
Hope House Privacy policy. 

Hope House. (“the Charity”) acknowledges and respects every individual’s legal right to 
privacy. The Charity acknowledge that information held regarding an individual is very 
sensitive and thus, it aims to ensure that any information held is secure and kept 
confidential. This policy contains the steps taken by the Charity relating to the collection, 
holding, use and disclosure of personal and sensitive information relating to a person and/or 
their parent or guardian as is required by the Law pursuant to the Privacy Amendment 
(Enhancing Privacy Protection) Act 2013 (Cth). 

The Charity is bound by the Australian Privacy Principles of the Privacy Act 1988 (Cth). Its 
obligations are set out in full in the aforementioned Act which can be accessed via the 
Privacy Commissioner’s website at www.oaic.gov.au. 

Scope 

This policy applies to all employees, volunteers, contractors and members who are engaged 
in any activity in connection to the Charity. It is the responsibility of every person to ensure 
that they comply with this policy. If anyone is unsure of their obligations under this policy 
they are requested to contact the Secretary at hopehouse@storecity.com.au .  

1.       Definitions 

1.1    In this policy 

consent is a voluntary and informed agreement by a person to something being done by the 
Charity. Where the Charity considers that an individual is unable to provide consent, the 
Charity will ask the individual’s parent or guardian to provide the consent. 

direct marketing is the promotion of the Charity’s fundraising efforts, training, support 
programs and other related activities. 

person refers to any person whose information has been obtained by the Charity and may 
include a person’s parent or guardian. 

personal information is information or opinions about a person who can reasonably be 
identified, regardless of whether the information or opinion is recorded or true. Personal 
information collected by the Charity includes contract details, qualifications, personal 
history, financial information or information regarding complaints made by a person and 
may include sensitive information. 

primary purpose refers to activities that the Charity takes part in for which the Charity 
collects information, examples of which include: 

• providing services for the community, especially for disabled and/or 
underprivileged people or other related activities; 

• interviewing, examining, positioning and engaging with the Charity volunteers; 



• examining, explaining and distributing information regarding any new Acts of Law 
or relevant regulations; 

• providing or updating training and employment services; 

• connecting and engaging with members and supporters; 

• conducting assessments and reference checks of any person connected to or 
receiving assistance from the Charity; 

• obtaining donations; 

• collecting personal information or images from the Charities archives and/or 
publications; 

• provisions for health services; and 

• sharing information with any other charity to further the work of the Charity and 
assist those most vulnerable. 

secondary purpose is a purpose related to the primary purpose when concerning personal 
information. Regarding sensitive information, a secondary purpose is a purpose which is 
directly related to the primary purpose. 

sensitive information is information regarding an adult, child, parent or guardian relating to 
personal information, including information the Charity may collect such as information on 
racial or ethnic origin, religious beliefs, membership of any associations, criminal history or 
health and may include personal information. 

2.       Collection of Personal Information 

2.1 The Charity operates on a diverse framework and because of this it collects personal and 
sensitive information from people for many different purposes. 

2.2 Personal information is only collected when the information is reasonably necessary or 
is seen to be directly related to one or more of the charities functions or the activities it 
engages in. Further, the Charity will only collect personal information by lawful and fair 
means. 

2.3 At the time of collection or as soon as is practicable thereafter the Charity will notify or 
make sure the person is aware of the Charity’s identity, contact details, the purpose for 
which the information was collected, any consequences of not providing the information, 
how the information may be accessed and corrected and organisations that the Charity 
usually discloses information with. 

2.4 If the Charity collects information about a person from a third party, it will take 
reasonable steps to ensure that the person is or has been made aware of this and will 
comply with the requirements mentioned in paragraph 1.3. 

2.5 If the Charity receives personal information, it will decide, within a reasonable period of 
time, whether the information could have been lawfully collected by the Charity itself, if so, 
the Charity will ensure that it complies with the requirements in paragraph 1.3. If the 



Charity concludes that this information could not have been obtained by the Charity 
lawfully, the Charity, providing it is lawful and reasonable to do so, will destroy the 
information. This is providing the information is not required to be kept under an Act of Law 
or other regulation. 

2.6 The Charity will not collect sensitive information about a person unless they have 
consented to the collection of such information and the information is required by the 
Charity to conduct one or more of its functions or activities or if the collection is authorised 
under an Act of Law or other regulation. 

3.       Use 

3.1    The Charity may use personal information collected from a person for a primary 
purpose notified to that person. 

3.2    If the information is of a sensitive nature, then the Charity will only use the 
information for a primary purpose or a directly related purpose that a person has consented 
to. 

3.3    The Charity may sometimes use or disclose personal information about a person for a 
secondary purpose. Personal information may only be disclosed for a secondary purpose in 
very limited circumstances. The Charity, when reasonable, will seek consent from the 
person in question before using their personal information for a secondary purpose. 

3.4    Information for a secondary purpose may be used by the Charity in circumstances 
where a person has consented to the use or disclosure or where a person would reasonably 
expect for the information to be disclosed. The latter relates to circumstances where the 
information is or is not sensitive and is directly related to a primary purpose or when the 
disclosure of information is required under an Act of Law or other regulation. 

4.       Marketing 

4.1    The Charity may only use personal information of a person for direct marketing where 
an exception applies under the Law. Where the Charity is permitted to use or disclose 
personal information for direct marketing it will allow the person to “opt out” and will 
respect the persons request to do so. 

4.3    Personal information, other than sensitive information, regarding a person, obtained 
directly or indirectly, may be used for direct marketing if it was collected by the Charity and 
the person would reasonably expect for the information to be used or disclosed for direct 
marketing. The Charity will provide an option allowing the person not to receive direct 
marketing communications from the Charity. Where a person opts not to receive direct 
marketing communications from the Charity, the Charity will do all that is reasonable to 
accommodate the request. 

4.4    In circumstances where personal information is used or disclosed for direct marketing 
purposes, a person may ask the Charity to stop sending marketing communications to them. 
The Charity will attempt to accommodate the request, to the best of its ability, within 14 



days of receiving such a request. The same will apply in circumstances where personal 
information is used to facilitate direct marketing by other organisations on behalf of the 
Charity. 

4.5    A person may request details of where their personal information was obtained from 
and the Charity will endeavour to accommodate such a request within 14 days of receipt, 
unless it is impracticable or unreasonable to do so. 

5.       Information Quality 

5.1    The Charity will take all reasonable steps to ensure that the personal information being 
held or collected is accurate, relevant, complete and up to date, having regard to the 
purposes of the use or disclosure of the personal information that is collected. 

6.       Security and Handling 

6.1    The Charity will take all reasonable steps to protect the personal information it holds 
from misuse, interference, loss, unauthorised access, modification or disclosure. 

6.2    Data handling practices are reviewed regularly. 

6.3    All sensitive information, as well as client management records are stored separately 
and shared among employees on a need-to-know basis. 

6.4    Training is constantly reviewed to ensure strict compliance with this policy. 

6.5    The Charity will take all reasonable steps to destroy or permanently de-identify 
personal information regarding a person when it concludes that the information is no longer 
required for any purpose for which it is able to be used or disclosed and where there is no 
Act of Law or other regulation which requires the Charity to keep the information. 

7.       Access 

7.1    If the Charity receives a request to access personal information by the person whose 
information is being held, the Charity will provide access to the information unless the 
following exceptions apply: 

7.1.1    that access would pose a serious security threat to an individual or a group of 
people; 

7.1.2    where access would impact on the privacy of others; 

7.1.3    where the request is frivolous or vexatious; 

7.1.4    where the information relates to anticipated or existing proceedings between the 
Charity and the person and the information would not be provided during the process of 
discovery to them; 



7.1.5    where providing access would jeopardise the Charity’s intention to negotiate with 
the person; 

7.1.6    where providing access would be unlawful, or is denied by a court/ tribunal order; 

7.1.7    where providing access would divulge commercially sensitive information; or 

7.1.8    where providing access would prejudice the Charity from enforcing action against a 
person who is engaging in an unlawful activity or any type of  misconduct 

7.2    The Charity will respond to a request for access of personal information within a 
reasonable period of time after receipt of the request and will attempt to provide the 
information in the manner that has been requested, unless it is unreasonable or 
impracticable to do so. 

7.3    The Charity may charge the person an appropriate fee for giving access to personal 
information. 

7.4    Where the Charity refuses to give information due to the reasons referred to in 
paragraph 7.1 or where the information cannot be provided in the manner requested, the 
Charity will give the person written notice regarding the refusal. The Charity will ensure that 
the notice complies with regulations and the Law and includes information about how a 
person can complain about the refusal. 

8.       Updating Information 

8.1    A person can request the Charity to update personal information being held. The 
Charity will attempt to update its records within a reasonable period of time and will 
attempt to ensure that the information being held is accurate, complete and relevant. The 
same will be done where the Charity finds that information it is holding on a person is 
inaccurate, incomplete or irrelevant. 

8.2    If the Charity refuses to correct personal information when it is requested to do so, it 
will provide the person who made the request with a written notice about the refusal which 
complies with regulations and the Law and includes information about how a person can 
complain about the refusal. 

8.3    Where the Charity has disclosed personal information under an Act of Law or other 
regulation, a person can request the Charity to notify the appropriate departments of the 
corrections being made to their personal information. The Charity will take all reasonable 
steps to update the relevant departments unless it is impracticable or unlawful to do so. 

8.4    A person may request that a statement is provided by the Charity highlighting that 
certain information is inaccurate, irrelevant or incomplete. The Charity will answer the 
request within a reasonable amount of time and will take reasonable steps to ensure that 
the statement is able to be seen by the person making the request. 

9.       Complaints 



9.1    The Charity will consider all complaints made regarding a decision by the Charity to 
refuse access to personal information requested by a person or a decision not to correct a 
person’s personal information. 

9.2    The Charity will respond in a reasonable amount of time after receipt of the complaint. 
The response to the complaint is not appealable. 

9.3    A person may make a complaint about how the Charity handles their personal 
information to the Office of the Australian Information Commissioner and may access 
further information regarding this on the following 
website: http://www.oaic.gov.au/privacy/privacy-complaints. 

10.      Transparent Management of Information 

10.1    This policy will be publicly available on the Charity website 
at www.hopehouse.au and reasonable steps will be taken to provide a copy of this policy 
upon request. 

10.2    Any request, enquiry or complaint regarding this policy, or in connection to obtaining 
personal information should be directed to the Charity as follows: 

Name:       Hope House Queensland  
Address:   21/156 Alexandra Parade, Alexandra Headland 4560 AUSTRALIA 
Email:       hopehouse@storecity.com.au  

10.3    When requested, the Charity will take reasonable steps to inform the person about 
the type of personal information that is being held, the purposes for which this information 
is held and how the information is held, used or disclosed. 

10.4    The Charity has procedures in place to ensure that it complies with an Act of Law or 
other regulations. A person may contact the Charity with questions or complaints regarding 
the Charity’s compliance with the Law. 

11.      Review 

11.1    The Charity will ensure that this policy is renewed annually and will reflect any 
changes in the Law. 

 
DISCLAIMER  
 

All content of this website is owned by Hope House, unless directly attributed to another party. 

Use of website materials 

Use of the material on this website for educational purposes is encouraged. Hope House gives 
permission for articles, illustrations and other materials to be reproduced for educational 



purposes or personal use, provided the information is not changed, and that the source is 
acknowledged appropriately. Use of material on this website for purposes other than 
educational or personal use must have prior authorisation from Hope House. 

External links 

While this website contains links to other websites, Hope House is not responsible for the 
privacy practices or the content of those websites. Hope House has no knowledge if cookies or 
other tracking devices are used on linked websites. 

Our logo 

Hope House logos and associated brands must not be downloaded, copied and or used for any 
purpose without the expressed permission from Hope House. 

Refund Policy 

Should an error be made in the amount of any donation, the donor has 60 days in which to 
notify Hope House of the error. All requests for refunds must be made in writing and directed by 
email to hopehouse@storecity.com.au. The request should have the details of the initial 
donation including the date, amount, name of the donor, the tax invoice number and the nature 
of the error. 

Any tax invoice issued for the incorrect amount immediately becomes void and invalid, and a 
new tax invoice will be issued for the corrected donation. 

Of course, should an error be made by Hope House or its financial institution(s), full refunds will 
be made immediately upon notification of the error and all costs borne Hope House. 

Please note: refunds of the amount pledged to be donated will not automatically be made 
simply because you have changed your mind. It is for this reason that we ask that you make your 
choice to donate carefully.  Hope House is under no obligation to give a refund if an error has 
been made on your part but will ensure that any genuine errors (such as to the amount 
donated) are rectified. Hope House, which is a non-profit organisation, reserves the right to 
deduct any bank or transaction charges for any refund processed onto the donor. Should an 
error be detected and a request for refund be made after 60 days have expired, Hope House 
regrets that it is unable to refund any monies. 

Contact 

Please contact Hope House for any further information that you may require about using 
content from this website. 

Email – hopehouse@storecity.com.au  

 


