALL agencies where 
possible and practical. 

If a worker wishes to make referrals to services currently not being accessed by the client at the 
point when the consent form is being discussed and signed, these should be added to the list 
on the consent form. 
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Section 2 Gaining consent in specific 
circumstances  
Workers will occasionally need to obtain consent from clients who have particular issues related 
to their sexuality, gender, cultural or religious background. In these circumstances, clients 
should be reassured of their rights and be offered the option of having required support relevant 
to maintaining their tenancy.   

If there is any concern about the process to be undertaken the worker, should seek advice from 
within their organisation. 

12. What do I need to consider with clients from culturally and linguistically diverse 
backgrounds? 

NSW Government agencies and their funded services are required to use accredited 
interpreters and translators when communicating with people whose first language is not 
English. 
 
To book an on-site interpreter, contact the Community Relations Commission on 1300 651 500  
(or NSW Health’s interpreting service for relevant NSW Health Services). 
 
Workers should either use the interpreter to translate their words as spoken or translate the 
consent form.  
 
If at any time the interpreter feels that the client has not understood what the client is consenting 
to, an explanation should be given by the worker. 
 
Workers should ensure that interpreters and NSW Government agency bilingual officers sign in 
the appropriate place on the back page of the standard consent form. 
 

13. What do I need to consider with Aboriginal clients?  
Historically, methods of information collection and exchange regarding Aboriginal individuals 
and communities has created a level of distrust with government agencies. As a consequence, 
seeking consent from Aboriginal clients you should: 

• make it clear that consent is not essential to receiving a particular service  
• be mindful that the client may have limited or no literacy skills and not wish to disclose this to 

you. Workers should take care to fully explain the content where there is any doubt about a 
client’s literacy. 

In most cases it is preferable to have an Aboriginal officer work through the consent form with 
the client. Staff should refer to normal protocols and their Aboriginal specialist positions within 
their agencies or Housing NSW. Alternatively, support for the client can be provided through  
the local Aboriginal Tenants Advisory service. 

14. What do I need to consider with clients who have literacy problems? 
When a person who cannot read or write English wishes to provide consent:  
• the person can leave their individual mark on the client consent form. The form should be 

countersigned by the agency worker noting any advocate/witness present 
• procedures for giving verbal consent can be followed (refer to questions 15 and 16). 
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15. What do I need to consider with survivors or people affected by domestic violence or 
clients with security, safety or sensitivity of information concerns? 

When working with a client who has been affected by violence, it is important to ensure that 
they are treated with respect and sensitivity and that their trust and safety is not compromised.  
 
Workers should consider the following issues: 
• the person may not wish for any or all of their personal information to be shared 
• higher levels of security over access to the client’s information may be required to ensure their 

ongoing safety. 
 
Where a client has consented but feels that this information is sensitive, a case conference 
should be called by the primary worker to ascertain how each participating agency will ensure 
the security and limited access to the information. In these cases, consideration should be given 
to what is included on the client’s file and exchanged between agencies, given the sensitive and 
potential high risk to their safety. 
 
All papers and documents on the client’s file should then be marked private, confidential and 
sensitive.  In the circumstance where these client’s files are subpoenaed by the Family Court or 
other forum, workers should seek advice or support from their legal advisors/personnel and 
refer to their individual agency policy directives.  
 

16. What do I need to consider with clients who have dementia, cognitive impairment, 
intellectual disability, brain injury or acute mental illness? 

It is good practice to have a carer, advocate of choice or an appointed guardian present when 
seeking consent from a client with dementia, cognitive impairment, intellectual disability, brain 
injury or acute mental illness. In these situations: 
• legal guardians can sign the client consent form in place of the client 
• carers and advocates who are present when consent is given should be listed on the client 

consent form in the section ‘In the presence of …’ . 
 
If there is no guardian and there is a question regarding the client’s capacity to give informed 
consent, the worker should use his or her professional judgment (in line with individual agency 
policy directives) to decide the appropriate action and document the rationale noted on the 
client’s file.  
 
If the information is health related refer to the Health Records and Information Privacy Act 2002 
(and Code of Practice 2005).  
 
If the information is related to other exchanges refer to: 
• the Privacy Code of Practice (General) 2003 (NSW) or  
• Privacy NSW’s Best Practice Guide in handling personal information for people with decision 

making disabilities, or  
• the “Direction for the Department of Ageing, Disability and Homecare & Associated Agencies”, 

consulting with other agencies, arranging for an advocate or obtaining a Guardianship Order. 
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17. What do I need to consider with clients who have a visual impairment or difficulties 
with verbal communication? 

Clients with visual loss may not feel comfortable in signing the client consent form.  In these 
situations, the options include: 
• providing information in large print 
• getting a person with the client’s Power of Attorney to sign in their place 
• recording the agreement. 

Some clients with hearing impairment may require the assistance of ‘signers’ or  
voice-enhancing equipment to communicate. Agencies can use TTY (Telephone Typewriter) 
services or faxes to communicate with clients. The contact details are 1800 555 600 (voice)  
or 1800 555 630 (TTY). 

Where an interpreter is being used to sign they should either translate the workers words as 
spoken or translate the standard consent form. If at any time the interpreter feels that the client 
has not understood then an explanation should be given by the worker. 

Where an interpreter has been used the worker should request they sign in the appropriate 
place in Section 6 of the standard consent form. 

When gaining consent from clients who have difficulties with verbal communication, agencies 
may need to use other means of communication, such as diagrams or alphabet boards, if 
available. 

18. What do I need to consider with people who are intoxicated or under the influence  
of drugs? 

If the client is intoxicated or under the influence of drugs, workers should consider whether they 
have the capacity to consent. The preferred approach is to defer consent until the client is 
considered capable.  

If the client lacks the capacity to consent the agency worker should: 
• consider substitute consent alternatives (refer to question 16)  
• approach the client again when he/she is not intoxicated. 

19. What are specific considerations for gaining consent from clients under 16? 
Whilst not specifically required by the privacy legalisation, most government agencies obtain 
information from a parent or guardian and not directly form the person for clients under 16 years 
of age.  

However, some government agencies have Privacy Codes of Practice which allow them to deal 
with clients less than 16 years of age. These agencies include Housing NSW and Ageing, 
Disability and Homecare.  

In addition, some agencies are directed by specific provisions in relevant legislation: 
• Department of Human Services (Community Services Division) - Children and Young Persons 

(Care and Protection) Act 1998 (NSW) 
• NSW Police Service – Crimes Act 1900 (NSW) 
• NSW Health (including public health organisations in the NSW Health System) –  

Health Records and Information Privacy Act 2002 (NSW). 
Agencies other than these should check their individual Privacy Codes of Practice with respect 
to persons under 16.  
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NSW Health have produced guidelines under the Health Records and Information 
Protection Act 2002 that may also be of use to other agencies as good practice 
guidelines when determining powers of consent when working with clients aged 16 or 
less. 

When treating a minor, the treating health care provider is advised that they should 
first assess the maturity of the client/patient, in particular their ability to understand the 
consequences of their decision.  

The following principles can be used as an age guide: 
• where a client/patient is less than 14-years of age, consent should generally be 

given by the parent or legal guardian 
• where the client/patient is between 14 and 16-years of age, efforts should be made 

to obtain the consent of the parent or legal guardian unless the client/patient 
indicates a strong objection 

• where the client/patient is 16-years of age or over, they should generally be capable 
of deciding on the access issue for themselves 

When deciding if a person has capacity, you must consider whether they would be 
able to give consent if given appropriate assistance. The rationale for the decision as 
to whether a person has capacity or not should be recorded in their health record. 

If a person does not have the capacity to decide for themselves, an authorised 
representative can give consent on their behalf. 

 
20. Can the head of a household give consent for information exchange for all residents  

in the house (especially if they are over 18)? 
The head of a household can give consent to the exchange of information relating to dependent 
children as their parent or guardian. These children should be listed on the consent form. 

A separate consent must be obtained for each adult living in the residence. This includes 
children of the main applicant who are over 18 years of age. 
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Section 3 Handling and sharing information  

 
21. What are the best practice processes for exchanging information between agencies4?  
When exchanging client information by fax the worker should: 
• notify the agency by phone that faxed client information is about to be sent 
• confirm that there is an authorised person available to receive the faxed information 
• use a fax cover sheet which includes instructions about destruction of any material sent to the 

wrong fax number 
• order the material to be faxed so that the signed consent form is in front of the personal 

information being exchanged. 

When sending client information by hand or mail, a photocopy of the signed consent form must 
always be included and placed in front of any personal information being exchanged. Care 
should be taken when mailing client information to ensure that the information is received by the 
intended recipient. 

Client information can be sent electronically if: 
• the signed consent form can be electronically scanned and included at the front of any client 

information 
• a copy of the signed consent form is sent by fax, mail or hand and received by the other 

agency before client information is emailed. 

If information is to be exchanged under the Children and Young Persons (Care and Protection) 
Act 1998, please refer to the Child Wellbeing and Child Protection Guidelines which details how, 
by whom and when information can be shared.  
 

22. What are some of the risks to information sharing and how are they best managed? 
This will differ according to the circumstances.  Workers should rely on their professional 
judgement to determine whether another worker needs to know about a client’s personal 
information. 
 
As a rule of thumb, the other worker needs to know client information that will assist them in 
providing a better service and/or prevent any difficulties in the provision of the service. 
 
As a guide, for the purposes of exchanging information with other workers at the application, 
offer or tenancy stages of the client’s housing experience, a broad need to know’ guide has 
been developed to assist in decision-making (see attachment 2).  
 
This table provides a broad guide to what each agency needs to know at each part of the 
client’s housing experience. 
 
Please note that your agency is likely to have specific procedures for exchanging information 
where consent is not required, for example where it concerns the safety, welfare and wellbeing 
of children or young people. In those situations you will need to refer to Child Wellbeing and 
Child Protection Guidelines, in conjunction with your agency’s procedures and delegations. 
 

 

                                                      
4  See also - Information Sharing for Effective Human Service Delivery – Guide for Practitioners 
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23. What are some of the risks to information sharing and how are they best managed? 
A guiding rule is that the information collected, used and disclosed is treated confidentially  
and used only for the purpose for which it was obtained. Workers should not:  
• share information without the consent of the client unless a clear exemption applies – refer to 

question 9 
• share unauthorised client information  
• use out-of-date or inaccurate client information 
• withhold information from others for fear of reprisal in disclosing private  

and confidential information5.  

Risks can be reduced and managed by adopting the principles set out in this schedule and by 
referring to current agency policy directives. Training in confidentiality, privacy and information 
exchange should also be considered by relevant agency staff, as required. 

24. How do I ensure client information is up-to-date and accurate? 
Commonwealth and State privacy legislation requires that agencies ensure client information is 
up-to-date, accurate and complete.    

When an agency becomes aware that relevant client information is out-of-date, inaccurate or 
misleading it should amend those records before using the consent form. In these situations 
agencies should notify other agencies that the client consents to sharing the ‘correct’ 
information.  

Additional strategies include: 
• workers notifying the other relevant agencies as soon as possible that the consent form and 

amended client information has been received and provide/forward the updated information to 
the relevant agencies. 

• agencies must always ensure that the consent form is active before using it to exchange 
information. If the consent has expired (see section 5 of the standard consent form) an 
authorised staff member should contact the client, explain consent has expired then complete 
a new consent form. 

Agency staff may be pro-active in ensuring client information is current through the case 
management process and contact with clients, as well as interaction with partner agencies. 

Where a worker has a concern that the information provided is incorrect (ie, it conflicts with 
other information sought) or is out-of-date, they should first discuss this with the worker from the 
agency5 who provided the information. This discussion should be noted on the file explaining 
the reason for the inaccuracies/conflict. 

25. How do I know that information has been gained through proper client consent? 
Information obtained by government agencies is controlled by the State Records Act and cannot 
be disposed of or destroyed under any circumstances except in accordance with disposal 
guidelines prepared under the State Records Act. A government record must not be destroyed 
except in accordance with schedules established under the State Records Act (NSW) 1998. It is 
an offence to destroy such records.  

                                                      
5 This may occur when agency staff are unaware of privacy policies and legislation, or misinterpret these 
policies and decide it is safer not to disclose any client information. In a multi-agency case-management 
approach this may impede client outcomes as adequate information is important to complete a thorough 
client assessment and co-ordination of services. 
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All government and non-government agencies are required by law to ensure adequate storage 
and security of client information. In practice this means: 

• attaching a copy of the signed consent form to paper files 
• flagging electronic client files to indicate the existence of a signed consent form  

and where it is stored 
• when not in use paper files are kept in locked filing cabinets or rooms with access  

only by authorised persons 
• access to electronic client files is restricted by passwords 
• the agency has a policy and procedure for the storage, security and disposal  

of client records. 
In all cases of storage or disposal of client records, workers should refer to their agency’s policy 
directives relating to specific procedures and processes. 

If there is any doubt about whether an agency or worker is storing client information securely, 
the information should be withheld until such times as the agency/worker complies. 

26. How do I know what information is appropriate to request? 
Where a worker has any concern that the client has not provided ‘informed’ consent (refer 
question 2), and does consider exceptions apply (refer to question 9), they should immediately 
discuss this with the worker who obtained the consent to ascertain what steps they followed and 
what was explained to the client. 
 
If the worker is still not convinced that ‘informed’ consent has been obtained, they should 
contact the client directly to explain the information they are about to transfer. 
 
A check should be made to ensure that there is a current and active consent form with respect 
to the use and disclosure of particular information. It should be noted ‘use’ refers to use within 
the organisation and ‘disclosure’ usually but not always refers to any transfer of that information 
outside of the organisation.  
 

27. Who needs to know about the information being shared? 
It is essential that information requested of a client is in fact ‘reasonably necessary’ to carry out 
a function performed by that agency. The intent and principles in this schedule outline this 
matter in more detail (refer sections 2 and 3). 

In considering what information to request, the worker should take into consideration the client’s 
specific requirements that would help them to live independently in the community.  

28. Who needs to know about the information being shared6? 
Privacy laws require that the client be informed as to the likely recipients of that information at 
the time of collection or soon as practicable.  

Information being shared between agencies must only be undertaken for the purpose of 
assessing a client’s eligibility for, or delivery of, housing and support services (as part of the 
case management planning) and in accordance with the principles outlined in this schedule, 
unless any exceptions apply (refer to question 9).  
 

                                                      
6 See also - Information Sharing for Effective Human Service Delivery – Guide for Practitioners 



 

29. When in the assessment and case management process should information be 
requested? 

This will depend on agency assessment processes. Individual Support Agreements and other 
documents such as case management plans, will identify specific information required to inform 
the decisions and assessments in relation to the client’s needs. 
 
The client may only consent to share information at the assessment phase or throughout the 
length of the tenancy (refer to section 5 of the client consent form, appendix 1). 
 
Additionally, when a client moves from one region to another, a new consent should be 
obtained from them in order for workers to be able to share information in the new location. 

30. Can my client access the information provided to me by another agency?  
Workers should refer to their individual agency policy directives relating to client file access.  
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Section 4 Issues in client information 
sharing 
31. What do I do if I receive or learn of information that my client has not consented to? 
Client consent may be given for the provision of information to specific agencies.  In the event 
that the agencies are not named, information may only be shared for the purpose of housing 
assessment and ongoing support services, unless exemptions apply. The consent form can be 
used to cover the exchange of relevant client information in case conferences and reviews as 
long as only the agencies listed on the form are present.  
 
In situations where agencies not listed on the consent form are present: 
• verbal consent for their presence can be sought over the phone and an updated consent form 

completed or, 
• they will be asked to leave the case conference or review while the client’s situation  

is being discussed. 

32. What do I do if a client makes a complaint about disclosure of information? 
The client should be advised they can make a written complaint to the Privacy Contact Officer  
of the relevant agency. In the case of a non-government organisation, the complaint should  
be made to the non-government organisation’s Privacy Contact Officer, if they have one. The 
complaint may also be distributed to the management committee/board of that non-government 
organisation.  

The non-government organisation should determine whether the complaint be referred  
to its funding body, which may be held responsible by the Privacy Commissioner if the case 
progresses that far. In some cases non-government organisations are not covered by the 
privacy legislation.  

Where the client does not wish to make a written complaint, the details should be recorded  
by the practitioner and managed in line with each agency’s complaint handling system. 

Under State Privacy laws all agencies are required to have an internal review process . These 
processes must be followed along with the agency’s policy directives.  

33. What do I do if an agency worker discloses information about my client that they have 
not consented to? 

It may be improper to do anything whatsoever with such information, knowing that consent has 
not been obtained.  Good practice would be for the receiving agency to remind the staff member 
who disclosed the information about the policies and legislation around information sharing and 
breaches of client confidentiality.  
 
If the information has been shared under a legitimate exemption, for example under Chapter 
16A of the Children and Young Persons (Care and Protection) Act 1998, while consent may not 
be required by law, agencies should advise where this is the case. 
 
Should an initial discussion with the staff member not resolve this situation, their supervisor 
should be informed, or the relevant departmental complaints protocols should be followed.    
 

34. Will staff in other agencies be able to access Housing NSW’s housing register? 
No. Access to Housing NSW’s housing register is limited to Housing NSW staff dealing with the 
client’s application.  
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Example of a ‘Need to Know’ grid for partner agencies 
working with clients receiving accommodation and support 
 
Agency At application At point of offer During the client’s 

tenancy 

Community 
Services 

• Status of the application 
• Likelihood of approval 
• Options available to the 

client 
• Is it likelihood that the client 

will be moved away from 
their supports? 

• Will the placement 
foster improved  
family safety? 

• Are there any changes to the 
client’s circumstances whilst 
receiving housing and 
support that may affect the 
family? 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 

Ageing, 
Disability & 
Home Care 

• Status of the application 
• Likelihood of approval 
• Options available to the 

client 
• Is it likely that the client will 

be moved away from their 
supports? 

• Are any modifications 
needed? 

• Will the placement 
foster/hinder 
independence? 

• Are any modifications 
offered? 

• Will vary 
• Is the tenancy at risk? What 

can be done to address / 
mitigate the risk? 

Corrective 
Services 

• Status of the application 
• Likelihood of approval 
• Options available to the 

client  
• Is it likely that that the client 

will be moved away from 
their supports? 

• Will the placement 
increase the likelihood 
of re-offending? 

• Have any partner agencies 
observed any issues in the 
client sustaining the 
tenancy? 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 

NSW 
Health  
Community 
Health 

• Status of the application 
• Are any modifications 

needed? 

• Are any modifications 
needed? 

• Will vary 
• Is the tenancy at risk? What 

can be done to address / 
mitigate the risk? 

Mental 
Health 

• Status of the application 
• Likelihood of approval 
• Options available to the 

client  
• Is it likely that the client will 

be moved away from their 
supports? 

 • Is the client maintaining the 
tenancy (paying their rent on 
time, getting along with 
neighbours etc)? 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 

Education 
& Training 

• Minimal involvement  
• Will the client be able to 

easily access education 
and training facilities 

 • Are there any changes to the 
client’s circumstances whilst 
receiving housing and 
support that may affect the 
family? 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 
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Agency At application At point of offer During the client’s 

tenancy 
Juvenile 
Justice 

• Status of the application 
• Likelihood of approval 
• Options available to the 

client  
• Is it likely that the client will 

be moved away from their 
supports? 

• Will the placement 
increase the likelihood of 
re-offending? 

 • Have any partner agencies 
observed any issues in the 
client sustaining the 
tenancy? 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 

Non-
government 
organisation 

• Status of the application 
• Likelihood of approval 
• Options available to the 

client  
• Is it likely that the client will 

be moved away from their 
supports? 

 • Have any partner agencies 
observed any issues in the 
client sustaining the 
tenancy? 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 

Housing 
NSW 

• Can the client sustain the 
tenancy? 

• What services are they 
receiving that are 
dependent on them 
sustaining the tenancy and 
do these affect locational 
need? 

• What factors affect the 
type of property required 
(e.g. mobility issues)? 

• Are there any legal 
conditions on the location 
of their tenancy? (e.g. 
parole) 

• What risks may affect the 
tenancy and how will these 
be mitigated? 

• What will partner 
agencies do to 
maintain their services 
to support the 
tenancy? 

• Has the client’s 
circumstances 
changed since the 
application? 

 

• Need to be aware of any 
incidents that will impact on 
the client’s ability to live 
independently 

• Is the tenancy at risk? What 
can be done to address / 
mitigate the risk? 
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