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February 2025 

 

Mr Martin Hunt MP 
Chair 
Justice, Integrity and Community Safety Committee 
Parliament House  
George Street  
Brisbane QLD 4000 

 

Dear Mr Hunt 

I am pleased to present my report, ‘Administrative access to medical records’ to the 

Queensland Parliament. This report is prepared under section 131 of the Right to 

Information Act 2009 (Qld).  

The audit undertaken by my Office reviewed the arrangements of two Queensland 

hospital and health services (HHS) for giving administrative access to individuals’ 

medical records.  

My report makes specific recommendations for improvements to the administrative 

access processes and procedures of each audited HHS, and makes a general 

recommendation for best practice that is applicable to all agencies.  

In accordance with subsection 184(5) of the Right to Information Act 2009 (Qld) and 

subsection 193(5) of the Information Privacy Act 2009 (Qld), I respectfully request that 

you arrange for the report to be tabled in the Legislative Assembly.  

Yours sincerely 

 

Joanne Kummrow 
Information Commissioner 
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Summary 

People want to access their medical records for various reasons. The Queensland 

Government recognises their right of access to this information and aims to facilitate 

the process. 

The Right to Information Act 2009 (Qld) (RTI Act) states that information held by or 

under the control of government agencies, such as medical records: 

will be released administratively as a matter of course, unless there is a 

good reason not to, with applications under this Act being necessary only 

as a last resort.1 

In 2023-24, Queensland hospital and health services (HHS) received over 16 000 

requests to access information administratively, nearly all for medical records. 

An HHS with good administrative access arrangements should be able to give access 

to most medical records quickly and easily, without a formal application.  

We examined whether two HHS were making the best use of administrative 

arrangements for access to medical records during February to August 2024.  

Conclusions 

Both audited HHS have an administrative arrangement for access to medical records. 

While people seeking to access these records will generally receive a good service, 

there are opportunities for improvement.  

Metro South Hospital and Health Service (Metro South HHS) follows a general 

agency-wide guideline to process requests for access to medical records. However, the 

guideline is out of date, not aligned with the legislative processes for making access 

applications and not tailored for daily use within an HHS. It allows various groups of 

facilities within an HHS to adopt different approaches to deal with requests for medical 

records. The lack of a tight, tailored guideline has resulted in disparate service delivery 

and inconsistent practices within Metro South HHS. Metro South HHS reports it is 

embedding new systems and practices. 

West Moreton Hospital and Health Service (West Moreton HHS) has a clear set of 

administrative access policies and procedures and provides a reasonable service 

standard. Its responses to requests for medical records are timely, often on the same 

 
1 Section 2, Preamble, Right to Information Act 2009. 
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day. However, it has issues in ensuring all staff are responsive to requests for 

information, and in providing prisoners access to their medical records in a timely way. 

The audit identified parameters for good administrative access arrangements 

applicable to all government agencies.  

Administrative access arrangements should be: 

 well-designed – established in response to identified community needs with 

built-in protections for privacy and boundaries around disclosure, and consistent 

with the processes for making a formal access application 

 supported by a toolkit that maximises efficiency and effectiveness, for example, 

automated procedures, a practice of talking to applicants, and clearly 

documented policies and procedures, templates and checklists 

 an efficient alternative to formal access applications – quick, easy, cost-

effective, thorough and a reliable pathway to information access 

 part of everyday business operations – approved by the chief executive, 

understood across the agency, well-managed, monitored to maintain utility, 

seamlessly integrated into the suite of information management services, and 

promoted to the community. 

 

Key findings 

Metro South HHS 

Metro South HHS manages requests for information through five major facilities in four 

independent groups. It does not have a cohesive administrative access policy and 

procedure framework, across or within each group. This affects consistency of service 

delivery to people seeking access to medical records and means applicants have 

different experiences depending on which group within the HHS they contact. 

For example, a person seeking information from multiple facilities has to submit a 

separate application to each group. This is inefficient for the HHS and the requestor. 

The differing practices also show in the timeframes for responding to requests for 

information, with two groups being timely and two being slow. 

Metro South HHS’s website is an example of an effective HHS-wide initiative. It has 

good promotion of administrative access arrangements to the community. 

Metro South HHS reports it has implemented a new case management system, 

standardised workflows and practices, and document templates in November 2024. It 

states it is embedding the new systems and practices and plans to review local 
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application of the general guideline and standardise procedures and work instructions 

in 2025. It is too early to assess the effectiveness of this new framework. Our practice 

is to conduct follow-up audits to assess ongoing practices and improvements. 

West Moreton HHS 

West Moreton HHS has a good, clear policy framework for administrative access to 

medical records. Its administrative access procedure is comprehensive and clear. It 

covers most of the items the Office of the Information Commissioner recommends for 

an administrative access framework.  

This helps West Moreton HHS respond to requests for medical records more quickly 

and easily than by way of formal applications made under the RTI Act or the 

Information Privacy Act 2009 (Qld) (IP Act). This is a good service outcome for 

applicants. 

Overall, the agency’s practices are reasonable and follow sound policies and 

procedures. However, West Moreton HHS encounters issues when the process 

requires a cooperative approach across departments or units. For example: 

 internally, not all staff are responsive to requests for information 

 externally, access to prisoner health records takes longer than other types of 

health records. 

While West Moreton HHS promotes administrative access to medical records, having 

two pathways on the website could cause confusion or direct readers to a formal 

application process ahead of administrative access. 

Both HHS have projects under way to address their respective issues. They need to 

support their administrative access arrangements with more active management, 

tighter policies and procedures, and better record-keeping. 

This will improve timeliness and procedural rigour, and ensure that all requesters can 

consistently access their personal health records quickly, easily and as they are entitled 

to do under the RTI and IP Acts. 
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Recommendations 

The Information Commissioner recommends that Metro South Hospital and Health 

Service, within 12 months: 

Recommendation 1 

reviews the Princess Alexandra Hospital’s practices and implements any necessary 

improvements to ensure: 

 formal access applications are used as a last resort for people seeking access 

to their personal medical records 

 the hospital’s administrative response to requests for medical records is timely 

and efficient. 

Recommendation 2 

settles its policy and procedure framework for administrative access to ensure it: 

 is consistent with the Right to Information Act 2009 

 promotes the use of administrative access ahead of formal access applications 

 focusses on cost-effective and timely service delivery in response to requests 

for information. 

Recommendation 3 

progresses its projects aimed at standardising practices, to create: 

 a consistent, positive experience for people applying for medical records 

 good documentation of the administrative access process. 

Recommendation 4 

develops an approach to manage its administrative access function consistently across 

the hospital and health service, including monitoring progress and staff training. 
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The Information Commissioner recommends that West Moreton Hospital and Health 

Service, within 12 months: 

Recommendation 5 

identifies and implements improvements to resolve requests for prisoner medical 

records in a timely way. 

Recommendation 6 

reviews and updates its administrative access policy and procedures. 

Recommendation 7 

resources active leadership, management and guidance of the administrative access 

function, including internal and external liaison needed to streamline access to 

information.  

Recommendation 8 

reviews and updates its website to create one clear pathway to information to inform 

requesters about administrative access to medical records. 

 

 

Recommendation 9 

The Information Commissioner recommends that all agencies subject to the Right to 

Information Act 2009 and the Information Privacy Act 2009 ensure their administrative 

access arrangements: 

 are well designed 

 are supported by an effective toolkit  

 provide an efficient alternative to formal access applications 

 are part of everyday business operations. 
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1 Context 

Administrative access arrangements are a key strategy government agencies can use 

under the ‘push’ model for releasing information they hold. These arrangements give 

the community access to information faster and at a lower cost. Government agencies 

should design and operate these arrangements so that a formal access application 

under the legislation is a last resort. 

Queensland hospital and health services (HHS) hold a range of documents. The 

community primarily seeks access to medical or health records. HHS have 

administrative arrangements to give the community informal access to these records 

without the need to make a formal access request.  

Administrative access 

The Right to Information Act 2009 (Qld) (RTI Act) states: 

A document may be accessed under administrative arrangements made 

by an agency2 

The RTI Act does not define administrative access arrangements. However, section 19 

gives examples, including publishing information on a website, offering public 

inspection of documents, and making documents available commercially. 

This audit focuses on reactive release following a specific request. Administrative release 

is a discretionary process, but the framework for release is based on the same principles 

underpinning the RTI Act and the Information Privacy Act 2009 (Qld) (IP Act). 

Audit scope and objective 

The objective of this audit is to determine whether two HHS set up and manage 

effective administrative arrangements to provide access to medical records. We 

selected Metro South Hospital and Health Service (Metro South HHS) and West 

Moreton Hospital and Health Service (West Moreton HHS). 

The audit focusses on the key areas of systems and practices in place in Metro South 

HHS and West Moreton HHS to handle administrative access requests for documents. 

The audit did not examine:  

 access to documents audited agencies publish in a publication scheme or 

disclosure log under the RTI Act 

 
2 Section 19 Right to Information Act 2009.  
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 systems, policies, procedures or practices for handling access applications 

made under the RTI Act or IP Act, except as necessary to assess the 

effectiveness of the administrative access arrangements 

 information made available through independent sources, for example, My 

health record 

 systems to access employee records. 

We did not audit the Department of Health, but we discuss a statewide policy with the 

department and report its comments. 

We conducted this audit under section 131 of the RTI Act and section 135 of the IP Act. 

We conducted fieldwork between February and August 2024. The HHSs have been 

working on improvements before, during and after the fieldwork. 

Metro South Hospital and Health Service 

Metro South HHS is one of two large HHS providing health services to Queensland’s 

capital city of Brisbane. Metro South HHS is the major provider of public health services 

in the Brisbane south side, Logan, Redland and Scenic Rim regions. Figure 1 depicts 

the area covered (outlined in red).  

Metro South HHS employs more than 20 000 staff who provide health services to a 

population of more than 1.2 million people, 23 percent of Queensland's population. It 

has an annual operating revenue of $3.602 billion.3 

 
3 Annual Report 2023-2024, Metro South Hospital and Health Service. 
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Torres and Cape, Cairns and Hinterland, North West, Townsville, Central West, Mackay, 

Central Queensland, Wide Bay, South West, Darling Downs, South East Queensland 

 

Gympie, Sunshine Coast, Nambour, Maleny, Sunhine Coast University, Caloundra, Kilcoy, 

Caboolture, Redcliffe, Metro North, Esk, Gatton, Laidley, Ipswich, West Moreton, Boonah, 

Redland, The Park, Logan, Beaudesert, Metro South, Marie Rose Centre, Gold Coast 

University, Robina, Gold Coast 

Figure 1  

Map of the Metro South Hospital and Health Service 

 
Source: Queensland Health Hospital and Health Service maps online, reconfigured by the Office of the 

Information Commissioner to highlight the audited HHS 

 

West Moreton Hospital and Health Service 

West Moreton HHS covers urban and rural centres, providing medical and health 

services to more than 325 000 people across the Somerset, Scenic Rim, Lockyer Valley 

and Ipswich communities.4 Figure 2 depicts the area covered (outlined in red). 

 
4 Annual Report 2023-2024, West Moreton Hospital and Health Service. 

C •...,. 

W est 
Mor'H1lon 

Sunshine 
Coast 



 

Office of the Information Commissioner  
Report No. 2 to the Queensland Legislative Assembly for 2024-25  10 

 

Torres and Cape, Cairns and Hinterland, North West, Townsville, Central West, Mackay, 

Central Queensland, Wide Bay, South West, Darling Downs, South East Queensland 

 

Gympie, Sunshine Coast, Nambour, Maleny, Sunhine Coast University, Caloundra, Kilcoy, 

Caboolture, Redcliffe, Metro North, Esk, Gatton, Laidley, Ipswich, West Moreton, Boonah, 

Redland, The Park, Logan, Beaudesert, Metro South, Marie Rose Centre, Gold Coast 

University, Robina, Gold Coast 

Figure 2  

Map of the West Moreton Hospital and Health Service 

 
Source: Queensland Health Hospital and Health Service maps online, reconfigured by the Office of the 

Information Commissioner to highlight the audited HHS 

West Moreton HHS provides forensic mental health services, including a high security 

inpatient extended forensic treatment rehabilitation unit and secure mental health 

rehabilitation unit. It delivers health services to six correctional centres, and anticipates 

approximately 58 percent of the Queensland prisoner population will be housed in the 

West Moreton HHS region in the future. 

West Moreton HHS employs approximately 5 783 staff (as at end June 2024) and in 

2022-23 has an operating budget of about $1.04 billion.5

 
5 Annual Report 2023-2024, West Moreton Hospital and Health Service. 
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2 Metro South Hospital and Health Service 

2.1 Introduction 

Metro South HHS provides right to information services, including administrative access 

to medical records in four groups: 

 Princess Alexandra Hospital (PA) 

 Logan and Beaudesert Hospitals (LB) 

 Redland Hospital (Redland) 

 QEII Jubilee Hospital (QEII). 

Each year, Metro South HHS finalises approximately 5 000 requests for information 

under administrative access (83 percent) or formal access applications under the RTI 

and IP Acts (17 percent).  

2.2 Conclusion 

Metro South HHS is a large urban HHS, managing requests for information through five 

major facilities in four independent groups. It does not have a cohesive policy and 

procedures framework across or within each group.  

Practices within Metro South HHS differ in terms of timeliness and basic service 

standards. A person seeking information from multiple facilities must submit a separate 

application to each group. This is inefficient for the HHS and for the person seeking 

access to information. The disparate practices show in differing timeframes for responding 

to requests for information, with two groups being timely and two being slow. 

Agencies are responsible for making sure they have clear, fit-for-purpose and up to 

date policies, procedures and practices. Metro South HHS reports it has adopted the 

Information Disclosure and Access Guidelines for Queensland Hospital & Health 

Services (HIDAG). HIDAG is a guideline rather than an operational policy. It is out of 

date and not tailored for daily use within an HHS.  

As a result, Metro South HHS handles access requests for medical records differently 

as the groups adopt inconsistent approaches. The agency has uneven procedural 

rigour and client service between groups. This means applicants get different 

experiences, depending on which group they contact. 

Metro South HHS advises it is working on defining and standardising its policies, 

procedures and practices. Our practice is to conduct a follow-up audit and assess 
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ongoing activities, for example whether Metro South HHS’s new policy and procedure 

framework addresses our findings.  

2.3 Results 

Requests for information 

Metro South HHS received 2 451 requests for information between January and June 

2023 – 2 028 requests (or 83 percent) were administrative access requests. The 

remainder are legislative applications. Figure 3 presents a total of 2 451 information 

requests finalised by the four groups across the Metro South HHS.  

Figure 3 

Number of information requests finalised by group 

 

Source: Data from Metro South Hospital and Health Service, Analysis by the Office of the Information 

Commissioner, totals may be affected by rounding. 

PA finalised almost half of Metro South HHS’ information requests, and LB 

approximately a third. However, PA finalised fewer information requests through 

administrative access (71 percent) compared to the other groups (82 percent to 96 

percent). It was beyond the scope of this audit to identify the reasons for this difference. 

Figure 4 shows the timeframes for finalising administrative access applications for 

each of the four groups and for Metro South HHS overall in three categories. 

1200 M requests 

1000 M requests 

800 M requests 

600 M requests 

400 M requests 

200 M requests 

OM requests 

1138 requests 

809M 
requests 

(71%) 

PA 

298 requests 

286M 
requests 

(96%) 

QEII 

841 requests 

791M 
requests 

(94%) 

Logan/Beaudesert 

□ Administrative Access □ RTI □ IP ■ IP Amendment 

174 requests 

142M 
requests (82%) 

Redland 



 

Office of the Information Commissioner  
Report No. 2 to the Queensland Legislative Assembly for 2024-25  13 

 

These are: 

 within a month 

 in one to three months 

 three months or more.  

Figure 4  
Time to complete administrative access applications January to June 2023  

 
Source: Data from Metro South HHS, Analysis by the Office of the Information Commissioner, totals may 

be affected by rounding. 

LB and Redland finalised nearly all administrative applications within a month. On 

average, PA took longer. We saw periods of inactivity on PA files we assessed. Metro 

South HHS states workload is a factor. 

Recommendation 1 

The Information Commissioner recommends that Metro South Hospital and Health 

Service: 

within twelve months, reviews the Princess Alexandra Hospital’s practices and 

implements any necessary improvements to ensure: 

 formal access applications are a last resort for people seeking access to their 

personal medical records 

 the hospital’s administrative response to requests for medical records is 

timely and efficient. 

Metro South HHS 68% !16% 16% 

PA 37% 

QEII ___________ 6_3_% __________ ~ ______ 3_6_% _____ ___,_,:11% 

Logan / Beaudesert ___________ 97% ___________ ~_._______..._5,_6% 

Redland 100% 0 0% 
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Policy and procedure framework 

All agencies should establish well-

designed administrative access 

arrangements. The arrangements should 

respond to community needs, have 

built-in protections for privacy and 

boundaries around disclosure, and be 

consistent with the processes for making 

a formal access application.  

Note for all agencies 

Administrative access arrangements 

should be well-designed. 

Note for all agencies 

Administrative access arrangements 

should be supported by an effective 

toolkit. 

All agencies should support their 

administrative access arrangements by a 

toolkit that maximises efficiency and 

effectiveness. For example, automated 

procedures, a practice of talking to 

applicants, and clear policies and 

procedures, templates and checklists. 

All agencies can refer to the OIC Guideline ‘Administrative release of information’ for 

assistance in understanding the concept of administrative access, the type of 

information most suited to release and the considerations in providing access to such 

information.6 

Metro South HHS does not have a single dedicated, comprehensive, internal set of 

policies and procedures for administrative access for the agency. Each group has a 

range of locally developed policies and procedures. 

Metro South HHS advised it does not rely on local policies. It is unclear why each group 

dedicated time and resources to develop policies and procedures without intending to 

implement them. Nevertheless, we assessed these as part of the audit. 

6 https://www.oic.qld.gov.au/guidelines/for-government/access-and-amendment/proactive-disclosure/administrative-
release-of-information. 

* 

* 
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We found that the local policies and procedures are not adequate. They are 

inconsistent from one group to another, and from one document to another within a 

group. For example, they differ in: 

 timeframes (which range from no set time (PA), 15-28 days or 25 days (QEII), 

20-25 days or 20 business days (Redland), to 10-15 business days (LB)) 

 costs (ranging from no costs in some groups to specified costs in other groups) 

 who can certify identification (for example, including or not including 

Correctional Service Officers) 

 requirements (the Information Access Kits for four groups direct applicants to 

use an application form, whereas the application kit for Redland suggests a 

form or a letter. Internal procedures only specify that the request must be in 

writing). 

Inconsistencies between and within local policies and procedures can lead to inefficient 

service delivery and confusing demands on people seeking access to information.  

Each group has an Information Access Kit or factsheet advising members of the 

community how to make an administrative access application. If a person seeks 

information from more than one group, the kits generally advise applicants to apply to a 

different group, that is to make multiple applications within the one HHS.  

For example, PA and QEII advise in their Information Access Kits: 

To save time, it is recommended that you apply directly to the hospital 

and health service or facility within Metro South Health that you seek 

records. 

Metro South HHS advised that, instead of the local policies, it follows policy and 

guidelines Queensland Health published to assist HHS. Having two sets of policies and 

guidelines creates a risk that staff handling information requests do so inconsistently 

and applicants experience a different process and outcome. 

For the audited period (January to June 2023), the relevant documents are: 

 Health Information: Disclosure and Access Policy (HIDAP) 

 accompanying guidelines, the Health Information: Disclosure and Access 

Guidelines (HIDAG 2005). 

HIDAG 2005 is a document almost 20 years old. It is flawed and out of date. It relies on 

repealed legislation, the Freedom of Information Act 1992, for example to describe 

evidence of identity requirements for administrative access. It also omits current 

relevant legislation, the Hospital and Health Boards Act 2011 (Qld). It makes no 
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mention of modern methods of providing access to documents, for example by way of 

email or secure document transfer. 

In 2023, a number of HHS jointly funded an external consultant to update the 

guidelines, resulting in Information Disclosure and Access Guidelines For Queensland 

Hospital and Health Services, June 2023 (HIDAG 2023). 

Although relatively recent, HIDAG 2023 is also out of date and not fit for purpose for the 

reasons outlined below. While HIDAG 2023 was not in place for the review period, we 

assessed it as part of the audit. As drafted, HIDAG 2023 is not consistent with current 

legislative requirements for application handling. 

 

Issues with HIDAG 2023 

Under the RTI Act, administrative release is a discretionary process. Each 

agency can develop its own framework. Our view is that the framework for 

release should reflect the principles underpinning the RTI and IP Acts: 

 a pro-disclosure bias unless there is a good reason not to release the 

information7  

 information that is exempt or contrary to the public interest to release 

under RTI/IP is generally also refused under administrative release 

for consistency of service delivery and outcomes. 

HIDAG 2023 is not consistent with current legislative requirements for application 

handling.  

The requirements for evidence of applicant identity, third party identity and 

authorisation of agents differ: 

 formal applications under the current RTI Act and IP Act – require 

applicant identity, agent identity and agent authorisation  

 formal applications under the legislation updated by the Information 

Privacy and Other Legislation Amendment Act 2023 – require applicant 

identity and agent authorisation  

 requests to access medical records administratively under HIDAG 2023 

– require agent identity and agent authorisation.  

 
7  Note that under section 44(4) of the RTI Act and section 64(4) of the IP Act, an agency or Minister may give access 

to a document sought by an access application even if this Act provides that access to the document may be 
refused.  
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Issues with HIDAG 2023 

These differences could create confusion. The lack of a requirement for applicant 

identification under HIDAG 2023 is concerning given the potential for privacy 

breaches if a purported agent acts in bad faith.  

HIDAG 2023 relies on HIDAP for ‘Definitions’, ‘Scope’ and ‘Processing of 

applications’. HIDAP is also out of date. For example, it refers to the Freedom of 

Information Act 1992 which was superseded by the RTI Act and IP Act in 2009. HHS 

cannot apply the sections of HIDAP and HIDAG 2023 that refer to non-existent 

legislation. 

There will be more outdated aspects of HIDAG 2023 with the commencement in 

2025 of the Information Privacy and Other Legislation Amendment Act 2023, 

including about identity requirements.  

We assessed HIDAG 2023 against an Office of the Information Commissioner 

guideline – Administrative Release of Information.8 There are opportunities for 

improvement, for example, around describing how administrative access works with 

the privacy principles. 

HIDAG 2023 is not tailored for everyday use within an individual HHS. For example,  

it does not have: 

 prompts about scope 

 descriptions of requests that cannot be processed by way of administrative 

access 

 descriptions of areas that could be searched for responsive documents.  

While it has not developed HIDAG, Metro South HHS, like every government agency,  

is responsible for the policies and procedures it adopts. It needs to make sure that they 

are compliant, current, accurate and fit for purpose.  

Any HHS working to HIDAG 2023 should supplement it with information that is up to 

date, comprehensive and tailored for the agency.  

Metro South HHS has two projects under way to improve its policy and procedures 

framework:  

 a project updating all of its policies and procedures – with administrative access 

 
8 https://www.oic.qld.gov.au/guidelines/for-government/access-and-amendment/proactive-disclosure/administrative-

release-of-information.  
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to information as a subset, developing standardised policies, procedures and 

templates for administrative access across the HHS 

 replacing its case management system. 

Our practice is to conduct follow-up audits to assess whether agencies have 

implemented our recommendations and addressed the underlying issues. 

 

Recommendation 2 

The Information Commissioner recommends that Metro South Hospital and Health 

Service: 

within twelve months, settles its policy and procedures framework for administrative 

access to ensure it:  

 is consistent with the Right to Information Act 2009 

 promotes the use of administrative access ahead of formal access 

applications 

 focusses on cost-effective and timely service delivery in response to requests 

for information. 

 

Process 

We examined 20 files documenting administrative access requests for information to 

see how well Metro South HHS applied the relevant sections of HIDAG policies and 

procedures in practice. 

Given the significant flaws in HIDAP, HIDAG 2005 and HIDAG 2023, this 

assessment is against a lower standard of practice than we expect. 

Overall, its practices were reasonably in line with HIDAG. Metro South HHS provides 

administrative access to information for a substantial majority of requests for 

information. We found that Metro South HHS applied HIDAG fully (10 files), partially 

(two files) or technically (five files) on 17 files (85 percent), and did not apply it on two 

files. We could not assess one file because the file record is incomplete. 

For two files, we found that Metro South HHS did not apply the guideline: 

 there was no patient identification on the file 

 there was unexplained delay and other concerns about insufficient 

documentation on file. 
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Two files rate as partially consistent with the guideline where Metro South HHS 

correctly followed the procedure, but there were delays. Metro South HHS explained 

the issues as being due to a miscoding in the system, and pressure of work.  

We noted timeliness issues on three other files, where the response was in time, but 

would have been quicker if not for unexplained periods of inactivity. This means that 

there were six files with timeliness concerns: one that was not consistent with the 

guideline, two that were partially consistent with the guideline and three that were within 

the guideline’s timeframe but had unexplained delays. 

We apply an assessment of ‘technically correct’ to: 

 four files without patient identification where there was a legal representative. 

This is consistent with HIDAG requirements, but not with the legislative 

requirements for applications. HIDAG should align with the RTI Act and IP Act.  

 one file which was ‘technically correct’ for multiple reasons. For example, it did 

not have a record of parental authority other than a Medicare card. Metro South 

HHS said a healthcare professional’s opinion about parental authority was in the 

medical record. Assessment of the medical record is out of scope for this audit.  

The assessed files were difficult to review, and in some cases did not fully demonstrate 

consistency with HIDAG, because of missing information. For example, Metro South 

HHS does not always record whether it reviews medical records to check for sensitive 

information or the need for a healthcare decision before releasing information.  

Metro South HHS says its Information Access Unit (IAU) reviews medical records for 

sensitive information as standard practice: 

It is standard practice for MSH IAU’s to assess sensitive information prior 

to release and if appropriate involve the healthcare decision maker as 

required to support the assessment and decision-making process. 

A disciplined approach to documenting reviews of medical records would: 

 trigger consideration of the sensitivity of information 

 demonstrate Metro South HHS’s considerations on review  

 mitigate the risk of releasing sensitive information incorrectly.  
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Metro South HHS has uneven quality of service delivery: 

 people requesting information have to comply with different application 

requirements (certified identification for legal practitioners and a requirement to 

use the application form)  

 some applicants received personal, interactive attention that helped them to 

make their application successfully, and others did not. 

Metro South HHS acknowledges that its practices are not always consistent with the 

guideline, but states it adapts to the needs of the consumer: 

In regard to practice – MSH IAU’s will engage with consumers/applicants 

as necessary to support access to their records in line with HIDAG and 

legislative requirements with consideration of their individual 

circumstances – e.g. transport, technology, communication, financial 

barriers.  Occasionally this may result in some practice measures not 

being fully complete (e.g. application form/ varying ID verification), 

however is still deemed a valid application by the IAU and is in the best 

interests of the consumer. 

Metro South HHS is implementing two projects to improve service delivery. It is 

updating its case management system to improve timeliness, reporting to management 

and privacy risk management. Metro South HHS reports the case management 

commenced prior to the audit and is well under way.  

 

Recommendation 3 

The Information Commissioner recommends that Metro South Hospital and Health 

Service: 

within twelve months, progresses its projects aimed at standardising practices, to 

create: 

 a consistent, positive experience for people applying for medical records 

 good documentation of the administrative access process. 
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Promote administrative access 

For all agencies, administrative access 

arrangements should be an efficient 

alternative to formal access applications 

– quick, easy, cost-effective, thorough 

and a reliable pathway to information 

access. 

Note for all agencies 

Administrative access arrangements 

should be an efficient alternative to 

formal access applications. 

 

We considered the way in which Metro South HHS manages and promotes the 

administrative access function.  

Metro South HHS’s website is an example of an effective HHS-wide initiative. It has 

good promotion of administrative access arrangements to the community. 

Metro South HHS’s current approach to managing and monitoring the administrative 

access function is largely group-based.  

It does not have standardised, consistent training of its staff in administrative access. 

For example, it includes information about patient confidentiality in staff orientation, but 

not information about accessing medical records administratively. 

This creates uneven practices and service delivery to people engaging with different 

groups within the one HHS. 

 

Recommendation 4 

The Information Commissioner recommends that Metro South Hospital and Health 

Service: 

within twelve months, develops an approach to manage its administrative access 

function consistently across the hospital and health service, including monitoring 

progress and staff training. 

 

  

* 
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3 West Moreton Hospital and Health Service 

3.1 Introduction 

West Moreton HHS provides right to information services, including administrative 

access to medical records, largely through its central facility in Ipswich.  

Each year, West Moreton HHS finalises approximately 1 000 administrative access 

requests (67 percent) and 500 applications for information under the legislation (33 

percent). West Moreton HHS finalises about 10 percent of its formal access 

applications under the RTI Act and 90 percent under the IP Act. 

West Moreton HHS covers urban and rural areas, and two specialist areas for 

information management – mental health and prisons. 

3.2 Conclusion 

West Moreton HHS has a good, clear policy framework for administrative access to 

medical records and a reasonable approach in practice.  

This means that people can use administrative access to obtain medical records more 

quickly and easily than by way of applications. This is a good service outcome for 

applicants. 

Its key focus for improvement is to manage the function more actively to: 

 liaise with prison service to improve responses, particularly timeliness 

 work within the HHS to improve responsiveness from other teams 

 tighten up procedural rigour. 

West Moreton HHS is aware of the need to strengthen management of the function and 

has created a position to do so. 

3.3 Results 

Requests for information 

West Moreton HHS finalised 505 administrative access requests for information 

between January and June 2023, itemised by category in Figure 5. 
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Figure 5  

Administrative access requests finalised – January - June 2023 

Category of information request Number % 

Ipswich (including Boonah, Esk, Gatton, Laidley) 293 58% 

Prison health service 204 40% 

Mental health 8 2% 

Totals 505 100% 

Source: Data from West Moreton Hospital and Health Service, Analysis by the Office of the Information 

Commissioner, West Moreton HHS’ central Release of Information team handles almost all administrative 

access requests for rural hospitals. 

 

Two characteristics impact on timeframes for handling administrative access requests; 

whether the person requesting information is: 

 self-represented (slower) or legally represented (quicker) 

 in prison (slower) or a member of the general public (quicker). 

These characteristics overlap. Members of the public are more likely to have legal 

representation. 

Legally represented applicants tend to get a quicker response. In January to June 

2023, West Moreton HHS finalised 77 percent of legally represented administrative 

access requests within a week of receipt, compared to 58 percent of self-represented 

requests. 

Administrative access was significantly quicker than formal access applications on 

average. Figure 6 shows the timeframes for responding to administrative access 

requests and formal access applications by category of information. 
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Figure 6 

Timeframes for resolving different categories of information requests 

Source of request for 
information 

Time from receipt of request to its conclusion 

Same 
day 

Within 
a week 

Within 
a 

month 

1-3 
months 

3-6 
months 

Over 6 
months 

       

General Medical – Admin access 61% 34% 3% 1%   

Prison Health – Admin access 23% 7% 61% 8%   

Mental Health – Admin access 50% 38%  13%   

       

General Medical – Applications  1% 21% 22% 36% 19% 

Prison Health – Applications  1% 8% 19% 40% 33% 

Mental Health - Applications  2% 8% 12% 42% 36% 

Source: Data from West Moreton Hospital and Health Service, Analysis by the Office of the Information 

Commissioner, totals may be affected by rounding. 

 

West Moreton HHS took longer to handle prisoner requests (most resolved in a month) 

than requests from other types of individuals (most resolved same day). Factors 

affecting prisoner requests are: 

 protocols when communicating with people in custody 

 custodial corrections’ reliance on paper based records 

 the lower rate of legal representation for prisoners.  

West Moreton HHS advises it deals with some prison requests statewide depending on 

the prisoner’s custodial status: 

 If a prisoner is in custody, the HHS in the region of the prison facility is 

responsible for information requests and release. 

 If a prisoner is out of custody, West Moreton HHS is responsible for information 

requests and release statewide, regardless of where the prisoner resides or was 

last in custody.  

 West Moreton HHS is the custodian and holds responsibility for handling 

requests for all deceased prisoner health records. 

If a prisoner is no longer in custody, or is moved to a different facility, West Moreton 

HHS may not have a forwarding address. In that circumstance, West Moreton HHS 

would be unable to advise an applicant about their request for information. 
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West Moreton HHS said that administrative access is always preferred in the first 

instance where possible – however, there are issues that cause delays, such as 

consent that is needed to process requests under administrative access, particularly for 

prisoner requests.  

West Moreton HHS reports it is taking steps to improve timeliness of prisoner requests, 

such as reviewing the information resource for prisoners, training frontline staff and 

recruiting for a new management position that could explore and implement 

improvements. 

Other improvement opportunities for West Moreton HHS to consider are: 

 amending the Prisoner Information Kit to manage prisoner expectations about 

timeframes for responding to information requests 

 encouraging prisoners to inform West Moreton HHS of address changes, for 

example if they move institutions or are released 

 explaining extensions of time 

 asking prisoners making a formal access application if they would be happy to 

try administrative access first (West Moreton HHS would have to seek input 

from West Moreton HHS’s legal team on this) 

 undertaking proactive, management level conversations with Queensland 

Corrective Services to streamline or manage prisoner access to information. 

 

Recommendation 5 

The Information Commissioner recommends that West Moreton Hospital and Health 

Service: 

within twelve months, identifies and implements improvements to resolve requests 

for prisoner medical records in a timely way. 

 

Policy and procedure framework 

West Moreton HHS has three procedures guiding administrative access: 

 procedure – ‘Release of Information – Access and disclosure of Health 

Information’ 

 corresponding work instruction – ‘Release of Information – Processing a 

Request’ 
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 procedure for release of information for Prison Health Services – ‘MHSS - 

Prison Health Services, Health Information Access and Disclosure’. 

West Moreton HHS acknowledged the availability of the statewide Information 

Disclosure and Access Guidelines For Queensland Hospital and Health Services, June 

2023 (HIDAG). West Moreton HHS advised that it uses its own policy and procedures 

and does not rely on HIDAG. 

The procedure ‘Release of Information – Access and disclosure of Health Information’ 

is a comprehensive document of 17 pages, describing West Moreton HHS’s overall 

approach, reason for the procedure and details of how West Moreton HHS’s should 

implement the procedure. 

We assessed the procedure and work instruction against the Office to the Information 

Commissioner’s Guideline ‘Administrative Release of Information’ (OIC Guideline). 

West Moreton HHS includes most of the items from the OIC Guideline in its procedure. 

It goes some way toward addressing items not included explicitly: 

 the privacy principles – the procedure mentions privacy and deals with it 

appropriately but does not explicitly address the privacy principles (we identified 

two items in the OIC Guideline about the privacy principles – general 

compliance with the privacy principles, and specific consideration of collection of 

personal information) 

 information security considerations – West Moreton HHS’s procedure does not 

mention this 

 authorisation by the Chief Executive – the Chief Finance Officer authorised the 

procedure. This is a senior role. However, authorisation by the Chief Executive 

ensures the Chief Executive is aware of the function, which supports them to 

provide leadership about a pro-disclosure culture. 

West Moreton HHS’s administrative access procedure is comprehensive, clear and 

useful. It covers most of the items OIC recommends in an administrative access 

framework. There are opportunities for improvement – including mention of the privacy 

principles and information security and having the procedure authorised by the Chief 

Executive Officer. 
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Recommendation 6 

The Information Commissioner recommends that West Moreton Hospital and Health 

Service: 

within twelve months, reviews and updates its administrative access policy and 

procedures. 

 

Process 

We examined 19 files documenting administrative access requests for information 

finalised between January and June 2023. We wanted to see how well West Moreton 

HHS applied its policies and procedures in practice.9 

Overall the practices were reasonable. West Moreton HHS follows its policies and 

procedures, and treats client service with priority. 

We found that West Moreton HHS applied its procedures fully or partially on 15 files (79 

percent), and did not apply it on three files (16 percent). We could not assess one file 

because the file record was incomplete. 

The average time for resolving these administrative access files was 26 calendar days, 

which is reasonable. There were three exceptions relating to prisoner records: 

 a file where a doctor did not respond to a request for information for seven 

weeks, leading to the incorrect resolution of the file and inaccurate advice being 

provided to the applicant 

 two files where information was released to a third party where the third party’s 

identification and authority to act were either: 

o not established in accordance with procedure, or 

o not documented on file. 

Six files did not contain all the records we expected to see. This means they were 

difficult to review. For example, the HHS might have had phone conversations with 

applicants but did not make a record of these, or satisfied identification requirements 

but did not keep a copy of the certified identification.  

We noted that the staff regularly use the database to make file notes. However, the files 

did not always have documentary evidence to back up these notes. A key 

 
9 We selected 20 files, but discovered that one of the selected files was a shell that duplicated another selected file. This 

means we assessed 19 files. 
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record-keeping concern is that line managers would not have sufficient evidence on the 

files to review on-the-ground practices. 

Three files were partially consistent with policy: 

 the policy requires certified identification of legal representatives, although this 

is unlikely to continue to be a requirement when the Information Privacy and 

Other Legislation Amendment Act 2023 comes into effect. One file did not 

include this identification. Other aspects were handled in accordance with 

policy. 

 two files were handled reasonably well in terms of the application of policy and 

the outcome, but the records were incomplete and the requests could have 

been handled in better time. 

West Moreton HHS relies on staff to seek advice or assistance as needed, and reports 

that this is a daily occurrence. The assessed files do not document these discussions. 

They do not contain tools, such as a checklist, that would assist a person to decide 

whether to consult IAU or escalate an issue to management. 

Line management should be aware of staff supervision requirements and proactively 

guide and support staff. There is no evidence on the assessed files of line management 

reviewing the team’s work. West Moreton HHS agreed and said: 

As noted in the issues paper, West Moreton Health in the final stages of 

implementation of a Business Case for Change in the Health Information 

Management Services which aims to build depth to our structure through 

an efficient and productive operating model - improving workflows, 

processes and productivity of all staff, and effective layers of 

management. 

West Moreton HHS advises that it is aware of the need to provide more guidance, 

mentoring and supervision. It is in the process of filling a new managerial position, 

which will be responsible for managerial guidance and supervision, liaison within the 

HHS, external liaison, monitoring administrative access arrangements and training 

staff. 

West Moreton HHS liaises regularly with Queensland Corrective Services on a case by 

case basis, but not at a program level to discuss general strategies to streamline the 

processes. This is the sort of activity that a dedicated manager could undertake. 

 



 

Office of the Information Commissioner  
Report No. 2 to the Queensland Legislative Assembly for 2024-25  30 

 

Recommendation 7 

The Information Commissioner recommends that West Moreton Hospital and Health 

Service: 

within twelve months, resources active leadership, management and guidance of its 

administrative access function, including internal and external liaison needed to 

streamline access to information. 

 

Promote administrative access 

For all agencies, administrative access 

arrangements should be part of everyday 

business operations – approved by the 

chief executive, understood across the 

agency, well-managed, monitored to 

maintain utility, seamlessly integrated into 

the suite of information management 

services, and promoted to the community. 

Note for all agencies 

 

Administrative access arrangements 

should be part of everyday business 

operations. 

 

West Moreton HHS uses its website to promote administrative access to medical 

records. There are two pathways on the website. The pathway through the body of the 

website is clear and helpful. The second pathway through the global footer leads to 

generic Queensland Health information, which could cause confusion or direct readers 

to an application process ahead of administrative access. 

 

Recommendation 8 

The Information Commissioner recommends that West Moreton Hospital and Health 

Service: 

within twelve months, reviews and updates its website to create one clear pathway to 

information to inform requesters about administrative access to medical records. 

 

* 
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4 Appendices 
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4.1 Appendix 1 – Metro South HHS response and action plan 

 

  

Office of tl'lll Chier E:,c,i,cu1I ... 

nqulrlea lo: 

Em~il 

Our Ref
Oa.· , 

Ms ra<ll!o/Smlth 
S..nlor □Ired.or HlMS 
t.11<lra SBJ 1-1 · 
T1'"""'1'.Smil1'8~1eaHh.qld.gm,.3U 

K-0=24l'125B 
4 Fet<ruary :1.025 

Ms Sandra rllilidrich 
Director 
Audit and Eva!uetiorn 
PO Box 10143, Adelaide Slreet 
Brisbane QLD 400 

By email: Sandra.lleidrich@oic.qld.gov.au 

Dear Ms Heldrf:ch 

Qm~!"n,;l.i,11<1 
Go.,.~rnm·n1 

Metro South 
Health 

Audit. condtic,ted under section 1311 of th.e Right to Information Act 200!1 (Qld) -
Adm,inistrative Access to Medical Records 

I write in response lO lhe audit 'Administrative aooe-ss to medical teoord-s' prepared urnder secUon 
131 of the Right to lnformBtion Act 2009 (OLD). 

As requested, i,lease find attached the oompteted Metro South Hea'llh(MSH) Action Filan detaili,rig 
0L1r response rega rding lhe recommendations and findings from the Report. 

Metro South Health would also like to acknowledge the work initiated across the I nformatio:n 
AccfilSs Units (iAUs) p.nlar to and through.out lhe OIC Audit addressiog the recommliJfldalions, and 
to date the following actions have boon completed; 

• Successful' Implementation of a new information system (CMS~ in.to all MS H IALJs I ri 
November 2024 lo standardised warldlows, practices, documents, and lemp!ales; 

• Standard isation of all ti menam@s torr@lease m@ch.an:isms across MSH as - 1 I as rnqu@-sl 
aciioris and re:porting, fu nctions with lihe implemen tation of tile new IT system; 

• Implementation of a new IAU resource page, Including Business Rules, Business 
Contin:uily Plan, End User Train ng Resources, Power User Guides and instructions; 

• lmpleme111ation of multi-fadltty application and trallsferring applic:atlon Quick Referenoe 
Guid:es: 

• Introduction or a shared 'Support pag!l for intra-te;;i m discussions and support for business 
::md technical support. 

• lnltiated a Structural Governance and Workload Review 

Yours sincerely 

"'9/J 1'9<>fd., .... , .. 
CIkU1n&t 

°'"'' ~ i IJl2ll• IRle,tt 
t l"°'I' 

Ms NoeUe Cridland 
Chief Execulive 
Metro South Hosp al and Health Service 
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SENSfflVIE 

.Action Plan- Metro South Hospital and Health Service (Metro South HiHS) 

Recommendauoo Metro Soulh HHS raspoos.e and prop,osed acuoo 

Th.> lnform;a!,on Commissioner rec-.ommende, 1i1.at Metro Sowlh HHS w1tb1n 12 rnorilhs 

Recommendation 1 

reviews the Princess Ale;,:andra 

Hospital's practices and 

implements any necessaty 

improvements to ensure: 

• formal access appl1cations are 

ur.ed as a. last resort for 

people seeking access to their 

personal medical records 

• the hospital's admlnislTative 

,response to requests for 

medical records is timely arnd 

efficient_ 

Rec@mmo,ndation .2 

siettles its policy and procedure 

framework for admin istrative 

access to ensure it 

• is oons.islent wilh lhe ~ht to 

Information Act 2009 

• promotes l!he use of 

adm[ istratlve access ahead 

offomial access applicalions 

• focusses on cosl-effeclwe 

and limely servi:re dlillivery in 

Rosponse: MSH wi ll action thls recomm!mdatlon 

Pmposed management acUon: 

Development of k!cal MSH procedures for int&r:nal 

mana,s,o menl of appli.ca~ons and wor.kflows. 

Benchmarking ol doclsiort-maklng processes and 

d!l'Yeloprnenl or supporllllg, documeritarlon to assist with 

application mar1a9emeflt 

Nominated owner: Seftior Dfrectpr, Health l.nformation 

MaMjJemenl Serw:e MSH 

N:oml111ated comp'le!lo:n date: Jan 2026 

Rm:ponsa: MSH \I/i ll action this recommendation 

Proposed management action: 

Complete MSH wide Ptoceaures a:nd faelmy work 

instructions. 

Devr.loi,men~ of standardised IAU worik jnslructlon:s for 

ai:lminislralive ac=s applica~o11s includirig, ap;J:Xilcatlon 

mima~ement decision making; prooesses and ~mefrarne 

mana9ement ac:ross MSH 

Nomina~ed owl'ler: Seriior Dfrecfur. Health Information 

Mana11e:ment Service MSH 

SENSfflVE 
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SENSITIVE 

Recommend:rnoo Metro Soulll HHS respoose and proposed ~!loo 

The lnfolTll.JllO() Comml§Ioner recommends that Metro Sou1tJ HHS within 12 months 

rBSpons1:t to rllq uests fQr 

infom1ation. 

Recommendation J 

progresses i!s p roj.ads aimed at 

standamistng practices, to 

orea,te; 

• a oonsJstenl, pos1t1ve 

experience for people 

app'lyi ng for medrcal records 

• good documentation of lhe 

admin istrative aooess 

process. 

R.esponse: MSH will action tt\is recommendalion 

Proposed management action: 

Oorn,pl&le MSH wide P tGCBt'illl.lrQS and fadlic~ wolill 

lns1ruciions 

~el□iiment or joc,,al MSH procedures rgr lnl~m•ial 

management of apphcallons a:nd workflows 

N:ominat9d owntir: S&ttlor DI ecmr, HQ:alth l_nfotmatlon 

Marn1gement Setvfce MSH 

Nomlnatod compfo,tlon dc:ito: Jan 2026 

SENSITIVE 
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SENSfflVE 

RecommendaalI00 Metro S□ulh HHS resp<J11se and pmJ>Osed ~t1<Jt1 
----------------------------------------

n,a lnfonnallon Cormrnss,omir recommends U1at Matro Soulh ~IHS w1thIn 12 monlr.s 

Recommendation 4 

develops a11 approach to m.,mag El 

its admlnlstrallve access function 

oonsistently across the ho5pital 

and health service, Including 

monitoring progras.s and st.iff 

tn,1iniog. 

Response: MSH \'/i ll action lllis recommendation 

Pro)llosed mam1geme1n act.ion: 

Developmer11t of slandardised IAU work aist ructioflS for 

tidmini~lmlive ~=~ appl!l.!!ijons i!ll.l•iding, appfi,;;alion 

maoogemenl , decision maf<:ing piroce-sses and 

timeframe m1magemerit across MSH 

Creaticn of lrair1ing in regards to IAU processes and IT 

syslem arid reportlng tools to monitor perlormance 3Tld 

s1,pport stmf 

N:omin11ted owner; Senitir Directer, He'alth Information 

Martagemenl Servi,;;e MSH 

Nominated comp:letio:n date: Jan 2026 

SENSliTIVE 
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SENSITIVE 

Recommend,mOfl Metro Soulh HHS respoo&e- ~nd proposed oct10<1 

Thi!! Into, mahor, Cornrnlss1011er , 0CCK11monds 1i1at all ag a ric:I ;is ~ubjecl lo !he RJg/it to ln/o,maMn 

Act 200fJ ,ind 1ne ln(ormalion Prw.:-rcy Act 2000. 

Recommendation 91 

ensure U'ie,r admfnistratlve 

access arrangemanti.: 

• a re well designed 

• are supported by an effective 

toolkit 

• provide an efficient al ternative 

to fOIT11al access aP:plica.tions 

■ am part of everyday business 

operations. 

Propo:;,ed mlilnagement aclion: 

D.lvelopmsnt of s1anclard1Sed IAIJ \vork Instructions for 

aclmlnlstra~v.e access applications iocluding, a:i,,Pllca1ior1 

mall31Je menl, decision maltir1g prnoosses and 

timeframe management across MSH 

Dwelopmsnt of local MSH procedures for lntemal 

mallajJ;e:ment of i,pplicailons and workflows 

N'omlrmled owner: Senior Director. Health Information 

Mana,g.emenl Service MSH 

Nomlnalod co:mplctlon date: Jan 2026 

SENSfflVE 
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4.2 Appendix 2 – West Moreton HHS response and action plan 

 

 

  

4 February 2025 

Joanne Kummrow 
Information Commissioner, 

Office of the Information Comm ssloner 
Level 11, 53 Albert Sweet, Brls:bane QLD 4000 
By 1m1.afl: audll@oic .gld .gov.au 

Dear Joanne, 

Enqu tics. Lo : 

Telepho'na: 
OVr ra 

omcc Ol lhc Chlc'l EJu:cui.r.c 

(07) 34.47 2999 
l.1D09?.43!f23 

Re.: Audit Conducted Under Secti on 131 of the Right to lnformatio.11 A.ct 200!1 ,Qld) ·
Admi nis1rative A.{lcess t.o Medical Reoords 

I writ@ to acknowledge recBipt of the aud'it report tltled 'Ac!minislralivr;: Access to Medka1 
Records' prepared under section 131 of lhe Righl to lnrormalkm Act 2009 (Old). We 
appredale the lhoroughness and diligence wllh which your office has oonducted this audit 

We h.ava revir:iw!ld N'!B report and am plooi,ed lo aocopt tti0 f)roposed n;iport af'!d all lt!;e 
recommenda,tions ouUi ru;id therein. enclosed with this tatter, pleasi;: find our Audit Action 
Plan, which details the actions our hcspltal and hea!lh seIVice will rakce ,or has already taken 
in response lo each rerornmendation. 

We undtnstand ltle importance of maintaining the co11fidentrality of the proposed report until 
il is ta!iled In Parl lament We have ensured that all relevl!Ilt comments and aGtions are 
documented in the attached table. 

We look rnrward to the tabling of lt\s final mport in IIJm Queensland Legis:lativ~ Assembly. 
Should you requi:re any runher information , please do not hesitati;: to please contact 
Brsonie Doyle on 07 3497 3434 (option 2~ or Broonie.D□yle@hea lth .gld .g□v .au. 

Th.ink you for your attention to ih is matter. 

Hannah Bloch 
Health Service Chi.ef Executive 
West Mo:reton Hospital and Health Servke 

AU~cl100: WMH OIC Artlon Plar1 

A.cldrl>B'S Poeotal oddre<!ia 
L....., 4 HEl)llle<I CE<1tr;, l"O 80.x tl 
37 S<Kllb Steel fp,.·Nlcli C,LD 4W6 
lp~••im QLD 4305 P'ho"o, (07) 3111D 11 1 

mo,w ....... tmomt.<10 h"i!i . qi~ 9!1V ~~ 
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Action Plan -West Moreton Hospital and Heam, Service 

Recommendall0<1 Wes! Moretmi l-los;p,tal and Health Servire s 
response ar.d propo~ed action 

rhe Information Comm1ssmner recommend5 r.11at West Mo,eton Hospital and HeaJ!h 

Ser111ce . w1thm 12 months 

Recommendation 5 

idenlifies and implflrnenls 

impro.vsments to rl!lsolve 

r~q1msts for prisone r m0dical 

records in a timely way. 

R.ecommendatlcn 6, 

r!!Vil\!WS and updates i~ 

adm inistralivfl access pO'lfcy and 

prooedures. 

R&spo.nse: 

West. Mol'fflon HlflS aCCll!pt 11'1..: reoommendation ;ind 

ac;k11owl.ed9e lhal tomp~ralioo:s with !llatewid0 pBpet 

m9dlc.:il ec:ord and laok of ,..[:slblllly of prlsooer 

movements c:.an freq,u.&11tly mp.act ti'La limallness ol 

response to reques•is for pnsooer medical reco,ds. 

Propos.Gd managamern action: 

Engagi, with queensla:nd CorrnctiYe Servloos ancl the 

Offica of P soner H!!allh and WeUb Ing to ,c1&velop 

v/OJkflo\\l'S that navigate and facllllale communication 

pathways for prtSOllflrS tllal rb (jU.<lSI th..lr ,rn;id~I 

lnlcrmatlon. 

lmp'li,rnetrtati□n or the Prisoner ereclfOitic Medical 

RIM:ord (PeMRl will also assist v,ith more timely ac:c:ess 

to d lgital recorils for rete ase. 

Nominated owner: 

Dlredo , Haallh lnrorrnaoo:n Management Service 

N ominatod comp.JQflon deartll: 

30/11/202'5 

R~ponse: 

Wasl Mare'loii HHS EIGOB,Pt lhis reoc,rnmendsb□rt . 

RO\llew of all access and disclosuri, procedures are due 

In 20.25. W th reocent busl:ne,ss case far change there ts a 

nee-rl to amalgamate work lnstruciioos and process 

acro.ss a I strnams choo ROI ta.am (M&n.ta! He,alth. 

Prisons, Ipswich, and Community) 

Pro!)OS<td l!'la11agem1111t actlon: 

Procedures to be r""'fewed and arrteflded in llnewlth ihe 

H IDAG, an.d ttle rec.ommendatJcns and suggestrlons tn 

this report o a~gn w~h best practice. 
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Wesl Moreton Hos:p,t;d aml HBallh Se1v1c:e s 
RecommendatJoo 

r%pon,;e A r>d woposed r,,ct1011 

-------------------------------------
TI 1 e lnformat1on Comm1ss1ooer recommends lilat West Moreton Hospital and Health 
Service, v.'ithm 12 months 

Recomn,endation 1 

resources aclive leadership, 

management and guidance of the 

admlnlstralive access function, 

including Internal and external 

liaison needed lo straamnne 

access to information. 

Nominated owmw; 

Deputy Direct01. l-fea lth lnfom1alinn, Management 

Nominated c0mpfe'li1m d~te: 

30/08/2,025 

ResponH : 

West Moreton HHS accept !his recommendation and 

rmte that a new line ,manager position was est ablished 

in recenl b1.1Silie~i; case for change in Heallh Information 

Management Servtces , 

Rnal~e recruitment aml onboafd new Mmlager. 

Rella'iiJ5e of lnforrnalklrl , This p,o;,:;iUC111 will pf"Ollide c!Q~e, 

mim&llemenl and dlrectron to lhe ROI team. To read 1he 

team through any chm1ges, to process tt-.at may be 

req1Jired Followin,g aclion ftem for recommern:Jaijon 6. 

Nominated owner. 

Director, Healttl lnfonmalion, Managemeril Service 

Nominated eompl&tion d1ate: 

31/05/2025 
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Reoommendai ,oo West Moreton 11osp1tal aM Health Serv1c€ s 
response and proposed acllori 

The! Information Comm1ssioncr mcomme·nds Iha! West Moreton Hospital and Heallh 

Service. w1thm 12 months 

Recommendation 8 

11eviews and updates its website 

10 create one olear ,pathway to 

informa!ion to inform requ.~sters 

about adminislrative access to 

medical records. 

R.ecommendatlon 9· 

all agencies subject to the RigfrJ 

to rnformation Act 2009 and the 

fn f011Tiatfon P'ftvacy Act 2009 

ensure lheir administrative, 

access arrang.emenls: 

• a11e well deslgnedl 

• are supported by an 

effective tooJk, 

• provrde ari effictent 

altemalive t.o formal 

accei,s app lications 

• are :part of eveiyday 

business opera!ions. 

lt&&po.nsa: 

West More1oo HHS accept this reoommenda1ion no ·ng 

r;,1,1r recefil tly fl;!le;!JJ1ch l;!d w:tem.il web~i te, 

lmproveme11la1 were made in the navigalion tor p;a1ienls 

.seekilng lr•1ranmaliot1, a ri haw la request ,th err records . .C. 11 

C,;Jfllaci pomt:51 oow aocmately reflecl WMH teams for 

11 sl cool.act Wh!!fl requesting patlenl lnlorm.atlon. 

Th s recommaridalion .has been con11ple,ted. 

Dlrec;t()r, l-laallh l11lbnm,;illon. Ma11age!l'lr,ml Service 

Response: 

W"'~• M1:1ret<>~ HHS i1C9'l.f>t lhlli ~om !Tllln<l111lon no r>g 

the, report ooUlnes lhal West IMornton HHS has a good, 

~.ar policy !rarr"IE>w<lrk far :.ui111inist.raNve aaces!a lo 

me,;li~ I re,cOfd!;! and !l1 re~□M.l:rle ,!llpproc1cti in pm,;; ·ce . 

Propos.ed management actf.on,: 

Proce-dures Slld work insiruclions wm be updaled as per 

propased manag<1rnan! acllan for rec:omm"ndalioo 6. 

Througho!-lt bhi~ pr'OC!;!5S \~e wil I eni~ure lhese chan9ea 

adhara• lo ll"lese pnnciphi;;. 

Noml1:1ated owner: 

Director, l-leallh tnlorm.alion M,inagement Setvloe 

Nomlnat-e-d co·mpletlon d:ate; 

31)/06/20"25 



 

 

 

 

 

 




