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Purpose

This document outlines the process for completing the section 25 notice. The section 25
notice will be included in the Request for Information package that is issued through case
manager.

Operational Policy Overview

Section 25 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018
(the Act) requires the Scheme to request information from a participating institution in
relation to an application.

Under section 25(1) of the Act, if an application for redress either:

- ldentifies a particular institution as being involved in the abuse of a person; or
- There are reasonable grounds to believe that a participating institution may be
responsible for the abuse of a person,;

Then the delegate of the Operator must issue a request for information to this participating
institution.

Section 25(2) of the Act denotes that the delegate of the Operator may also request
information from an institution if there are reasonable grounds to believe that the institution
that may be relevant to determining the application.

Note: Section 25 refers to abuse; this includes sexual and non-sexual abuse. Therefore,
section 25 must be adhered to for institutions where the applicant has mentioned non-sexual
abuse only.

Note: the Scheme may send a Request for Further Information (RFFI) to the same
institution. A RFFI will also require a separate section 25 notice through the Institutional
Portal.

Process overview

make
Create RFI D'r el Quality R el record in
section 25 through alert
packages ; Assurance b case
notice(s) Portal email(s)
manager
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Task description

Each Request for Information (RFI) package to a participating or defunct institution will be
accompanied by a section 25 notice. The notice does not need to specify which institution it
is for. Once the RFI has been issued through case manager, a RFIl Alert Email will be
issued to the representative to notify them that a request for information has been issued
through the Portal.

RFI Steps

Step one: open section 25 template
» Open section 25 template from Sharepoint.
Step two: enter RA number and name of recipient.

» Fill in the RA number and name of the representative to whom the RFI will be sent.
o The name of the representative can be found on extranet on the under ‘RFI
Contact’ for each institutional listing.
o Ensure the text is black.

Step three: select variables from drop down boxes

» There are four drop down boxes that must be completed for this notice.
These are:

o Production period — a RFI will either have a 4 week or 8 week production
period, this is based of the priority status of the application. The priority status
can be determined in case manager. Select case view > Overview > Priority
Level.

o Child Safe Reporting — the institution needs to be informed if a child safe
report has been made or not and whether the report was de-identified.
= Report detail (if applicable) — if a report has been made, please fill in
the date of the report.
e If areport has not been made, delete textbox contents by
highlighting text and pressing space.

o Prior payments — select whether the application includes prior payment
information that is relevant to the institution receiving the RFI.
= A prior payment will be relevant to the institution receiving the RFI if
the payment was made by or on behalf of that institution.

o Child applicants — please select whether this RFI relates to a child applicant.
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Step four: create alert notice

» Open RFI alert email template from Sharepoint.

o There is a separate Alert email for a Request for Further Information (RFFI).
Fill in the RA number and the name of the representative.
Leave the due date blank for now, this will depend on the day the RFl is sent.
Complete red sections of the template according to the RFIs for the group.
Download email draft to your desktop.

YV VYV

Step five: upload notice and alert email to case manager for quality assurance

» Upload section 25 notice draft(s) and RFI alert email(s) into the RFI QA folder on case
manager.
» Select Add > Add Document from Local System
o Class: Institution Notification

Step six: Quality Assurance

Once you have completed the below steps, you are ready to send the application to Quality
Assurance:

» The RFI packages have been created in line with the Request info from institution -
Step 1 - Draft RFI and Information Sharing Framework task cards.

» All section 25 notices and RFI alert emails are drafted.

» The PDF package(s), section 25 notice(s) and RFI alter email(s) are saved into the
RFI QA folder on case manager.

Step seven: Add date to Section 25 notice and convert the Section 25 notice into a
PDF

» Once quality assurance have confirmed the RFI/RFFI is ready to be sent, add a date
to the top of the Section 25 notice on the day it is sent.
o XX Month 20XX.

The section 25 notice must be converted to a PDF to be sent through the institutional portal.
Please convert the document by:

» File > Save As > PDF
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Purpose

This document outlines the policy and procedure for extending the due date of a Request for
Information (RFI) or Request for Further Information (RFFI) and the circumstances in which an
extension may be given.

Operational Policy Overview

The Scheme and participating institutions have agreed to work together to progress applications
as quickly as possible.

As part of the application process, institutions may receive a request for information under
section 25 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the
Act).

When a RFI or RFFl is issued to an institution under section 25 of the Act, the institution is
formally notified of the due date for response in the Section 25 Notice. The due date is also
displayed in the Institution Portal and the ‘Section 25 notification email’.

Section 25(5) of the Act outlines the statutory timeframe (the production period) for an institution
to respond to a RFI or RFFI. The production period (beginning on the date of the Notice) must be
at least:

» four weeks, for a priority (i.e. urgent) application; or
» eight weeks for a non-priority (i.e. normal) application.

Section 25(6) and 25(7) of the Act outlines that the Scheme can grant extensions to the RFI
production period for institutions, if it is appropriate to do so. An extension may be given on the
initiative of a Scheme officer. An institution can also request an extension; however, this must
occur before the end of the production period as stated in section 25(8).

Operationally, for non-priority applications, an institution can request the first extension via the
Institution Portal, provided the production period has not expired. An institution may request a
second extension by contacting the Scheme, but it is only granted in extenuating circumstances.
This means that, for non-priority cases, an institution may be granted two four-week
extensions.

For priority applications, the institution must contact the Scheme to request an extension.
One extension of four weeks only is to be granted in extenuating circumstances.

These guidelines also apply to RFls issued through the review and reassessment processes (for
more information please refer to each individual task card).

Note: Case Manager automatically generates the RFI/RFFI due date based on the above rules.

Extending a RFI or RFFI due date - NRS025 — xx0825
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Process
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Extension Guidelines

What is an extension?

A

» An extension of four weeks may be granted to an institution when, for various
reasons, they are unable to respond to a RFI/RFFI within the production period.

vd

Scheme policy requires all RFI extensions to be a four weeks per extension.

This is to ensure that applications progress as quickly as possible, and that all
institutions receive the same extension period.

If an institution is not able to provide the RFI information within the specified
timeframes, the application should continue to be progressed. The institution should
be advised that they can still provide information to the Scheme regarding the
application up until the application is progressed to an IDM for determination by
emailings 47E(cC) @dss.gov.au.

» Extensions are assessed on a case-by-case basis by the Institution Coordination
and Operational Support (ICOS) team.
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Note: Bulk extension requests are common practice by some institutions (i.e.
multiple applications in one email often with a shared justification). All extension
requests must be considered on a case-by-case basis; not all applications in a bulk
request will necessatrily be approved for extension.

When is an institution granted an extension?

» An institution can only request an extension within the production period of the
RFI/RFFI in question (under section 25(8) of the Act). Once the RFI/RFFI production
period has lapsed, it is at the Scheme’s discretion as to whether it is appropriate to
grant an extension.

» For non-priority applications, an institution can grant itself an automatic, four-week
extension through the Institution Portal, with justification as to why the extension is
required.

» As per Scheme policy for non-priority applications, an institution can only be
granted two extensions in total per application before the application must be
considered for progression to determination.

Determining if an extension request is justified

» When assessing extension requests, the Scheme must consider the validity of the
justification provided. See the tabled guidance below outlining what may or may not
constitute sufficient justification:

|
;
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» Where an extension request is declined, ICOS will notify the institution that the
extension has not been granted. In such circumstances, the institution should be
encouraged to return the RFI/RFFI with any information they have on hand. The
institution should be advised that they can still provide information to the Scheme
regarding the application / allegation of abuse, up until the application is progressed
to an IDM for determination by emailings 47E(c) ~ @dss.gov.au

Extending a RFI or RFFI due date - NRS025 — xx0825
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When an institution cannot view the contents of the RFI/RFFI

» There is an expectation that institutions will notify the Scheme when they are having
technical difficulties viewing a RFI in the Portal. However, the Scheme must also
ensure the institution has had the opportunity to respond to the application’s
allegations, for procedural fairness purposes. Therefore, the reminder email and
reminder call processes capture most instances where an institution may be having
these difficulties.

» ltis anticipated that any issues identified will be resolved within the timeframe of two
extensions for non-priority applications, with the assistance of the Participating
Institutions or Redress Governance teams.

» Where two extensions have been granted and institutions still cannot view the
RFI/RFFI, a manual RFI should be issued. This ensures the application is not
delayed indefinitely and that issues are resolved in a timely manner. See Issuing
Manual RFI task card.

» The institution should continue to liaise with the Participating Institutions team to
resolve the access issues for the next application.

When an institution can view the contents of the RFI/RFFI and has not
responded

» Two four-week extensions for non-priority applications should be sufficient time for an
institution to address any issues that they are experiencing in responding to a
RFI/RFFL.

v

Where the institution claims they cannot respond to the RFI/RFFI due to insufficient
information in the RFI, the institution should respond to the best of their ability with
the information they have.

Note: It is not appropriate for the Scheme to contact an applicant for further
information at the request of an institution. If the IDM requires further information
from an applicant, they may request an Additional Information call.

» If the institution has not responded to the RFI/RFFI and two extensions have been
granted, the non-priority application should be assessed for progression to
determination under section 26 of the Act. See Overdue RFI Process task card.

What is an ‘administrative change of due date’, and when is it required?

» An administrative date change is not a RFI/RFFI extension. It is applicable in
instances where:
a. a Scheme error meant the institution did not have the required information at
the commencement date specified in the Section 25 Notice (e.g. corrupt RFI
package); or
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b. the institution has specifically requested a due date adjustment because it
falls on a weekend or holiday.

(Example 3. \

An institution is issued a RFI through the Institution Portal on 10 March 2023. The institution is
issued a Section 25 Notice, however, it cites the beginning of the production period as
12 March 2023, which is inconsistent with the production period in the system.

In this case, an ‘administrative due date change’ is required to align the Institution Portal date with
that on the Notice (12 March 2023) due to Scheme error.

\_ P

» A due date may fall on a weekend or a day where the office or place where the action
is required is closed for the whole day (i.e. a public holiday). Under the Acts
Interpretation Act 1901 the due date may be considered the next day, that is not a
Saturday, Sunday or holiday (section 36(3)) (i.e. end of the next business day).

Y

The ‘Record RFI extension request’ task is used to record an administrative date
change, with the reason ‘Original due date was not a business day’ or ‘Institution did
not have required information from commencement of RFI’. See Process 2:
Administrative Due Date Change in Case Manager.
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Task Description
Process 1: Record RFI/RFFI extension request and notify outcome

Step Action required

1 Request received for extension for priority application
ICOS is responsible for determining extensions for these due dates in line
with the Extension Guidelines above.
Is the extension justified?
If Yes, go to Step 2.
If No, do not extend the due date and inform the institution that their request
has been declined and why.
Note: Where an institution requests an extension due to Portal/Proda access
issues, OR where an institution has already received an extension, ICOS
must consult with the Partnerships and Support Services (for government),
or Participating Institutions (for non-government) teams.

2 Add a new discretionary task
Add a ‘Record RFI extension request’ task.
This will open the task.
Extensions for both RFIs and RFFIs are recorded through this task. It also
allows extensions to be implemented on multiple RFls at once.
Please note that, if a selected package has received a RFFI, the task will
replace references to ‘RFI’ with ‘RFFI’. Process for recording an extension for
a RFFl is the same as for a RFI.

3 Identify the relevant RFI package(s)
When the task opens, each institution will be displayed along with a twisty for
each RP packages. The twisty can be used to display details about the most
recent RFI or RFFI for that RP package.
Review the displayed packages to identify which one(s) the extension
request relates to.
If the institution hasn’t responded to the most recent RFI or RFFI request, a
question will appear at the end of the RFI details asking the following:

* Do you want to record an RFI extension request?
() Yes (® No
L ]
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Step Action required

Note: if the question doesn’t appear, please check whether the correct RP
has been identified and if the institution has submitted a response. The
Scheme is unable to record extension requests where the response has
been submitted.

Record the extension request

In the field, ‘Do you want to record an RFI extension request?’ select the Yes
radio button.

From the Extension request source drop down menu, select Extension
request.

Use the date picker to insert the date of request (this must be before the end
of the RFI’s production period).

From the Extension request reason drop down menu, select the most
appropriate reason based on information provided by the institution. Where
none are appropriate, select ‘other reason/other extenuating
circumstance’. Free text must be used to record the institution’s reason for
requesting an extension.

If granting an extension, go to step 5.
If denying an extension, go to step 8.

Granting an extension
Select Granted from the Extension request outcome drop down menu.

The new due date field presents where the extension request outcome is
Granted. Use the date picker to enter the new due date. The new due date
must be 4 weeks after the last due date. An error message will present if the
new due date falls on a weekend.

Note: The Date of Deadline and Is Deadline Due fields on the RFI Request
Tracker are automatically updated to the new due date recorded in the RFI
extension request task.

Use the Comments field to record the reason for the extension and the new
due date.

Has the RFI deadline passed while this task is being finalised?

If Yes, ‘Validate response from institution’ task will require updating. Go to
Step 5.

If No, process ends.

Update ‘Validate response from institution’ task

If the RFI deadline has passed while completing this task, the ‘Validate
response from institution’ task will have triggered. This must be updated.

Identify the correct request package by clicking on the ‘Validate response
from institution task’ and checking the RP number.

Extending a RFI or RFFI due date - NRS025 — xx0825
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Step Action required
Click Wait for other responses.
For more information, see Validate Institution Response Task Card.pdf
7 Notify the institution that the extension is granted
Send a courtesy email to the institution via the
s 47E(c) @dss.gov.au mailbox, alerting them to the amended due
date in the Portal.
ﬂnail subject: \
Request to extend RFI due date for <insert RA number> due <insert RF| due date>
Email text:
Dear <insert RFI contact>
Your request for an extension to the RFI due date for <insert RA number> has been
granted. The new due date of <insert date> has been updated in the portal.
<IF APPLICABLE, EITHER: | note that this is the second extension granted for this
application. Any further extension requests will not be considered. OR Noting the
priority status of this application, please be aware that additional extension requests
will not be granted.>
Yours sincerely
QISERT First name Last name> /
Process ends here.
8 Denying an extension
Select Denied from the Extension request outcome drop-down menu.
The Extension request denial reason field will appear. Select a reason
from the drop-down menu.
Use the Comments field to record the reason for the extension and the new
due date.
Go to step 9.

Extending a RFI or RFFI due date - NRS025 — xx0825
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Step Action required
9 Notify the institution that the request for extension is NOT granted
Send an email to the institution to advise the request to extend the RFI due
date has been considered but cannot be extended. Reconfirm the RFI due
date.
Email subject:
Request to extend RFI due date for <insert RA number> due <insert RFI| due
date>
Email text:
Dear <insert RFI contact>
Your request for an extension to the RFI due date for <insert RA number> has not
been granted. After considering your justification for this extension, we are unable
to extend the production period on this occasion.
Please use the Portal to include any information you are able to provide in
response to the RFI by the due date.
The application will continue to progress to the assessment stage and a
determination will be made based on the available information. If you have
additional information that you would like to add after responding to this RFI,
please provide it via email to S 47E(C) @dss.gov.au.
Yours sincerely
<INSERT First name Last name>
Process ends here.
10 If a manual RFI extension request has been granted
See the Issuing a manual Request for Information (RFI) task card.

Extending a RFI or RFFI due date - NRS025 — xx0825
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Process 2: Administrative due date change in Case Manager

Step Action required
1 Identify an administrative change to due date required
Note: If an institution has had issues accessing the Portal due to their own
staffing, training or access expiry, this does not qualify for an administrative
change. In these cases, the institution can request an extension as per usual
process.
Is an administrative change required?
If Yes, go to Step 2.
If No, assess application for progression to IDM at the end of the production
period.
2 ICOS conducts ‘Record RFI extension request’ task
Add a ‘Record RFI extension request’ discretionary task.
Identify the relevant twisty (see steps 2 and 3 of Process 1 for further
assistance).
If the institution hasn’t responded to the most recent RFI or RFFI request, a
question will appear at the end of the RFI details asking the following:
* Do you want to record an RFI extension request?
O Yes (@ No
3 Record an administrative change
In the field, ‘Do you want to record a RFI extension request?’ select the Yes
radio button.
From the Extension request source drop down menu, select
Administrative change.
Use the date picker to insert the date of request. This is the date the
institution has requested, i.e. the next business day, or when the institution
gained access to the RFI package.
From the Extension request reason drop down menu, select either:
e ‘Original due date was not a business day’; OR
e ‘Institution did not have required information from commencement of
RFI.
From the Extension request outcome drop down menu, select Granted.
When the New due date field presents, enter the new due date.
L ]

Extending a RFI or RFFI due date - NRS025 — xx0825
12



DSS - FOI LEX 56662 - Document 2

National
Redress Scheme

For people who have experienced
institutional child sexual abuse

Step Action required

Note: an error message will present if the selected date is a weekend.

Record any additional information to support the administrative change in the

Comments.

Note: The ‘Date of Deadline’ and ‘Is Deadline Due’ fields on the RFI Request

Tracker are automatically updated based on the new due date recorded. The

administrative change will not be included as a RFI extension request and

will not affect the institution using the Portal to request an initial extension for

a non-priority case.

4 Send email to the institution

Send a courtesy email to the institution via the

s 47E(c) @dss.gov.au mailbox alerting them to the amended due

date in the Portal OR advising that their administrative change request has

been declined.

See email template below:

/Email subject: \
Request for administrative date change to RFI due date for <insert RA number> due
<insert RFI due date>
Email text:
Dear <insert RFI contact>
Your request for an administrative date change to the RFI due date for <insert RA
number> has been approved. The new due date of <insert date> has been updated
in the portal.
Yours sincerely

QSERT First name Last name> j

Process ends here.

Links

Task Card — Overdue RF| Process

Task Card — Validate Institution Response

Task Card — |ssuing a manual Request for Information (RFI)
Task Card — Policy Helpdesk

Task Card - Redress Policy Helpdesk Task Card

Scheme’s quiding principles (section 10)

Policy Advice No.14 of 2019: RFI due dates and extensions
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Purpose
This document describes how to file Request for Information (RFI) documents in Case
Manager.

Following this task card will ensure sensitive documents not intended for an institution are
not sent, and that only correct documents are provided when required.
Operational Policy Overview

Section 25 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018
(the Act) requires the Scheme to request information from a participating institution in
relation to an application.

Under section 25(1) of the Act, if an application for redress either:

a) identifies a particular institution as being involved in the abuse of a person; or
b) there are reasonable grounds to believe that a participating institution may be
responsible for the abuse of a person

then the delegate of the National Redress Scheme Operator must issue a request for
information to this participating institution.

Process overview

: QA to prepare
Create RFI folder SZVQ package QA Officer to patkeetor Rename document
ocuments review sending package once sent

Task description

Throughout an application’s RFI process, documents sent and received must be filed both
promptly and correctly in Case Manager, to ensure the correct institution recipients receive
the required information and RFI requests are not duplicated.

When preparing and filing RFI documents in Case Manager, please follow the naming
conventions found later in this document at:

Attachment A — Request for Information document naming conventions

Attachment B — Email Subject Reference (for RFI Drafting)

TC — NRS025-150922 - Filing RFI documents in Case Manager 2.
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Step 1 Create a ‘Request for Information QA’ (RFI QA) folder in Case Manager

1. Create a folder in Case Manager for the case called ‘RFI QA'.

2. To create a new folder, select ‘add’, then ‘add folder’ on the right hand side of Case
Manager for the relevant application.

Note: Never change the name of the ‘RFI QA folder'. This folder will act as an overarching RFI QA
folder that contains all RFI QAs.

Home
Name T Modified By
[ Application fndredropssvc
[ Correspondence fndredropssvc
[ Decision fndredropssvc
[ Institution Requests fndredropssvc
M Institutions fndredropssvc
M Outcome fndredropssvc
[ Recommendation fndredropssvc
[ Request Tracker fndredropssvc

RFI QA TLK422

4

3. For RFIs to be quality assured (QA), inside the RFI QA folder, create a subfolder
named ‘RFI QA [DATE]’. Add the date you started drafting the packages in its title.
This will make it easier for Quality Leads (QLS) to tell which packages need QA. See
example below.

Step 2 Save RFI documents in the ‘RFI QA’ folder in Case Manager

1. Once created, save your draft packages into the ‘RFI QA [DATE] folder. Each folder
should represent a package. Each package should indicate whether it is an RFI or
Request for Further Information (RFFI), an Independent Decision Maker (IDM)
request, a revocation, the institution name, and the institution ID.

Note: Include the name of the institution that the package is being sent to in the folder name. Do not
use ‘site’ names. The folder should represent the institution we want the files inside them to go to
through the portal. See_Attachment A - Request for Information document naming conventions.

TC — NRS025-150922 — Filing RFI documents in Case Manager 3



DSS - FOI LEX 56662 - Document 3

Home / RFI QA / RFI QA 07.06.2021

Name T Moedified By
3 IDM RQT Institution A [ID number] TLK422
M  REV Institution B [ID number] TLE422
3 RFFl Institution D [ID number] TLK422
[ RFI Institution E [ID number] TLE4A22

Note: Include the s25 ALERT email into the representative institution folder. If the s25 ALERT email is
being directed to a representative receiving RFIs for more than one institution, the s25 ALERT email
should go in the ‘RFI QA [DATE] folder. In these circumstances, DO NOT save in the ‘RFI Institution
[ID number] folders.

Note: Add any procedural documents, such as the ‘Validate Application checklist’ under the ‘RFI QA
[DATE] folder. DO NOT add these to ‘RFI Institution [ID number] folders.

Home / RFI QA / RFI QA 07.06.2021

Name T Modified By
_ o IDM RAT Institution A [ID number] TLK4A22
[  REV Institution B [ID number] TLE422
[ RFFI Institution D [ID number] TLE422
[ RFI Institution E [ID number] TLE422

Validate Application Checldist
RV123456766.docx

TLE422

[

Step 3 Finalising quality assurance of RFI documents in Case Manager
(QA Officer only)

1. When QA is complete, rename the ‘RFI QA [DATE] folder to ‘RFls to send [DATE]'.
Add the date you completed the QA. See example below.

2. Change any RFI Case File Notes into pdfs.
3. Apply all redactions.

4. Add any procedural documents, such as the ‘Validate Application checklist’, the
critical reviews etc in the ‘RFI QA [DATE] folder. DO NOT add these to ‘RFI

TC — NRS025-150922 — Filing RFI documents in Case Manager 4
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Institution [ID number] folders.

If there are any packages that cannot be sent yet but some that can be in the ‘RFIs to
send [DATE] folder (eg. institution not participating yet, awaiting information, unique
circumstances), put ‘DO NOT SEND’ in front of the package name that cannot be
sent. Once renamed, add a case comment as to why the RFI package cannot be
sent. See example and case comment screen shot below.

Note: You do not need to put ‘RFIs to send [Date] at the start of each institution, just change
the name of the ‘RFI QA [Date] folder.

Step 4 Finalising RFI documents in Case Manager following quality assurance

1.

Only send what is in the ‘RFI Institution [ID number]’ folders. Any documents outside
of those folders are internal QA or drafter documents, except where the s25 ALERT
email is being directed to a representative receiving RFIs for more than one
institution, and the s25 ALERT email then goes in the ‘RFI QA [DATE] folder but
outside the ‘RFI Institution [ID number]’ folders.

Note: RFFI free text documents are not sent through the portal. The contents of the RFI free
text document is copy and pasted into the dialogue box in the RFFI task (‘Manage further
information to institution’ task).

Note: S25 alert emails are not sent through the portal. Download them and send off the
email, then copy into the comments field. See also Attachment B - Email Subject Reference.

Note: Only send packages in accordance to the ID number on the folder. If there are any
discrepancies between what'’s on the folder and associated on Case Manager, push it back.

When packages are all sent, rename the ‘RFIs to send [DATE] folder to ‘SENT
[DATE]. Put in the date you sent the RFI. See example below.

Note: If you are not able to send all packages in the one folder, add ‘SENT’ in the front of
each institution folder you have sent. This way we can keep track of which packages have
been sent and which have not.

TC — NRS025-150922 — Filing RFI documents in Case Manager



Name T
DO NOT SEND IDM RQT Institution A [ID
|
number]
[ SENT REV Institution B [ID number]

SENT RFFI Institution D [ID number]

a1

Validate Application Checklist
RV123456766.docx

Links

» Drafting the S25 Notice
» Issuing an RFI package through Case
Manager

DSS - FOI LEX 56662 - Document 3

Modified By

TLK422

TLK422

TLK422

TLK422
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Attachment A: Request for Information document naming conventions

Naming conventions for documents included in Request for Information packages, as well as
the S25 Alert email.

Document to be filed in CM Naming Convention
Section 25 Notice Document (RFl): | RFI — RAXXXXX— s25 Notice — Institution Name

Section 25 Notice Document RFFI — RAXXXXX— s25 Notice — Institution

(RFFI): Name

RFI Case File Note: RFI — RAXXXXX — Case File Note - Institution
Name

RFFI Free text: RFFI — RAXXXXX — Free Text - Institution Name

Online application only (no RFI — RAXXXXX - Online Application Plan —

redactions required): Institution Name

RFFI — RAXXXXX — Online Application Plan —
Institution Name

Institutional Abuse (pdf): RFI - RAXXXX — Institutional Abuse — Institution
Name

RFFI — RAXXXXX — Institutional Abuse —
Institution Name

Additional Information: RFI - RAXXXXX — Additional Information —
Institution Name

RFFI — RAXXXXX — Additional Information —
Institution Name

Other (pdf): RFI - RAXXXX — [Best fitting description of the
type of information being sent] — Institution Name

RFFI — RAXXXX — [Best fitting description of the
type of information being sent] — Institution Name

Section 25 Alert Email (RFI): RFI — RAXXXXX — s25 Alert — Institution Name

Section 25 Alert Email (RFFI) RFFI — RAXXXXX — s25 Alert — Institution Name

Internal Process Documents

QA Critical Review Document: RVXXXXXX — RFI QA Critical Review
Validation Check form: RVXXXXXX — Validation Check Part C
RFI Reasoning (Validate RVXXXXX - RFI Reasoning

Institution Response task):

TC — NRS025-150922 - Filing RFI documents in Case Manager 7
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Attachment B: Email Subject Reference Sheet (for RFI Drafting)

When sending an email to the Redress Steady RFI inbox to advise a task has been
completed, please use the below naming conventions in the subject line of the email for
easy identification and filing.

RFI Sent

Subject: RFI/RFFI SENT — RVXXXXXXXXX Due XXXXXXXXX
RFEI/REFI Sent to QA

Subject: RFI/RFFI Sent to QA — RVXXXXXXXXX

Validation of Institution Response Complete — NO further work required

Subject: VIR Sent to CC — RVXXXXXXXXX

Validation of Institution Response Complete — Further work required

Subject: VIR — RVXXXXXXXXX — Further work needed

Please outline the work required in the body of the email.

S — I |

TC — NRS025-150922 — Filing RFI documents in Case Manager 8
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Purpose
This document outlines the Scheme’s authority to share protected information and personal
information in the Request for Information (RFI) process, including:

e the information the Scheme must share
¢ the circumstances in which it may or must be disclosed
e the information that must not be shared and must be redacted

Request for information

Information about a person or institution

Must share May share Must not share

Operational Policy Overview

Once a person has applied for redress, section 25 of the National Redress Scheme for
Institutional Child Sexual Abuse Act 2018 (the Act) requires the Scheme to request
information (RFI) from participating or partly-participating institution(s):

e in relation to any abuse involving that particular institution
¢ who may have information relevent to determining the application in relation to the
abuse at a particular institution.

This requires the Scheme to share information from an application or RFI response with the
particular institution to which it relates. While this information is protected under section 92,
section 93 of the Act provides authority to share this information:

o for the purpose of the Scheme
¢ with the consent of the person or information the institution relates to
e toreduce or prevent a serious threat of harm.

Protected information applies to information collected under the Redress Act about:

e aperson
e an institution
e information that is declared as protected.

Section 93(2) of the Act requires the Scheme to remove or redact information so as not to
disclose, either directly or indirectly, information about a particular person or institution or
specifically protected information.

Information Sharing Framework 2
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For the purposes of the Scheme

Authority to
share

protected

information

With consent of the person or institution the information relates

To reduce a threat of harm

Under section 98(2) of the Act, participating and partly-participating institutions are
authorised to use protected information for the following purposes, to:

e comply with a RFI
e provide a direct personal response
e undertake internal investigation or disciplinary procedures.

In the case of participating institutions only — they are also authorised to disclose information
to facilitate an insurance claim

Under section 99 of the Act, unauthorised use of protected information is an
offence. This applies to institutions as well as the Scheme.

Process overview

4 h 4 N[ h 4 N ; )
Source all . Valdiate RFI
informaiton Identlfy any Check package response (once
relating to Create DRAFT Sin’f\orma:’ton P ¢ . i received)
abuse at I;i‘I' & K “ ertn: e Redact ormEAng check for any
institition package ""’1 have authority to additional RFls.
recieiving the L : Ity share Repeat process
RFI share if required
\. J \\ J \. J J
N ———— . e
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=== |
Before you start — essential concepts

Your authority to share information
Officers must understand the Scheme’s s authority to share protected information in the RFI
package.

» Scheme officers are obligated to share relevant information associated with
any abuse related to the institution receiving the RFI. This information must:
be used for the purpose of the Scheme
does not reveal current circumstances of the applicant or others named in
relation to the abuse
o toreduce the risk of harm

Relevant Information for the purpose of the Scheme
For the purposes of a RFI, relevant information is information

¢ Relating to an experience of any abuse at the particular participating or partly-
participating institution to which the RFI is being sent.

Relevant information may be sourced from:

v the Application for Redress, including attachments,

v case note files

v Case Manager comments that note interactions with the applicant or their
nominee

v RFIl responses

v other sources of additional information provided to or obtained by the
Scheme, including by third parties such as support services, nominees.

‘Relevant information’ is any information used for the purposes of the Scheme, including:
By an institution to:

v respond to the RFI

understand any liability they may incur under the Scheme
participate in a direct personal response

conduct an internal investigation, make a child safe report or review

AN NEAN

By an IDM to:
v" To determine the application.

To determine relevance you must:

v be familiar with the intent and limitations of the 13 questions contained within
the RFI Master RFI Form
v" recognise institutions, historically, have diverse record keeping practices.

We must share information with the institution where we have authority to do
so. This is because we cannot know what information, provided in the
application, may assist them in responding to the RFI.
o Areceipt. Financial records may be the only record type an institution
has retained. It may not appear to be related to abuse, but may help

Information Sharing Framework 4
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the institution establish the presence of the child in relation at the
institution. (this does not include documents relating to prior payments
and legal fees)
v Understand institutions may have created, but no longer have access to,
documents provided in an application.
v Respect the consent and intent of the applicant in providing the information to
the Scheme.

Authority to redacting or removing information
The purpose of redacting information is to insure the participating institution only receives
information relevant to them and that they are authorised to have.

Authority to remove or redact information extends only to information

X Unrelated to the experience of abuse for the institution receiving the RFI,

X That may reveal current circumstances of the applicant, or other person named in
relation to the abuse. Current circumstances would include details that reveal where
the person lives, works, studies, who they spend time with, leisure activities, support
and professional services. It is also information that details their family life and
circumstances.

X The applicant has not consented to share.

This means Scheme officers do not have authority to remove or redact

v Swear words

v Experiences or activities they may find ethically, morally or socially challenging

v/ Sentiments expressed by the applicant that may be regarded as offensive, including
those that are sexist or racist.

Where the applicant has consented to sharing impact, you must share this in full. This
includes experiences and activities you may find morally, socially or ethically challenging.
Examples include

s 38

Sets of abuse and determining relevant information
A set of abuse is abuse for which the same institution or institution(s) are responsible. Only
an IDM can determine responsibility. This means, at the point of RFI, you can only consider

The information relating to the experience of ANY abuse at the particular participating
institution to which the RFI will be sent.

—— B —
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It is not the role of a Scheme Officer to determine sets of abuse. This may lead to
procedural errors if infor_m’ation is shared according to a predetermined set structure
that does not mirror the IDM’s determination.

For information on the requirements for RFI packages for jurisdictions see Request for
Information (RFI) to States and Territories.

High Level Principles - Authority to Share

. About the information shared through the RFI Package -

1 The applicant has consented to the information being shared True

e Their name and date of birth
e Information part 2
e Impact of abuse

24 The information provided could not be used to identify the current circumstances of  True
the applicant or other people in the life of the applicant. .

3 The information provided could not be used to identify the current circumstances of  True
other people named in relation to the experience of abuse.

4. This information is relevant to any experience of abuse relating to the institution True
receiving the RFI

* Including names of others who knew of the abuse, attended the institution,
or experienced abuse themselves.

B The information is necessary for the purposes of the Scheme True

e |t may be used by the participating institution receiving the RFI to assist
them to locate records/ respond to the RFI

6. The information is necessary for the institution to understand the determination/ their ~ True
liability under the Scheme

7 The information is a supporting document that clarifies information about a question True
asked in part 2

8. The IDM may use this information about this institution to make the determination True

9. Removing the information will affect the ability of the reader to understand the True
experience of abuse as told by the applicant.

e Retaining the heading ‘Psychologist Report’ to contextualise content that
follows

e That the person transferred from A to institution B, contextualises the
timeline.

Information Sharing Framework 6
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High Level Principles - Protected information
The purpose of redacting information is to insure the participating institution only receives
information relevant to them and that they are authorised to have.

- Information redacted from the RFI -

1 The applicant has not provided consent to share the redacted information True

e |Impact of abuse
 Information about their current circumstances

2. The redacted information could be used to identify the current circumstances of True
the applicant, or other people in the life of the applicant.

3 The redacted information may be used to identify the current circumstances of True
other people named in relation to the abuse
. S38
4. The redacted information is not relevant to the experience of abuse relating to True

the institution receiving the RFI.

* |s an experience of abuse that can not be related to the
institution receiving the RFI

H The information is not necessary for purpose of the Scheme True

e Obtain information about and respond to information provided in
an applicant or RFI response
e Making or Understanding a determination

6. The information has been removed in a way that does not undermine the True
integrity of the remaining information.
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Step 1 Guide to Sourcing relevant information

From the Application for Redress
Detail

Information Source Authority to share

Applicant identity

(Part 1)

Current name Q1 and date of birth Q3

Do not copy Part 1 into the package.
Applicant’s name and date of birth
will appear automatically in the
portal.

(93) (e) (ii) applicant has
provided express or implied
consent to share

Experience of Abuse
(Part 2)

Q31-77

Supporting documents

The applicant’s previous names or alias
- as they were known at the particular
participating institution in relation to the
abuse. For example Q32

Applicant’s address at the time the
abuse happened (if provided)

Names of other people around at the
time of the abuse For example
v others who knew about the abuse,
v names (or images) of others who
attended the institution with the
person
v Names of parents, family or friends

Name(s) of others abused at the
particular institution

Details of other institutions that relate to
the set of abuse

Information about prior payments

Relating to the set of abuse
v Question 61 and attachments

Yes, when the information
relates to the set of abuse at
the particular institution
receiving the RFI

(93) (e) (i) Required for the
purposes of redress

(93) (e) (ii) applicant has
provided express or implied
consent to share

Impact of Abuse

This may be found in part 2, Part 3 or

supporting documents.

Where the applicant has
consented to share impact
this must be shared where
applicant has provided
consent to do so.

(See OAC and Validation
outcomes)

See Privacy statement

Threat of harm to the
institution, alleged
abuser or those who
work at the institution.

May appear anywhere in the application
or supporting documentation
The applicant says they would

Yes, when the information
relates to the particular
institution receiving the RFI

(93) (e) (i) Required for the
purposes of redress

(93) (e) (ii) applicant has
provided express or implied
consent to share

Supporting documents
Supplied at Q61

Documents initially created by the
institution now receiving the RFI, for
example a ward file being sent to the
contemporary state jurisdiction.

Yes, when the information
relates to the set of abuse at
the particular institution
receiving the RFI
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Names and signatures of officials on
historical documents and reports.

Information that is part of the public
record.

Information that does not identity the
current circumstances of the applicant.

(93) (e) (i) Required for the
purposes of redress

(93) (e) (ii) applicant has
provided express or implied
consent to share

Additional information

Documents

Any information collected by the
Scheme, subsequent to receipt of
application, relating to the experience of
abuse at the particular institution. This
may include information received

v By the applicant

v By a third party

v By a participating

Yes, when the information
relates to the set of abuse at
the particular institution
receiving the RFI

(93) (e) (i) Required for the
purposes of redress

Case file notes

Additional or clarifying information about
an experience of abuse at the institution

Yes, when the information
relates to the set of abuse at
the particular institution
receiving the RFI

(93) (e) (i) Required for the
purposes of redress

(93) (e) (ii) applicant has
provided express or implied
consent to share

Where information in an RFI response
from institution A would help institution B
respond to the RFI.

The information must relate to the
experience of abuse at institution B

Yes, when the information
relates to the set of abuse at
the particular institution
receiving the RFI

(93) (e) (i) Required for the
purposes of redress

Child safe report

Email to Institution —
child safe report made

Where the Scheme’s reporting
requirements have been trigger and the
report has made

Yes(93) (f) to prevent or
reduce harm

Step 2 Draft the package
See Creating Request for Information (RFI) Packages
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Step 3 Identify information that must be redacted from the package
You will now have a PDF that has all sourced information relevant to the institution receiving
the RFI. You must review the contents to identify any information within the documents that
the Scheme does not have authority to share.

This information must be removed or redacted.

X [Information that is not related to the purpose of the Scheme
X Personal and private information that may reveal the current circumstances of the

applicant, including information about their family and friends
X Content from the application or an RFI response that does not relate to the set of

abuse at the particular institution.

X Part 3 or any details of the impact of the abuse no matter where in the documents it
occurs, if the applicant has not provided consent to do so

You do not have authority to share

to another person’s experience if
abuse

Information relating to Detail Rule
Applicant X Address(es) Redact information that
Current Circumstances X Suburb of residence or work may identify the applicant
X Any information found in or relating | in their current
to Q2, Q4 — Q30 of the application circumstances
for redress
X Phone number(s)
X Email (s)
X Profession or place of employment
X Places or activities the applicant
attends
X Of service providers
Family, friends, colleagues of X Current names and contact of Redact information that
the applicant that were not family and friends may identify the person in
present at the time of abuse X Profession or place of work of their current
families and friends circumstances
X May identity another person named
in the application in relation to the
abuse in their current
circumstances
Names of professional and X The name and the location of the Redact information that
support services disclosed by applicant’'s General Practitioner. may identify the person in
the applicant X Details of the Redress Support their current
Service who assisted the applicant | circumstances
to apply (Q 59, Q60).
K The name of the applicant’s
nominee
Information about impact where X DO NOT INCLUDE PART 3 The Scheme does not
the applicant has not have the consent of the
consented to share impact Redact any information about the impact of | applicant to share this
abuse from information.
K Part 2 of the application
X Supporting documentation
X Including where the impact relates

Information Sharing Framework
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G B ]
Any information about an X Information that an applicant No authority to disclose
unrelated set of abuse experienced abuse at another

institution

X Details of that abuse
X Names of others related to that
abuse

The names of other people in X s38 No authority to disclose
circumstances not relevant to
the abuse associated with the
receiving the RFI

The fact that an RFI has been No authority to disclose
issued to another institution
unrelated to the abuse at the
institution receiving the RFI

Statutory Declaration Contains information including current No authority to disclose

address, occupation, withess (do not share document)

You do not need to redact

Any information that will help the institution respond including

e Applicant’s previous names or nicknames ( as they were known at the
institution)
» Names of others around at the time of the abuse

» Abuse of other children described in relation into the applicant’s experience of
abuse at this institution.

It is not the role of the Scheme Officer to curate an application based upon their own morals,
ethics or values. Scheme Officers must share information that the applicant has chosen to
share and has consented to share.

Step 4 Redact
When redacting you must ensure the package

Makes sense

Provides all information the Scheme is authorised to share

Does not contain any information you are not authorised to share

Respects the intent and experience of the applicant as they have shared it in their
application and supporting documents

Follows the consent of the applicant

Is consistent in treatment as all other packages the Scheme sends

Use Adobe Pro to redact the draft RFI package. If you do not have this package, you can
request it — Request the Adobe Pro DC resource.

Refer to Redacting using the Adobe Pro for how to use this resource.

Information Sharing Framework 11
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Standard Treatment Adobe redaction tool
Remove Redact words and sentences and paragraphs and —
information the pages. A Red
Scheme lacks
authority to share
0 When removing multiple pages of a document amment
J o rather than redact each page. o
The participating
:r;it;ti‘;t;z" only You must add a comment:
e L “Pages 2 -5 and page 9 of this document contain
- — protected or private information and have been
it removed’.
Or
People do not
receive
information they
are not authorised
to have.
The reader must | Order the pages logically ensuring they accurately
be able to make reflect the intent of the applicant AL s
sense of the VRRLE POy
documents
Retain headings or other general information -
provide contextual information and need to be & Red
maintained where possible.
s 38
Where it is not possible to contextualising . oeTment
information, convey content using a comment. - -
Applicant Diary Entry
June 2008
—
When removing a name insert a comment to iment
describe the relationship the person has to the
applicant to assist in maintaining meaning. -
: —_—
s 38
Retain contextual information that assists in —
understanding the timeline. 2L Red
s 38 at Institution A then |
was transferred to Institution B.
Documents Use the tools and guidelines above to create
must be consistent packages.
redacted in a
consistent
manner

Information Sharing Framework
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Step 5 Check Package
Checking for meaning

Read over the package, it must

e Make sense so that others can read it
e Reflect the intent of the applicant

Double check authority to share the information provide and that it conforms to the
NRS Privacy Policy.

Step 6 Send the package
Follow the Issue Request for Information Package

Step 7 Validate RFI Response from institution
Follow to validate the institution’s RFI response.

Links
e CRM Literature
o Operational Fact Sheet 1 of 2019 - Protected Information Guidelines for
Engaging with Applicants and Institutions
o Policy Advice 13/2019 - RFI Redactions
o Policy Advice 20/2019 - Disclosing protected and personal information
following threats of harm
e Master RFI Form
¢ National Redress Scheme Privacy Policy
¢ Redacting using the Adobe Pro
o Request the Adobe Pro DC software.
e RFIs for State and Territory Departments
¢ Validating RFI Response
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Background

Institutions may request additional information where this would assist an institution to respond to, or
provide a more meaningful response to, a Request for Information (RFI).

Institutions have been advised that where it is not possible for them to respond to a Request for
Information (RFI) without additional information, they can use Question 13 of the RFI (“Do you have any
further information that may be relevant to the applicant’s application?”) to indicate that they would like
the Scheme to request additional information from an applicant or other institution.

To assist the Scheme process applications in a timely manner, some institutions may also email requests
for clarification or additional information during the RFI period prior to submitting an RFI response.

Roles and responsibilities

Case Coordinators Case Coordinators have responsibility for:

e reviewing institutions’ requests for additional information,

e escalating institutions’ requests to their Team Leader and Assistant
Director for decision, and

e actioning institutions’ requests based on Assistant Director’s decision.

Redress Operations Team -

. ) Assistant Directors have responsibility for determining whether:
Assistant Directors

e it is appropriate to request additional information from the applicant, or
issue an RFl to another participating institution who is likely to hold
information, and

e additional information provided by an applicant or institution after an
initial RFl has been issued would assist an institution to respond, or
provide a more meaningful response, to an RFI.
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Process

: Institution requests additional information to inform RFI response

1 Identify additional information requested by institution
Institutions requests additional information to conduct records searches or provide meaningful
RFI response:
e in an email, during the RFI production period, or
e at question 13, when they submit a RFl response. When Case Coordinators action the
Validate Response from institution task, they must check RFI responses to identify if the
institution has requested additional information.
Has the institution requested additional information to assist with responding to the RFI?
e Ifyes, gotoStep2
e If no, continue with Validate Response from Institution task. Procedure ends here.
2 Determine if additional information will be requested

Case Coordinators review the institutions’ requests for additional information and escalate these
requests to their Team Leader and Assistant Director.

The Assistant Director is responsible for determining if it is appropriate to request additional
information.

This decision is made within the framework of the Scheme’s guiding principles, including being
survivor-focused, the timely and sensitive processing of applications, and protecting applicant
and institution information.

Consider the following factors:
e Does the information relate to the set of abuse relevant to that institution?

e Has the institution asked for additional information to assist them in providing their RFI
response?

e Would the additional information assist the institution respond to the RFI?
e Does the Scheme have the additional information?

e If the Scheme does not have this information, is it necessary or appropriate for the
Scheme to ask the applicant or another institution for this information? Is it likely to
traumatise or harm the applicant to ask for this information?

e Do the protected information provisions allow this information to be shared?
o Does the IDM have enough information to make a determination?
After considering the guiding principles and above factors, if:
e additional information will be requested from the applicant, go to Step 3
e a RFl will be issued to another participating institution, go to Step 4
e the Scheme already has the additional information, go to Step 6

e additional information will not be requested, go to Step 8
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Contact the applicant or, where appropriate, their nominee.

Before contacting the applicant:

consider the additional information required, and
identify the most appropriate method for collecting this information.

Note: Where an outgoing call is made and the additional information required relates to the
experience of sexual abuse or there are any particular vulnerabilities, ensure that a clinically
trained member of staff manages the call.

During the call:

Explain additional information is being sought to assist with their application.

Assure the applicant that they do not have to complete another application form or
statutory declaration to support this information.

Let the applicant know you will make a written record of the conversation, what they are
telling you is important to their application.

Explain that the Independent Decision Maker will be able to take this information into
account (along with the information they have in the application form and RFI response)
to make a determination

Reassure the applicant that this information will be treated with the same level of
confidentiality as their application.

Where additional information is provided verbally, use the Case File Note template
saved in SharePoint to accurately record this. Read your record of the information back
to the applicant and check in with them that you have recorded it accurately. Ensure the
case file note is saved in the Application Folder in Case Manager.

Where applicants require time to respond to the request, provide four weeks to
respond to requests for additional information in priority cases, eight weeks in non-
priority cases. Ensure the applicant is aware an extension to these timeframes may
be requested, if required.

Answer any other questions or concerns raised by the applicant.

Prior to making the call, see Obtaining Additional Information Relevant to an Assessment taskcard

Has the institution already submitted their RFI response?

If yes, go to Step 6
If no, go to Step 5
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Collect additional information from another participating institution

Where the Scheme have reasonable grounds to believe another participating institution may
have information that may be relevant to determining an application this may be requested
under Section 25 of the Act.

If the additional information is required from a participating institution:

e that has not been associated to the case, use the Associate Institution discretionary task
to add the institution and then issue an RFIl. For further information, see Issuing an RFI.

e that has already been issued an initial RFl and the RFI response did not contain the
additional information, issue a Request for Further Information (RFFI).

Has the institution who requested the additional information already submitted their RFI
response?

o Ifyes, goto Step 6
e Ifno,gotoStep5

5 Advise institution additional information has been requested
Acknowledge institution’s request for additional information, using the email template: Request
for additional information - Actioned
6 Determine if additional information will be shared
Where an applicant or institution provides additional information the Assistant Director must
determine whether this information will be shared, with consideration given the factors outlined
at Step 2.
Is it appropriate to share additional information received by the Scheme with the participating
institution?
o Ifyes,gotoStep?7
e Ifno, goto Step 8
7 Issue Request for Further Information (RFFI)
Save an appropriately redacted version of the additional information in the relevant RFI Package.
For further information, see: Redaction Guidelines.
Issue a Request for Further Information. For further information, see the Issuing a Request for
Further Information (RFFI) Taskcard
Process ends here.
8 Advise institution that additional information will not be requested/provided

e Use email template: Request for additional information — Declined to inform institution
e Send the email from Redress.RFI mailbox to the Institution’s RFI contact.
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Email Template - Request for additional information - Actioned

From: Redress.RFI.Notice
To: <RFI Contact>
Subject: Request for Additional Information <RA Number> — Actioned

Dear <RFI Contact from Extranet>,
Your request for additional information relating to <RA Number> has been reviewed and actioned.

{Insert if additional information has been added to RFlI Package}
The following information has been loaded in the Portal:

e <insert description of content>

{Add additional dot points as required.}

{Insert if information is not available}<The following information has been requested from another
participating institution:

e <insert description of content>

{Add additional dot points as required.}

Please respond to the RFI by <RFI due date>, noting any outstanding requests for additional information at
Question 13 of the RFI response. Alternatively, please request an extension.

If additional relevant information is returned after the RFl Response is submitted, the Scheme will issue
a Request for Further Information (RFFI), and allow 28 days for you to respond.

[INSERT First name Last name]
Delegate of the National Redress Scheme Operator

False or misleading information, documents or statements provision

Section 28 of the Act states, a person must not give information, produce a document or make a statement
to an officer of the scheme if the person knows, or is reckless as to whether the information, document or
statement is false or misleading in a material particular. This carries a civil penalty of 60 penalty units.

Offence to access, record, use or disclose protected information without authorisation

The RFl includes information which has been obtained for the purpose of the National Redress Scheme and
which is protected information under the Act. It is a criminal offence to access, record, use or disclose
protected information except as authorised by the Act. The penalty for this offence is 2 years imprisonment
or 120 penalty units, or both. National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the
Act).
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Email Template - Request for additional information - Declined

From: Redress.RFl.Notice
To: < RFI Contact from Extranet>
Subject: Request for Additional Information <RA Number> — Declined

Dear <RF| Contact>,
Your request for additional information relating to <RA Number> has been reviewed and declined, as the
additional relevant information is not available.

If the additional information will assist in providing a more meaningful response, please note this at
Question 13 of the RFI Response.

Please respond to the RFl by <due date>. Alternatively, please request an extension.

[INSERT First name Last name]
Delegate of the National Redress Scheme Operator

False or misleading information, documents or statements provision

Section 28 of the Act states, a person must not give information, produce a document or make a statement
to an officer of the scheme if the person knows, or is reckless as to whether the information, document or
statement is false or misleading in a material particular. This carries a civil penalty of 60 penalty units.

Offence to access, record, use or disclose protected information without authorisation

The RFl includes information which has been obtained for the purpose of the National Redress Scheme and
which is protected information under the Act. It is a criminal offence to access, record, use or disclose
protected information except as authorised by the Act. The penalty for this offence is 2 years imprisonment
or 120 penalty units, or both. National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the
Act).
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1. Background

Section 25 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act),
defines the minimum period (the “production period”) that the Scheme must provide institution to
respond to the RFI:

e 4 weeks, for a priority (urgent) application, and
o 8 weeks for a non-priority application.

The s.25 notice that is sent to the participating institution’s RFI contact to issue the RFI must include
the RFI due date and how the institution is required to respond to the RFI. For further information,
see Issuing a RFI.

Where the RFI due date is a weekend or holiday, application of the Acts Interpretation Act 1901,
extends the due date to close of business on the next (“business”) day, regardless of whether the
due date in Case Manager displays as a Saturday, Sunday or holiday.

The Act allows a due date to be extended if the institution requires additional time to prepare a
response. The policy outlines the circumstances in which an extension may be granted. For further
information, see Extending a RFl due date.

Institutions respond to an RFI by:
e recording their responses to the RFI questions in the Portal
e submitting their RFI Response in the fillable-PDF or supporting documents via the Portal,

e via email to the Redress.RFI mailbox, which the Case Coordinator needs to upload into Case
Manager, or

e requesting an extension prior to the RFl due date.

Note: It is not mandatory for a participating institution to respond to an RFl. Where a RFl response is
provided it is not mandatory for the institution to respond to all 13 questions.

Case Manager automatically generates a ‘Validate response from institution’ task when:
e the status of an RFl updates to ‘Responded’, or
e the due date for an RFl is reached
This task prompts the Case Coordinator to:
e validate the response by changing the RFI status to ‘Validated’ or ‘Invalidate’
e upload an institution’s RFl Response (if provided by email)
e associate and issue RFls to other identified institutions
e make a Child Safe Report
e wait until responses are received from all RFls, or

° proceed to assessment.
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If an institution does not respond to a RFI, or request an extension by the due date, the application
can be progressed to the assessment stage under s.26 of the Act, provided that a valid s.25 notice
was issued.

Where the RFI due date has passed without response, a courtesy reminder may be sent to the
institution. The approved email template must be used. See Overdue RFI Process for more
information. Any further information provided by the institution prior to an IDM decision must be
considered.

2. Process

yeiraat

Step Action

1 Work | Cases = RRT Dashboard Identify an RFI Response that requires action

Select ‘Case Coordinator’ User Role and navigate
Recommendation Officer (201) On hold-H | to the Work tab.

Locate and open the Validate response from

My Tasks institution task.
Filter: | 1 applied  Reset Hints:
Step Name e Use the Filter to search by “step name” -

‘Validate response from institution’

[‘lu"alidate response from instituIiDrEI

e Use the Filter to search by “case
Validate response from institution coordinator ID”.

e C(lick “My tasks” to identify validation
tasks assigned to your cases

2 In the Response to action tab, check Institution
Name.
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Response to action = Other responses

~ Request package -

Request details

~ RFI RF001027284

DSS unigue 1D

Institution name

RFI status

Return reason

RFI deadline

Navigate to the Responses tab and check the RFI
Status.

Note: See RFI Status Table for description of RFI
status.

Is the RFI status ‘Responded’:
e IfYes, goto Step 8
e IfNo,gotoStep4

Response to action = Other responses

~ Request package -

Request details

~ RFI RF001027284

Confirm if RFl due date passed

Where the RFI due date was a weekend or public
holiday, the Acts Interpretation Act 1901 extends
the due date until close of business on the next
business day.

Has the due date passed:

e IfYes, gotoStep5
DSS unique ID

e |f No, wait until after close of business on
the due date or the next business day.
Process ends here.

Institution name

RFI status

Return reason

| RFI deadline I

5 Confirm if RFI Response was sent via email

Institutions may respond to an RFI via secure email. Check the Redress.RFI mailbox to identify if
the institution has manually responded to the RFI.

Tip: Search using the RA number.

Was a response to the RFI received via email:
o IfYes,gotoStep?7
e IfNo, gottoStep6
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6 Confirm if the institution requested an extension

Institutions may request an extension via email. Check the Redress.RFI mailbox to identify if
there is a request for extension that has not been actioned.

Does a request for extension need to be actioned?

e If Yes, see Extending a RFI due date.

e IfNo,gotoStep 9

7 Documents  Tasks  History Upload relevant documents to Case Manager
Add ~ Open Actions  ~ . .
e : Information that has been provided by the
Nome < woanca oy Mocites On institution via email must be converted to PDF
SRS = o ey and uploaded to the relevant Request Package
Decision pBadnin 510512019, 247 PM in Case Manager_

Institution Requests pBadmin 6405/2019, 2:47 PM
Institutions paadnun BI05/2019, 2:47 PM ldentl:fy the fe’eVGntpaCkage

Outcome p8admin B0S2019, 2.47 PM

Recommendaton pBadmn B052019, 2.47 PM

In Case Manager, navigate to the Institution
Reponses tab and identify the Request

Request Tracker pBadnun B/05/2019, 2:47 PM

— 1 — Package number (RPO000000) for the relevant
R st | Rasparaa institution.
insich : Open the Institution Requests folder and
re ciean s 38 locate the relevant Request Package.
Ensure that the RP number listed on the
Institution Responses tab matches the RP
number in the Institution Requests folder.
. Upload the additional information
Documents Tasks History
e Open the relevant Request Package, and
Add | Open  Adions « ;
Home » Institution Requasts CIICk Add
Mo Roauest Package psaamin 21982019, 1131 AW e Select Add document from Local System
st 2ums20, 1300
e Click Browse to locate and attach the
Documents | Tasks | History manual RFl response.
m: . f"f""sﬁp'mwza e Expand the drop down menu to update the
« | Mositea By Moditod O Class to Institution response supporting
m  Instit nalAbuse IABO001000549 »Badmin 210812019, 11:06 AM

document and click Ok.

o RFO01005381 pSadmin 240812019, 11: 31 AM . Expand the original Document type menu
and select Application Supporting

F isijiccupsels Document. Click Ok.

— — e (Click Add

Documert O The document will now be visible in the

Document Tt 2 Request Package. Note: The document is also
visible to the participating institution
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8 Review RFI Response

Additional action will be required where the institution’s response:

identifies an additional institution that will need to be sent a RFl under s.25 of the Act.
Add an ‘Associate institution’ discretionary task and issue an RFI. For further information

see |ssuing a RFI.

contains information that requires clarification or more information is required. For
further information, see Issue Request for Further Information.

requests additional information in order to provide a more meaningful response. For
further information, see Institution requires additional information to respond to a RFI.

identifies mandatory child safe reporting triggers the Scheme was not already aware of.
For further information see Child Safe reporting taskcard.

indicates that the RFl was incorrectly issued to the institution. The Case Coordinator
must discuss with their team leader if a privacy breach needs to be reported. Update the
RFI status to ‘invalidated’ if the institution will not have an ongoing need to view the
request package and status of the application.

NOTE: Complete any additional tasks before proceeding to Step 11

9 Send courtesy email

A courtesy email should be sent to the institution’s RFI contact. The approved email template
must be used

Ensure that the From field is ‘Redress.RFI.Notice’

Confirm the participating institution’s current RFl contact details via Extranet and enter
into the To field

Update Subject field to: National Redress Scheme RFI —<RA Number> - PRIORITY/Non
Priority —Due Date<Due Date>: REMINDER - DUE DATE Lapsed

Complete the email template and Send

Save the email to your desk top
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10

Upload the courtesy email to Case Manager

e Locate and open the RFI mail folder in
Case Manager

e (Click Add and select Add document
from local system

e Select Browse to locate and attach the
email from your desktop.

e Expand the drop down menu to update
the Document Class to Email

° Click Add

The email will now be visible in the RFI Mail
folder

11

Proceed to assessment [ Wait for other responses Save Close

Proceed to assessment Wait for other responses Save Close

Finalise the Validate institution response task

If RFI or RFFI responses from other institutions
are outstanding, select Wait for other
responses to complete the task.

Where all RFl and RFFI responses have been
responded to or a courtesy email has been
sent for overdue responses, select Proceed to
assessment to complete the task.

Note: This will automatically trigger Case
Manager to generate a Prepare
Recommendation task.

12

Delete documents from your desktop

Delete any relevant documents from your desktop and the recycle bin, namely:

e Courtesy email
e Manual RFl response
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3. Resources

RFI Status Table

RFI Status What does the status indicate
Unassigned Institution has not accepted the RFI (yet) in the Institution Portal
Accepted Institution has accepted the RFl in the Institution Portal
i Group representative has assigned the RFI to a different participating institution within
Reassigned . i
their participating group
Participating institution has returned the RFI to their group representative because it was
Returned assigned to them in error, or is ready for the group representative to undertake a quality
check.
Responded Institution has provided a response to the RFI through the Institution Portal
Institution is not required to respond to the RFI because the package was issued in error.
Invalidated Where this status is used, institution will not be able to view any supporting documents
that are saved in the RFI Package.
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Overview

A Request for Further Information (RFFI) is issued when a participating institution has responded
to a Request for Information (RFI) but more information or clarification is needed. An RFFI can
only be issued where the Institution has responded to the original RFI.

An RFFl is issued under s.25 of the National Redress Scheme for Institutional Child Sexual Abuse
Act, 2018.

Where the Scheme is seeking further information from an institution, the Scheme issues RFFls via
the ‘Manage institution further information’ task in Case Manager. This task is either
auto-populated from the ‘Validate institution response’ task or created manually through the
‘Add task’ function.

Institutions have 28 days to respond to an RFFI.

The RFFI due date is calculated based on the following:

28 calendar days commencing from the day on which the task was opened
If the due date falls on a weekend or public holiday, institutions must be given until close of business
the following working day to respond.

Institutions respond to an RFFI by:

Recording the answers to the questions in the Portal

Uploading PDF responses or supporting documents to the Portal, or

Email to the S 47E(C) mailbox, which the Case Coordinator uploads manually
into Case Manager.

If the response is submitted through the Portal, the information will appear in an ‘RFFI responses’
tab under the ‘Institution Responses’ tab in the case view.

Case Manager automatically generates a ‘Validate response from institution’ task when:

the status of an RFFI changes to ‘Responded’
the due date for an RFFl is reached, or

Case Coordinator manually triggers the task from the ‘Manage institution further information’ task.

The task is used to:

Validate the Institution response

Decide to associate another institution

Proceed to assessment, or

Wait until all requests are responded to before proceeding to assessment.

It is possible for Institutions to request an extension of time to respond to the RFFI. The following

parameters must be considered where a request for an extension is received:
s 47E(d)
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It is not mandatory for an institution to respond to an RFFI. If a response is not received by the due date, a

courtesy email should be sent to the institution.

Process

Step Action required

1 Validate response from institution task

Where an Institution responds via the Portal, the system will generate a Validate response
from institution task.

To open the work item:
e From the Case Coordinator User Role, navigate to the Work tab
e Use the Filter to search for the relevant Survivor ID (RV) or Step Name
e Click on the relevant work item from the search results to open the Validate response
from institution task

Proceed to Step 2.

O

2 Response to action tab

The task will default to the Response to action tab, navigate to the relevant Request package
twisty and open the RFFI responses tab.

e Navigate to the RFFIs to action twisty

e Eachindividual question issued using the Manage institution further information task
will be assigned an RFFI RM Number (i.e. RFFI RM001106055)

e Under each RFFI RM twisty, the following information is available:

RFFI status: Where the institution has responded this field will appear as
Responded

RFFI deadline: This is the date set when the RFFI was issued

Question: This is the question/request which was entered as free text in the
Manage institution further information task

Answer: This field will show the answer the Institution entered into the Portal
RFFI response date: This is a system populated date and will reflect the date on
which the institution changed the RFFI status to Responded

Set or change responding institution: This field shows the name of the
responding institution . Where the response is received through the portal, the
responding institution will be set by default.
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Is the RFFI status Responded?
e Yes, proceed to Step 3
e No, go to the process for No response received
3 Review RFFI Response
Additional action will be required where the institution’s response:

e identifies an additional institution that will need to be sent an RFl under s.25 of the
Act. Add an Associate institution discretionary task and issue an RFIl. For further
information see Issuing a RFI Task Card.

e contains information that requires clarification or more information is required.

For further information, see Issuing a RFFI Task Card.

e requests additional information in order to provide a more meaningful response.
For further information, see Institution requests additional information.

e identifies mandatory child safe reporting triggers the Scheme was not already aware
of. For further information see Child Safe Reporting Task Card.

Are any of the above actions required?

e Yes, complete the required action before proceeding to Step 4. Note: if a further RFl or
RFFI is required, Case Coordinator should not proceed to Step 4 until these have
cleared QA and been issued.

e No, proceed to Step 4.

4 Finalise the Validate institution response task

e If RFl or RFFI responses from other institutions are outstanding, click the Wait for other
responses button to complete the task.

e Where all RFl and RFFI responses have been responded to or a courtesy email has been
sent for overdue responses (see No response received process for further
information), click the Proceed to assessment button to complete the task. Note: This
will automatically trigger Case Manager to generate a Completeness Check task.

Process ends here.
Step Action required
1 Validate response from institution task
Where an Institution responds via the Portal, the system will generate a Validate response
from institution task.
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To open the work item:
e From the Case Coordinator User Role, navigate to the Work tab
e Use the Filter to search for the relevant Survivor ID (RV) or Step Name
e Click on the relevant work item from the search results to open the Validate response
from institution task

Proceed to Step 2.

O

2 Response to action tab

The task will default to the Response to action tab, navigate to the relevant Request package
twisty and open the RFFI responses tab.

e Navigate to the RFFIs to action twisty

e Eachindividual question issued using the Manage institution further information task
will be assigned an RFFI RM Number (i.e. RFFI RM001106055)

e Under each RFFI RM twisty, the following information is available:

RFFI status: Where the institution has responded this field will appear as
Responded

RFFI deadline: This is the date set when the RFFI was issued

Question: This is the question/request which was entered as free text in the
Manage institution further information task

Answer: This field will show the answer the Institution entered into the Portal
RFFI response date: This is a system populated date and will reflect the date on
which the institution changed the RFFI status to Responded

Set or change responding institution: This field shows the name of the
responding institution . Where the response is received through the portal, the
responding institution will be set by default.

Is the RFFI status Responded?

e Yes, proceed to Step 3
e No, go to the process for No response received

3 Review RFFI Response

Additional action will be required where the institution’s response:

e identifies an additional institution that will need to be sent an RFl under s.25 of the Act.
Add an Associate institution discretionary task and issue an RFIl. For further
information see Issuing a RFI Task Card.

e contains information that requires clarification or more information is required.
For further information, see Issuing a RFFI Task Card.

e requests additional information in order to provide a more meaningful response.
For further information, see Institution requests additional information.
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e identifies mandatory child safe reporting triggers the Scheme was not already aware

of. For further information see Child Safe Reporting Task Card.
Are any of the above actions required?

e Yes, complete the required action before proceeding to Step 4. Note: if a further RFl or
RFFl is required, Case Coordinator should not proceed to Step 4 until these have
cleared QA and been issued.

e No, proceed to Step 4.

4 Finalise the Validate institution response task

e If RFl or RFFI responses from other institutions are outstanding, click the Wait for other
responses button to complete the task.

e Where all RFl and RFFI responses have been responded to or a courtesy email has been
sent for overdue responses (see No response received process for further
information), click the Proceed to assessment button to complete the task. Note: This
will automatically trigger Case Manager to generate a Completeness Check task.

Process ends here.
Step Action required
1 Was the RFFI issued through Case Manager
e No, proceed to Step 2
e Yes, Proceed to Step 3
2 For RFFls issued and responded to manually (by email)

e If the response is in the body of the email, save the original email as a PDF to desktop.

e If the response is in an attachment:

e Open the attachment and save to desktop.

o If the attachment is a Word document, save as a PDF and ensure any security is
removed (see below)
o If yourequired a password, contact the S 47E(C)
mailbox
o Once opened, remove the password before saving to desktop by:
e Select ‘File’ then ‘Properties’
e Open Security tab and ensure Security Method shows ‘No
Security’
7|Page vVi.1
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e Save

Once saved

e Open the relevant package and add by selecting ‘Add document from local system’
o Change Class to ‘Institution Response Supporting Document’
o Save

e Original email can be saved in RFlI Mail folder

3 For RFFIs issued through Case Manager - Has the response timeframe lapsed?
e No, proceed to Step 4.
e Yes, proceed to Step 5.
4 Initiate the Manage institution further information task through the Add task function

e Either in the case or work view, under Tasks tab, click the Add Task button or in the
case view, click on the Add Task button in the top left of screen

¢ Inthe discretionary task pop-up, select Manage institution further information from
the Select a type drop down menu and click OK

e A Manage institution further information task will generate in Case Manager

e Click the Select institution request package button. A window will populate with a list
of all RFls with the responded or validated status

e From the list select the relevant Request package. It is important that the correct
request package ID is selected in this task to ensure the email response is uploaded for
the correct institution, then click the Select button

e Inthe Select action field, select Validate or manually enter existing RFFls

e The following message will populate, Information: A validate response from institution
task will be created for the currently issued RFFls

e Totrigger the task, click the Update button in the top right corner of the task.

Proceed to Step 3.
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5 Validate response from institution task
Where the response timeframe lapses or the Case Coordinator follows Step 2, the system will
generate a Validate response from institution task.
To open the work item:
e From the Case Coordinator User Role, navigate to the Work tab
e Use the Filter to search for the relevant Survivor ID (RV) or Step Name
e Click on the relevant work item from the search results to open the Validate response
from institution task
Proceed to Step 4.
6 Response to action tab
The task will default to the Response to action tab, navigate to the relevant Request package
twisty and open the RFFI responses tab.
e Navigate to the RFFIs to action twisty
e Eachindividual question issued using the Manage institution further information task
will be assigned a RFFI RM Number (i.e. RFFI RM001122333)
e Under each RFFI RM twisty, the following information is available:
o RFFl status: Where the institution has not responded through the Portal, this
field will remain as Issued
o RFFl deadline: This is the date set when the RFFI was issued
o Question: This is the question/request which was entered as free text in the
Manage institution further information task
o Answer: This field will show the answer the institution entered into the Portal,
where the institution has not responded through the Portal it will be blank
o RFFl response date: Where the institution has not responded through the
Portal this field will be blank
o Set or change responding institution: This field shows the responding
institution. Where the response is not received through the Portal, there will
be no information.
Where this institution has replied by email, the RFFI status will remain at Issued. The Answer
and RFFI response date fields will be blank and there will be no Responding Institution listed.
The Case Coordinator must manually code the information.
Proceed to Step 5.
7 Manually Code the RFFI Response in the Validate response from institution task
Update the following fields:
o  RFFI status: Update to Validated
o RFFl response date: This is the date on which the email response was received by the
Scheme
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e Set or change responding institution: This field can be manually entered by clicking
on the button, selecting the relevant institution from the list and clicking the Select
button. Note: the only institutions that will be available for selection will be the
institution to which the RFI/RFFI is currently assigned and their Representative
e Answer: Enter the following text in this field; RFFI response received by email, copy of
response uploaded to the relevant request package (RP000001234).
Complete this process for each individual question (RFFI RM Number), noting that the email
response may cover multiple questions which were issued as part of the same RFFI.
Proceed to Step 6.
8 Upload Documents to Case Manager
All information that has been provided by the institution via email must be converted to PDF
and uploaded to the relevant Request Package in Case Manager, this includes the email
response itself.
e Save a PDF version of the email and any attachments to your desktop
e Identify the relevant Request package
o In Case Manager, navigate to the Institution Reponses tab and identify the
Request Package number (RPO000000) for the relevant institution.
o Open the Institution Requests folder under the Documents tab and locate the
relevant Request Package folder.
o Ensure that the RP number listed on the Institution Responses tab matches
the RP number in the Institution Requests folder.
e Upload the additional information to the Request package
o Open the relevant Request package folder, and click Add
o Select Add document from Local System
o Click Browse to locate and attach the PDF copy of the RFFI response
email
o Expand the drop down menu to update the Class to Institution Response
Supporting Document and click Ok
o Click Add
o Repeat the process for any attachments
e Delete the PDF version of the email and any attachments from your desktop
The document will now be visible in the Request package folder. Note: The document is also
now visible to the participating institution through the Portal.
Proceed to Step 7.
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9 Finalise the Validate institution response task
e If RFl or RFFI responses from other institutions are outstanding, click the Wait for other
responses button to complete the task.
e  Where all RFl and RFFI responses have been responded to or a courtesy email has been
sent for each overdue response, click the Proceed to assessment button to complete
the task. Note: This will automatically trigger Case Manager to generate a
Completeness Check task.
Process ends here.
Step Action required
1 Validate response from institution task
Where an institution does not respond to the request within the allocated timeframe the
system will generate a Validate response from institution task. To open the work item:
e From the Case Coordinator User Role, navigate to the Work tab
e Use the Filter to search for the relevant Survivor ID (RV) or Step Name
e Click on the relevant work item from the search results to open the Validate response
from institution task.
Proceed to Step 2.
2 Response to action tab
The task will default to the Response to action tab, navigate to the relevant Request package
twisty and open the RFFI responses tab.
e Navigate to the RFFIs to action twisty
e Each individual question issued using the Manage institution further information task
will be assigned a RFFI RM Number (i.e. RFFI RM001106055)
e Under each RFFI RM twisty, the following information is available:
o RFFI status: Where the institution has not responded, this field will remain as
Issued
o RFFI deadline: This is the date set when the RFFI was issued
o Question: This is the question/request which was entered as free text in the
Manage institution further information task
o Answer: Where the institution has not responded to the RFFI this field will be
blank
o) RFFI response date: Where the institution has not responded to the RFFI this
field will be blank
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o) Set or change responding institution: This field shows the name of the
responding institution. Where a response is not received there will be no
information.

Proceed to Step 3.

3 Confirm if RFFI Response was sent via email

Institutions may respond to an RFFI via secure email. Check the NATIONALREDRESS.RFI.NOTICE
mailbox to identify if the institution has manually responded to the RFI. Tip: Search the
mailbox using the RA number.

Was a response to the RFFI received by email?

e Yes, go to the process for Response received by email.

e No, proceed to Step 4.

4 Confirm if the institution requested an extension

Institutions may request an extension via email. Check the S 47E(C)
mailbox to identify if there is a request for extension that has not been actioned. Tip:
Search the mailbox using the RA number.

Does a request for extension need to be actioned?

e Yes proceed to the RFFI Extension of Time section.
e No, proceed to Step 5.

5 Send courtesy email

A courtesy email should be sent to the institution’s RFI contact. The approved email
template must be used

e Ensure that the From field isS 47E(C) @dss.gov.au

e  Confirm the participating institution’s current RFI contact details via CRM
Institution Database and enter into the To field

e Update Subject field to include RA number and original due date: National Redress
Scheme RFFI - <RA Number> - Due Date: <Insert RFFI Due Date> REMINDER - DUE
DATE Lapsed

e Complete the email template and Send
e Save the sent email to your desktop

Proceed to Step 6.

6 Upload the courtesy email to Case Manager
e Locate and open the RFI Mail folder in Case Manager

e C(Click Add and select Add document from local system

e Select Browse to locate and attach the email from your desktop.
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e Expand the drop down menu to update the Document Class to Email
e Update the relevant details
e C(Click Add
The email will now be visible in the RFI Mail folder and should be deleted from your desktop.

Leave a Comment in Case Manager, e.g. ‘RFFI to [Institution] due date lapsed, no response
received. Courtesy email sent to Institution on [date]. Application to proceed per section 26 of
the Act. *

Proceed to Step 7.

7 Finalise the Validate institution response task

e If RFl or RFFI responses from other institutions are outstanding, click the Wait for other
responses button to complete the task.

e Where all RFl and RFFI responses have been responded to or a courtesy email has been
sent for each overdue response, click the Proceed to assessment button to complete
the task. Note: This will automatically trigger Case Manager to generate a
Completeness Check task.

Process ends here.

1 Review request for extension

The Case Coordinator or the Application Processing RFI Support team has responsibility for

determining requests for extensions. The following will need to be considered:
s 47E(d)

If any of the above apply, an extension of up to four weeks can be granted.

Note: Where an extension has already been granted for a priority application and a further
request for extension is received due to exceptional circumstances, Case Coordinators must
consult with the Application Processing RFl Support Team.

Has the request for extension been granted?

13| Page vVi.1
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e Yes, proceed to Step 2.
e No, consult with Application Processing RFl Support Team to confirm the decision and

where applicable notify the institution by responding to their email request.

For further information, see Extending an RF| due date task card.

2 Action the extension request
To extend the due date of an RFFI, please contact the Application Processing RFl Support Team
(s 47E(c) ) who will action the task and respond to the institution in
writing with the new due date.
Process ends here.
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Purpose

This document outlines the process for validating a Request for Information (RFI) response
from an institution or applicant where the response contains new information.

Examples of this include:

» Information about prior payments
» Additional abuse information
> Information about abuse at a new institution

» Information that is contradictory to the information included in the application.

Please refer to validating a request for information task card for step-by-step case manager
guidance.

» Section 25 of the Act enables the Scheme to obtain information in order for a
determination to be made on an application. The Scheme may share protected
information with a RFI in order for the institution to provide a meaningful response.

» The jurisdictions are named in a large number of redress applications, many of which
list multiple participating institutions from the same group. This document outlines the
process agreed to between the Scheme and states and territories to streamline RFls
for applications that involve state-based institutions.

Validating a Request for Information response

» An institution will provide answers to the 13 questions on the Master RFI Form in the
Institutional Portal.

» When a RFI response is received, you must undertake a comprehensive review of
the institutions response.

» A RFI response may reveal additional information that will indicate additional RFlIs
may need to be sent, or further information (RFFI) is required from the applicant.

» ltis critical to read the RFI response when validating the task in case manager. This

will ensure the Scheme has complied with all obligations under the Act, and that an
Independent Decision Maker has sufficient information to make a determination.

TC — NRS25 — 290421 — Validating a RFI response 2
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Where a RFI response reveals information that was not previously
included in the application:

Information about a prior payment

>

TC — NRS25 — 290421 — Validating a RFI response

If a RFI response reveals a prior payment that was not included in the application,
the applicant must be contacted about the details of the payment and any
documentation they may have. Please refer to policy advice 24/2018 to understand
the kinds of documentation needed.

If the RFI response reveals information about a prior payment that is inconsistent
with what has been declared in the application form and there is no other
documentation, this indicates the Scheme may need to contact the applicant for
further information about their prior payment.

If the information in the RFI is the same as what was declared in the application form
the Scheme does not need to contact the applicant. The Scheme has sufficient
information about the payment, contact should only be made where there are
sufficient grounds to believe a portion of the payment is non-relevant.

If the RFI response indicates a different prior payment amount to what the applicant
has stated in their application, however the applicant has already provided sufficient
documentation with their application to support an IDM to make a determination, it is
not necessary to contact the applicant again.
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Examples: prior payment documentation

State redress 1. Applicant does not declare a prior payment in the application,

payment the RFI response indicates the applicant received a relevant
prior payment for abuse at the institution listed in the
application.

The applicant will need to be contacted to confirm they received this
payment and to let them know it may be taken into account.

2. Applicant declares a $7,000 payment in their application. The
RFI response confirms the applicant received $7,000 payment
through the Forde Scheme.

The applicant will not need to be contacted about the prior payment.

Civil settlement 1. The applicant states they have not received a prior
payment in their application. The RFI response indicates they
received a payment of $100,000 through an out of court
settlement for the abuse listed in the application.

The applicant will need to be contacted to confirm whether any
portions of this payment was paid for legal fees.

The Scheme will need to obtain documentation from the applicant
to indicate this amount, it is insufficient for the applicant to provide an
oral or written statement about the amount they paid in fees.

2. The applicant states they received $76,000 through a civil
settlement in their application. The RFI response indicates the
applicant received a payment of $100,000 for the relevant
abuse. However, the applicant has supplied supporting
documentation with their application that indicates they paid
$24,000 in legal fees.

The applicant will not need to be contacted and no further clarification
will need to be sought from the institution.

Victims of Crime 1. The applicant declared a $10,000 payment through victims of
crime. The RFI Response indicates the applicant was paid
$10,000 and that $3,000 of this payment was paid for
psychological care.

The applicant will not need to be contacted, there is sufficient
information to make a determination with respect to the payment.
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Information about abuse at a new institution

Is an additional RFI required?

Where the Scheme has received information in a RFI response from, or about, an
institution from the same government group (who did not received a RFI directly) then
the Scheme may use the information received and provide it to an IDM to make a
determination on an application for redress without issue another RFI.

It is not necessary to issue another RFI to the government institution if you believe
that relevant necessary information has already been obtained (for example, where
the new institution is defunct government institution).

» If a RFl response includes information about a new instance of abuse, the Scheme is
obligated under section 25 to issue a new request for information to the relevant
participating institution(s).

» However, there are certain circumstances an additional RFI is not required. These
arise where the institution that has responded to the initial RFI, institution A, has
already given the information about the other institution, institution B, there is no
practical reason to re-issue a RFI to institution B.

» This advice applies to government institutions only. For example, where the request
was issued to one department, however, another responds because they hold the
information. You do not need to issue another RFI. This applies to any institution
within the same state/territory/commonwealth group. See also Policy Advice 26/2019.

» While it would be technically correct to have issued the RFI to other institution when
dealing with the application in the first instance, the Scheme now has all the relevant
information from the representative of the group and an additional request is not
required.

» Therefore, where a RFI response from the representative of a government group
reveals abuse in another government institution in that group that has not directly
received a RFl itself, the Scheme can be satisfied the representative has provided all
relevant information there is no need to re-issue a RFI.

Ask yourself — has the representative for this government institution already provided
all the information about this institution in another RFI response? If yes, the additional
RFI is not required.

Check on extranet whether the institution belongs to the same government group as
the institution that has provided the response.

TC — NRS25 - 290421 — Validating a RFI response S
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Examples: is an additional RFI required? RFI

1' _ No

The representative has already provided all the relevant information — therefore, it is
not necessary to delay the application processing time where all the information has
already been received.

_ )

The reIevant must be associated in Case Manager and issued
a RFI. The applicant must be contacted about the new information. The RFI may be
accompanied by redacted information from the RFI, and/or additional information
from the applicant they may wish to include.

_ i

does not need to receive an additional
RFI. has provided a consolidated
response and sending a further RFI will not gather any additional information.

NO

does not need to receive an additional RFI, this is
because it is an institution from the same responding Commonwealth Government
group and the Department has already provided all the relevant information.

Does the Scheme need to contact the applicant about the new information?

» Familiarise yourself with policy advice 21/2019 Part Withdrawals as it may apply in
these circumstances. If a RFI reveals additional information a set of abuse at a new
institution that was not included in the application form, the Scheme will need to
provide the applicant the opportunity to comment on the additional information.

TC — NRS25 - 290421 — Validating a RFI response 6
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Additional information about the abuse listed in the application

Calling an applicant

In certain circumstances an applicant may need to be contacted and given the
opportunity to respond to information provided in a RFI response. If you are unsure
whether information needs to be confirmed with the applicant, it is recommended you
provide all information to the IDM to decide whether they require additional
information from the applicant. It is important to keep in mind that only an IDM can
make a determination on an application and therefore only an IDM can decide what
information is required to satisfy reasonable likelihood.

These circumstances need to be assessed on a case-by-case basis and in line with
the Scheme’s trauma-informed approach.

Issuing a RFFI

>

It is not appropriate to issue a RFFI to an institution if you think they have not
responded adequately, or have provided information that is in conflict with your own
ethical or moral framework.

If you are unsure how to proceed with a particular RFI response, please consult with
your team leader, or raise a Policy Helpdesk through the extranet.

A
7

A
»;

T
r

Key questions to consider:

Is the RFI required under the Act?
Could an additional RFI be considered fishing for information?

Is the application best to be referred to an IDM to decide whether additional
information is required for a determination?
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In what circumstances should the Scheme provide information received
in a RFl response to another institution?

All information received at the Scheme is protected information under section 92 of the Act.
The NRS Act permits the sharing of protected information for certain specific purposes,
including for the purposes of the Scheme. In some instances, it may be appropriate to share
information obtained in a RFI response with another institution. These circumstances are
explored below.

However, it is generally not required for the Scheme to share information between
institutions through the RFI process. This is because issuing additional RFlIs delays
application processing times and generally the Scheme has already obtained sufficient
information for a determination during the initial RFI process.

When the RFl is the only source of the abuse information.

If a RFI response reveals information that would require an additional RFI under section 25
of the Act, the Scheme may provide this information from the RFI response in a case file
note. Please refer to section 0 Information about abuse at a new institution above for where
this does not apply.

Where the institution does not require the additional information in order to comply
with their obligations under section 25.

The Scheme would not provide additional information to an institution where they are able to
comply with their obligations under section 25 of the Act without that information. This
includes providing government records to non-government institutions (NGI) where the
application contains all information relating to the abuse experienced. It is not necessary for
the Scheme to provide all information it has in relation to the application to every
participating institution that is named.

Example: If a NGI no longer holds records, it is sufficient for the NGI to respond to the RFI
stating where the records are kept. The Scheme can then issue a RFI under section 25(2) of
the Act to the record holders. The Scheme does not need to provide these records to the NGI.

This is because the provisions of these documents is not an authorised purpose under the
NRS Act and the institution has already told the Scheme they do not hold any information that
could be used to verify any information in the government records. The institution has been
provided all the information from the application that relates to the applicant’s experience.
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Where new information is revealed about the level of abuse experienced by the
applicant.

If the Scheme receives information through a RFI response that directly relates to an
institutions liability or responsibility, this information may need to be provided to the relevant
institution.

RFI responses that relate to pre self-government applications.

The Scheme will share the RFI response from the Commonwealth Department of
Infrastructure, Transport, Cities and Regional Development with the Territories about pre
self-government applications. This is an agreement the Scheme has reached with the
Territories and Commonwealth and applies to applications of this kind only.

Links

¢ Information Sharing Framework

Expanded FOLR Task Card

e Request Information From Institution QRG

e Drafting the Section 25 notice Task Card

e REFls for State and Territory Departments

e |ssuing a manual Request for Information (RFI) - Task Card

e |ssuing an RFFI - Task Card
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Purpose

This document outlines the process for sending a manual Request for Information (RFI) to
institutions where it is impracticable or inappropriate to do so via the Institutional Portal.

This document includes information and guidance on:

» key reasons for issuing a manual RFI and the associated risks;
» internal controls for approving a manual RFI; and
» how to send a manual RFI.

This document should be used in conjunction with the following task cards and fact sheets:

» Information Sharing Framework — Request for Information

Expanded FOLR TaskCard

Request Information From Institution QRG
Drafting the Section 25 notice Task Card
Institutions CRM - User Guide.pdf

RFls for State and Territory Departments.pdf
Protected Information Guideline for Engaging with Institutions and Applicants.pdf

VV VVVY

Operational Policy Overview

Under section 25(1) of the National Redress Scheme for Institutional Child Sexual Abuse
Act 2018 (the Act), the Scheme must request information from a participating or partly-
participating institution if an application for redress either:

¢ identifies a particular institution as being involved in the abuse of a person; or

o there are reasonable grounds to believe that a participating institution may be
responsible for the abuse of a person.

Under section 25(2) of the Act, the Scheme may also request information from a
participating or partly-participating institution if there are reasonable grounds to believe it
has information that may be relevant to determining the application.

Note: Section 25(1) of the Act prescribes that a RFI must be issued for any abuse
identified in the application, noting that abuse encompasses both sexual and non-sexual
acts under section 6.

» This means a RFI must be issued for all types of abuse related to an application
and subsequent RFI responses, provided that the Scheme has not facilitated an

TC - Manual RFI Response — NRS025 020525 3
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applicant’s request for a particular instance of abuse to be withdrawn from their
application under section 22 of the Act.

When is a manual RFl necessary?

A manual RFl is required when the Scheme deems an institution unable to provide a
response via the Institutional Portal in any of the following circumstances:

¢ Inability: The institution does not have, or no longer has, access to the
Institutional Portal.

» For example, the institution is unable to register a PRODA organisation
account, required to gain access to the Institutional Portal, in the
timeframe provided by the Scheme. This may be due to difficulties with
the Australian Business Register authority or changes in key personnel at
the institution.

o Conflict of interest (COI): It has been deemed inappropriate for the Scheme to
upload a RFI to the Institutional Portal because of an identified institutional
conflict of interest.

» For example, a member of the institution with access to the Institutional
Portal has a conflict of interest, resulting in the institution’s appointment of
an alternate contact person to respond to the RFI / facilitate a DPR.

> See the Institution Conflict of Interest for further information.

Key roles and responsibilities

The issuing of a manual RFI is conducted by the Institutional Coordination and Operational
Support (ICOS) team, though the preparation and quality checking of manual RFls is
conducted by the same teams who do so for standard RFls.

However, a manual RFI should only be prepared on the advice from the Participating
Institutions or ICOS teams. This advice could take several forms:

e Case-specific advice from the Participating Institutions team advising that a
manual RFI is an appropriate measure to manage a conflict of interest

e Current advice from ICOS that all RFIs for a particular institution or participating
group must be issued manually due to known issues with Portal access

TC - Manual RFI Response — NRS025 020525 4



DSS - FOI LEX 56662 - Document 9

National
Redress Scheme

For people who have experienced
institutional child sexual abuse

e Case-specific advice from the ICOS team that a manual RFI is required, for
example advising that a standard RFI will need to be reissued manually due to
newly identified Portal issues

The ICOS team is responsible for obtaining relevant approvals and confirmations. This
includes obtaining Branch Manager approval and confirming associated support
arrangements for the institution with the with the relevant team in the External Engagement
Branch, as follows:

Team Role and responsibilities
Participating Institutions Manages the COI process for all
s 47E(c) @dss.gov.au | institutions.

External Engagement Branch Manages relationships with non-

government institutions, including
Institutional Portal access issues.

Institutions Onboarding Supports newly declared institutions
Redresslinstitutions@dss.gov.au during the onboarding process, including
External Engagement Branch Provider Digital Access (PRODA) and

Institutional Portal access.

Partnerships and Support Services | Manages relationships with government

s 47E(c) @dss.gov.au institutions, including Institutional Portal
External Engagement Branch access issues.

Once relevant approvals have been obtained, ICOS is then responsible for following the
process of issuing the RFI manually.

Associated risks

For a manual RFI, the Scheme collates all relevant information from the Case Manager RFI
package and sends it to the institution via DSS secure email.

Issuing a manual RFI, with the protected information it contains, is high risk. The use of
DSS secure email instead of the Provider Digital Access (PRODA) system and the
Institutional Portal increases the risk of privacy breaches. For example:

> The manual RFl is sent to the wrong email address (i.e. the incorrect
organisation/group); and/or

TC - Manual RFI Response — NRS025 020525 5



DSS - FOI LEX 56662 - Document 9

National
Redress Scheme

For people who have experienced
institutional child sexual abuse

> The wrong attachment is sent in the manual RFI (e.g. an institution receives
information pertaining to a different application causing a privacy breach).

The manual RFI process is only to be used when all other avenues for obtaining the
institution’s response via the Institutional Portal have been exhausted.

NOTE: The correct institution(s) must be associated to the application in Case
Manager.

Manual RFls in Case Manager

From May 2025, RFI packages being prepared through the ‘Request Information From
Institution’ tasks can be marked as ‘manual’.

Packages with this marking remain in the relevant Case Manager tasks and, upon
completion of the ‘Issue Request For Information’ task, an RP package is created with the
relevant RFI documents.

Manual RP packages are not connected to the Institution Portal and are not visible to
institutions. These packages cannot be switched to a standard RFI once issued, and any
Requests For Further Information (RFFIs) on these packages will also be manual,

Process Overview

/, S ,' “Once
f / Document N\ V/ received,
Password

\ \ /#
« ‘ / \
,/ Draft and oolrtt:fti):ns Obtaln and \ Send test Prepare RFI e manual RFI and upload ’ upload \
manual RFE | record BM email to emails to p;ach alert email manual RFI response to ||
RFI/RFFI‘ approval lnstltutlon institution password to 'RFI Mall
contact document
package in CM mform
Stead

*Institution Inquiries (drafters) and Quality Leads (QA)
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Task Description

Step Action required

1 Confirm a relevant team has advised that RFI should be issued
manually
If a potential manual RFI is identified while preparing RFls, the staff member
preparing the RFI should confirm if there is advice from ICOS or the
Participating Institutions team that the RFI should be issued manually.
If there is no such advice, it should be obtained as per the ‘Key Roles and
Responsibilities’ section.
Once the advice is received, proceed to Step 2.

2 Draft and quality assure the relevant RFIl package

The Institutional Inquiries (or MDT) team draft the relevant RFI package
including the applicant’s name and date of birth as per relevant task
cards and procedures.

This includes:

e Drafting a Case File Note with the applicant’s full name, any names
the applicant was known as at the time of the abuse, and their date of
birth. This information is usually available in the Institution Portal and
therefore must be provided to institutions receiving a manual RFI.

e Ensuring there is no reference to the Institution Portal in any Case
File Notes (as the institution will not have access to the Portal and
this may lead to confusion)

» Using the ‘Manual RFI - alert email’ (available in SharePoint —
Operational Task Cards — Request for Information [RFI] folder —
Manual RFI Email Templates folder). See Template 3. Manual
[RFI/RFFI] — alert email below.

o RFFI questions must be included in the Case File Note, as RFFI
questions entered in the ‘Request for Information’ task are intended
for display in the Institution Portal

The Quality Leads team review the RFI package for quality assurance (QA).

When the Quality Lead is satisfied that the RFIs (including any manual RFls)
are ready for issuing, they will send a QA Pass email to the Institutional
Inquiries and ICOS teams.
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Step

Action required

Email will include instruction for Institution Inquiries team to not issue
standard RFls or complete the ‘Issue Request for Information’ task until the
manual RFI| has been sent.

Proceed to Step 3.

ICOS to confirm appropriate contact for manual RFI

ICOS will contact the most appropriate External Engagement team to confirm
the appropriate contact for the manual RFI.

The most appropriate team will depend on the circumstances requiring a
manual RFI. For example:

» Conflicts of interest (government or non-government institutions) =
Participating Institutions team.

» Government institutions = Partnerships and Support Services team.
» Non-government institutions = Participating Institutions team.

When the contact for the manual RFI has been confirmed, create a folder in
Case Manager called ‘Manual RFI Mail’, if there is not already one created.

Create a subfolder titled [Manual RFI/RFFI(s) — [date] — [institution(s)]. If
there is an existing subfolder, create a new one to separate the new manual
RFI/RFFI(s) from those previously sent.

Save the email confirming the contact for the manual RFI to all applicable
subfolders in Manual RFI Mail and proceed to Step 4.

If RFI no longer needs to be issued manually (for example, if Portal
access has been restored), ICOS will inform Institution Inquiries if RFI no
longer needs to be issued manually (for example, if Portal access has been
restored). If that’s the case, manual issuing process ends here.

Seek approval to commence the manual RFI process

Draft the ‘Manual [RFI or RFFI] - request for BM approval’ using the
approved email template (available in SharePoint — Operational Task Cards
— Request for Information [RFI] folder — Manual RFI Email Templates folder).
See Template 1: Manual [RFI/RFFI] — request for BM approval below.

Send the email to the Branch Manager, cc’ing the relevant EL1/EL2.
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Step

Action required

Upon receiving a response from the Branch Manager, save a copy of the
approval from the Branch Manager into all applicable subfolders of Manual
RFI1 Mail.

The response should be saved regardless of whether approval was granted
or refused.

» |f approval is refused, the manual RFI process ends here.

» If approval is granted, proceed to Step 3.

Send test email to institution contact

This email is to ensure the institution has access to the secure mailbox
system. The email must be sent using the OFFICIAL: Sensitive
classification. See Template 2: Manual [RFI/RFFI] — test email below.

Once confirmation is received from the institution, upload the successful test
response to the ‘Manual RFI Mail’ subfolders.

Proceed to Step 6.

Separate the information into PDFs
Download all relevant documents from the ‘RFI QA’ folder in Case Manager.
Save each document as a PDF — these documents generally include:

» Institutional Abuse document (Part 2);

» Relevant case file note (CFN) (optional) — CFNs may have been
attached to the Institutional Abuse document or left as a stand-alone
document. Either is acceptable for the purposes of a manual RFI.

» Manual RFI — section 25 notice (PDF);
» Manual RFI form (Master RFI form).

Proceed to Step 7.

Password protect each document

1. Open ARC: ICM21/1000145 ‘Redress Service Delivery — ICOS
Team’.

2. Expand ICM21/1000018 ‘Redress Service Delivery — ICOS Team —
Institution Information — IT — PRODA.
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Step Action required

3. Expand subfolder EF21/1002306 ‘Redress Service Delivery — ICOS
Team - Institution Information — Passwords’.

4. Open document: D21/10019029 ‘Institution passwords 2022’.

5. Find the institution’s already agreed upon password.

e Should the institution not have an agreed password, scroll through
to find the last password and create a new password for the
institution, ensuring that the institution list is in alphabetical order.
Passwords should follow this formula: Redress (with a capital R),
the year (e.g. 2023) and then subsequent symbols beginning with
L.@.#,9 etc.

e The first new manual RFI of 2023 would have the following
password — Redress2023.

6. Save the document with the institution’s new password.

7. Open each PDF one at a time.

8. Scroll to tools on the right-hand side of Adobe and select:

9. Select I@ Protect Lising D:\c-:\‘-.mrr‘il.

10. Type the new password twice and select ‘Apply’

11. Save the PDF.

12. Close and re-open the PDF to ensure the password is typed correctly.

Repeat this process for every PDF, including the manual RFI form.
Proceed to Step 8.

8 Update the manual RFI section 25 and alert notice
Update:

» The issue date, due date and contact name for both the ‘Manual
RFI — Section 25 Notice’ (template available in SharePoint —
Operational Task Cards — Request for Information [RFI] folder); and

» The ‘Manual RFI - alert email’ (available in SharePoint — Operational
Task Cards — Request for Information [RFI] folder — Manual RFI Email
Templates folder). See Template 3: Manual [RFI/RFFI] — alert email
below.

Proceed to Step 9.
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Step Action required

9 Prepare and send the manual RFI email
In the presence of a witness, to ensure accuracy in process, complete the
following steps:

1. Attach each of the password-protected documents and the Master
RFI Form to the Manual RFI Section 25 Alert.

2. Ensure the highest level of security is applied to the email,
‘OFFICIAL: Sensitive’, to ensure its arrival in the institution’s/contact
person’s secure mailbox.

3. Double check that the recipient email address and contact details are
correctly entered, and that the email is sent from the
s 47E(c) @dss.gov.au mailbox.

4. Send the email containing the password-protected documents.

5. The password can now be entered in a separate email using the
‘Manual RFI - protected password’ email template (available in
SharePoint — Operational Task Cards — Request for Information [RFI]
folder — Manual RFI Email Templates folder). See Template 4:
Manual [RFI/RFFI] — protected password.

6. Ensure the protected password email is sent from
s 47E(c) @dss.gov.au to the same contact.

7. Send the email.

Proceed to Step 10.
10 Document the issued manual RFI in Case Manager
Complete the following:

1. Upload a copy of the RFI alert email and the password email to the
current subfolder in the Manual RFI Mail folder. These emails should
be exactly as they were sent, including the password protection on
the email attachments.

2. Add a case comment outlining the RFI/RFFI(s) that were sent
manually and the due date. Add a brief note on the reason for the
manual RFI (e.g. ‘RFI sent manually due to a potential conflict of
interest’, ‘RFI sent manually due to institution experiencing issues
accessing Institution Portal’).

3. Email the Steady team (S 22 @dss.gov.au) to advise
that the RFI has been issued. See Template 5: Manual [RFI/RFFI] —
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Step

Action required

email to send to Steady team. There is no need to upload this
notification email to the Manual RFI Mail folder.

NOTE: If the case is a suppressed case, notify the Suppressed team
(s 22 @dss.gov.au) instead of the Steady team.

Proceed to Step 11.

11

Institution Inquiries to complete Case Manager task

Upon receiving confirmation the manual RFI has been sent, Institution
Inquiries will issue any standard RFIs and complete the ‘Issuing Request for
Information’ task as per usual process.

This must occur the same day as the manual RFI is sent, to ensure due
dates in Case Manager are correct.

The manual RFIl issuing process is now complete.

10

If additional information needs to be added i.e. CFN or RFFI

Email the Steady team (S 22 @dss.gov.au) requesting them to
draft the document.

Once the document has been uploaded to Case Manager, follow Steps 5-10
again.

1k

Response received: Upload the response to Case Manager
Once the institution has responded, complete the following:

1. Upload the response to the RP folder. The document should have
‘RFI response —* at the front of the document title.

2. If the received documents include a password, remove the password
prior to uploading to a RP folder. Mark the response as complete in
Case Manager

a. Click into the ‘Request Tracker’ folder

b. Right click on the file corresponding to the manual RFI or
RFFI. The correct file can be identified from the RP and RF
(for RFls) or RM numbers (for RFFIs). The relevant numbers
can be found in the Institution Responses tab on Case
Manager.

c. Click ‘Properties’ and switch the ‘Is Response Complete?”
drop down to ‘true’.
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Step

Action required

d. Click ‘save’

3. Add the response date and mark as responded to Case Manager
Click into the Institution Request folder.

Select the RP package.

Right click on the relevant RF or RM system file.
Click ‘Properties’

Add the date to the ‘date of submission’ field.

ap o o

o

f. Change the Portal Assignment Status to ‘Responded’.
g. Click ‘save’.

4. Add a brief case comment noting that the manual RFI/RFFI has been
received and the institution it was received from. If there are any
manual RFls that have not been responded to yet, include this in the
case comment.

Respond to the institution by copying the test from Template 7 into the email
providing the response.

Proceed to Step 12.

13

Inform the relevant team

Once all steps are complete, inform the Steady team

(s 22 @dss.gov.au) that the response has been received,
along with the location of the response in Case Manager. See Template 6
below.

Note: If the application is a suppressed case, notify the suppressed team
(S 22 @dss.gov.au) instead of the Steady team.

There is no need to upload the notification email to the Steady team to Case
Manager.

Process ends here.
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Templates

Template 1: Manual [RFI/RFFI] — request for BM approval

Subject Manual [RFI / RFFI] - Request for BM approval [SEC=QFFICIAL:Sensitive]
Good [morning/afternoon) [Branch Manager name)
| am seeking your approval to issue a [RFI/RFFI] manually through secure mail to [Institution] regarding [RAXXOOXXXXXX].
[Institution)] requires a manual [RFI/RFFI] as [list all relevant facts and circumstances for issuing the manual RFI/RFFI].
Prior to sending the manual [RFI/RFF1], the team will send and receive an email from the institution’s RFI contact to ensure the correct
allocated address. Emails will be sent at the highest classification, and attached documents will be password protected (the password for
each document will be sent separately to the RFl contact). Two Scheme Officers will be involved in the process to ensure the manual
[RFI/RFF1] is issued correctly.

Please do not hesitate to contact me should you require any further information.

Kind regards
[First name — Last name]
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Template 2: Manual [RFI/RFFI] — test email

Subject Manual [RF| / RFFI] - Test email [SEC=QFFICIAL:Sensitive]
Dear [RFI/RFFI contact title and name from CRM]
This is a test email to ensure you that you have access to the secure mailbox system before a manual [RFI/RFFI] is issued.
On receipt of this email, can you please confirm that you have access to the secure mailbox system associated with this email address?
We will endeavour to issue the manual [RFI/RFFI] as soon as possible once confirmation is received.
If you have any questions or concerns, please do not hesitate to reach out.

[First name — Last name]
Delegate of the National Redress Scheme Operator

False or misleading information, d ts or ts provision

Section 28 of the Act states, a person must not give information, produce a document or make a statement to an officer of the scheme if
the person knows, or is reckless as to whether the information, document or statement is false or misleading in a material particular. This
carries a civil penalty of 60 penalty units.

Offence to access, record, use or disclose protected information without authorisation

The RFI/RFFI includes information which has been obtained for the purpose of the National Redress Scheme and which is protected
information under the Act. It is a criminal offence to access, record, use or disclose protected information except as authorised by the Act.
The penalty for this offence is 2 years imprisonment or 120 penalty units, or both.

National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act.)

Template 3: Manual [RFI/RFFI] — alert email

Subject National Redress Scheme Request for Information - RA<XXXXKRXXX> - <Priority level> - Date due <day, month year>

Dear [RFI/RFFI contact tithe and name from CRM]

1 am wiriting to you, the [IF INSTITUTION IS PART OF A GROUP: representative for [the] <<insert group name>>] [IF LONE INSTITUTION: RFI contact for <<insert lone institution name>>], to alert you that the
National Redress Scheme {the Scheme) hes issued you a [RFI/RFF] via secure email,

[INSERT BELOW IF THIS NOTICE INCLUDES MORE THAN ONE RFI/RFFI FOR THE GROUP]

Number of requests
Please note you have been issued [RFIs/RFFIS] for Participating Institutions in your Group,

Praduction period
Please note that you have [4 weeks OR @weeks) to respond to this [AFI/RITI].

[FOR NON-COMMONWEALTH INSTITUTIONS] Please nate that mall in the Securemall system 15 only visible for 30 days. Please ensure you retain a copy of this Request For information outside of the Securemail
system if you are unable to respond within 30 days.

[First name — Last name]
Delegate of the National Redress Scheme Operator

False or mi ing i i or provisis
Section 28 of the Act states, a person must not give Information, produce a document or make a statement to an officer of the scheme If the person knows, or Is reckless as to whether the Information, document
or statement is false or misleading in a meterial particular. This carries a civil penalty of 60 penalty units,

Offence to access, record, use or disclose protected without
The RFI/RFFI includes information which has been obtained for the purpose of the National Redress Scheme and which is protected information under the Act. It is a criminal offence to access, record, use or

disclose protected information except as suthorised by the Act. The penalty for this offence is 2 years imprisonment or 120 penalty units, or both,

National Redress Scheme for institutionel child Sexual Abuse Act 2018 (the Act.)

TC - Manual RFI Response — NRS025 020525 15




DSS - FOI LEX 56662 - Document 9

National
Redress Scheme

For people who have experienced
institutional child sexual abuse

Template 4: Manual [RFI/RFFI] — protected password

Subject Manual [RFI / RFFI] - Protected password [SEC=QFFICIAL:Sensitive]

Dear [RFI/RFFI contact title and name from CRM]
The agreed upon password for the Manual RFI/RFFI process is: [Password]

Please reply to this email to confirm receipt, noting you agree to securely destroy and dispose of all confidential information and
documents as soon as practicable.

[First name — Last name]
Delegate of the National Redress Scheme Operator

False of misleading infor i d ts or provisi

Section 28 of the Act states, a person must not give information, produce a document or make a statement to an officer of the scheme if
the person knows, or is reckless as to whether the information, document or statement is false or misleading in a material particular. This
carries a civil penalty of 60 penalty units.

Offence to access, record, use or disclose protected information without authorisation
The RFI/RFFI includes information which has been obtained for the purpose of the National Redress Scheme and which is protected

information under the Act. It is a criminal offence to access, record, use or disclose protected information except as authorised by the Act.
The penalty for this offence is 2 years imprisonment or 120 penalty units, or both.

National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act.)

Template 5: Manual [RFI/RFFI] issued — email to send Steady team
Subject Manual [RFI / RFFI] sent - RVOCOOCOX / RASIXKOOOX - due < <insert due date> >
Goad [morning/afternoon]
We have issued a manual [RFI/RFFI] to <<insert institution name>:= for RVXXXXXXXXX / RAXXXXXXXXX - <<insert number=> [RFI/3Fls] sent, due <<insert due date>=.
The document(s) sent to the institution [has/have] been uploaded into Case Manage" and can be found in the Institution Requests and RFI Mail folders.
If you require further assistance from ICOS, please do not hesitate to reach out.

Kind regards
[First name — email signature]
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Template 6: Manual [RFI/RFFI] received — email to Steady team

Subject Manual [RFI / RFFI] received from <<insert institution name> > - RVXXOCOOX / RAXXOOOKXXX [SEC=OFFICIAL: Sensitive]

Good [morning/afternoon]

We have received a manual [RFI/RFFI] from <<insert institution name>> for RVXXXXXXXXX / RAXXXXXXXXX.

[This/These] document(s) [has/have] been uploaded into Case Manager and can be found in the Institution Requests folder.
If you require further assistance from ICOS, please do not hesitate to reach out.

Kind regards
[First name — email signature]

Template 7: Manual [RFI/RFFI] response received — institution response

Subject Manual [RFI / RFFI] response received - RAXO00OOMXXX [SEC=QFFICIAL:Sensitive]
Dear [RFI/RFFI contact title and name from CRM]
Thank you for your email and prompt [RFI/RFFI] response for RAXOOOOMXXXXX.
We have uploaded the manual [RFI/RFFI] documents to the Institutional Portal and informed the relevant team.
Please do not hesitate to reach out if you have any questions or concerns.
[First name — Last name]

Delegate of the National Redress Scheme Operator

False or misleading information, d ts or stat ts provision
Section 28 of the Act states, a person must not give information, produce a document or make a statement to an officer of the scheme if

the person knows, or is reckless as to whether the information, document or statement is false or misleading in a material particular. This
carries a civil penalty of 60 penalty units.

Offence to access, record, use or disclose protected information without authorisation

The RFI/RFFI includes information which has been obtained for the purpose of the National Redress Scheme and which is protected
information under the Act. It is a criminal offence to access, record, use or disclose protected information except as authorised by the Act.
The penalty for this offence is 2 years imprisonment or 120 penalty units, or both.

National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act.)
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Links

e RFls for State and Territory Departments.pdf

Protected Information Guideline for Engaging with Institutions and
Applicants.pdf

Institutions CRM - User Guide.pdf

Drafting the Section 25 notice Task Card

Request Information From Institution QRG

Institution Conflict of Interest.pdf
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Purpose

This document outlines the process for Redress officers responsible to prepare requests for
information (RFI) for institutions, identified as part of a finalised application undergoing a
reassessment of redress where:

o the relevant institution (either identified in the application or during the application
process) has joined the Scheme, or

e abuse is advised in connection to another relevant institution.

Operational Policy Overview

From 29 September 2024, finalised applications made to the National Redress Scheme
(the Scheme), can be reassessed when:

e the applicant has either accepted or declined their redress outcome, and

e one or more non-participating institutions named in their application or identified
during the application process, have since joined the Scheme, and

¢ the Scheme receives the applicant’'s completed and signed Reassessment
Agreement Form on or before 30 June 2027.

Section 71D of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018
(the Act) outlines that the institution/s identified in the finalised application that have since
joined the Scheme, will be issued a request for information (RFI) in the same way as
outlined under section 25 the Act.

However, the RFI package will be created in the new linked Case Record created (identified
by a FR number) for the reassessment process. The allocation of creating RFI packages for
a reassessment will be managed by Independent Decision Maker (IDM) support team.

As part of the reassessment, an IDM may also request further information from either the
applicant (Section 24) or previous determined responsible institutions (if there is connection
to the abuse disclosed by the new institution) to make their reassessment determination.
An RFI for the institution will be issued under section 25 of the Act.

e Section 25(1) of the Act outlines that an RFI must be issued to the participating or
partly-participating institution named in the application for any abuse, whether it be
sexual or non-sexual abuse. This means that a RFI must be issued to all instances of
abuse related to the application and subsequent RFI responses.

e Section 25(2) of the Act denotes that the delegate of the Operator may also request
information from an institution if there are reasonable grounds to believe that the
information may be relevant to determining the application.

Note: Section 6 of the Act abuse defines abuse as sexual or non-sexual abuse.
This means a RFI must be issued for all instances of abuse related to the application and
subsequent RFI responses.

Note: If information is received from an institution as part of the reassessment that is
relevant to another institution that was previously determined as a responsible institution, the
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relevant information must be provided to that institution as per BAU RFI processes for
procedural fairness.

Process overview

. . . ¢ When response
RFI Officer receives REI Officer selects RFI Offlce_r d_rafts the RFI Officer adds the received. RFl Officer
the Reassessment the Institutions for institution drafted documents RF1 Officer elates
task/allocation via = G documents, notice, or the online files to Comp e e
the IDM RQT which the STty each required completes the task Validatie Institution
Reasessment . o e and sends to Response (VIR) and
Spreadsheet and ot ot R e internal documents institution from the QATor dhaikin e the e
performs a q ired for upload to Reassessment e ga % h p
Pre-Drafting Check. reguireds Case Manager. Request. ckia the IDM for
} . ' their Determination.

Task description

Reassessment process can only be made on certain finalised applications, where a redress
outcome was delivered to the applicant and they either accepted or declined their outcome
and after the application was finalised, one or more Non-Participating Institution/s (NPIs)
have since onboarded with the Scheme (or were listed through FOLR arrangements).

The Scheme will invite applicants to undergo a reassessment where their application meets
the criteria. A reassessment cannot commence until the Scheme receives the applicant’s
written agreement to start the process.

The applicant’'s Reassessment Engagement Letter uploaded to the original case record (RA
number), identifies the new joined institution that allows a reassessment of the finalised
application to occur.

As described above, the Scheme has either identified, or the IDM has determined that
additional RFI/RFFIls are required to be issued to the newly joined or listed institution and if
required, the original responsible participating or partly-participating institution to assist
making a reassessed determination for redress.

The RFI Team will issue and then validate the institution response to complete the RFI
Reassessment Request and progress back to the IDM for their determination.

The steps outlined for this process are on the next page.
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RFI Pre-Drafting Checks:

Step

Action

Locate the Reassessment Request

Select the allocation RV## from the Master Spreadsheet and search the
RedressSteadyRFI Inbox for the Reassessment Request. This request is provided by the
Assistant Director who has triggered the Reassessment Task with the subject line clearly
indicating it is a Reassessment.

Please scan all succeeding emails in the Steady Inbox for the case to ensure no
adjustments (e.g. privacy breach) to the Reassessment case record (FR##) have been
made before the Reassessment Request.

TIP: It is useful to review any preceding emails from the Institutional Coordination and
Operational Support Team (ICOS) related to the NPI.

Check Final Notices to Institutions

Check that Notices to Institutions (if other Institutions were issued with an RFI/RFFI prior
to the NPI having been onboarded), located in the ‘Institution Request’ Folder in Case
Manager, have all been issued with the ‘Final Notice’ — if not you must escalate and
reach out to the Team Leader to contact Outcome Letters and Notices team as a priority.

The case cannot progress until all Institutions have received the Final Notice.

Home / Institution Requests / RPOO|EN

Name T

FINAL - RACOIIII - notice of Not
Approved (Ineligible) - |G

FINAL - RACONIEEEN - Notice of
Revocation - I

Ensure the Reassessment Request Email (located in the RedressSteadyRFI Inbox) and
Reassessment Task in Case Manager are aligned and contain identical information.

Please note: If the request is not identical and there is a requirement for clarification,
seek guidance from the Team Leader.

Identify the Institution/s CRM record

Identify in CRM that the Institution (which is now participating or listed under FOLR
arrangements) has the correct Institution Unique ID details and operational dates, as per
the Reassessment Request Task.

(Need to identify if the NPI coding has been removed prior to the request, and which
area, or would need to be removed by the Drafter at this stage)
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4 Confirm whether newly participating institution is ready for RFls

Review Declaration email, list of applications affected by a declaration and list of
institutions with Portal issues provided by ICOS on the occasion of a new declaration to
ascertain readiness of institution for RFls.

Please email ICOS at S 47E(C) @dss.gov.au if:

e If aninstitution’s readiness for RFls cannot be ascertained from the above
documents

e Ifitis unclear if the information in the above documents is current

e An institution isn’t ready for RFls but there is a reason RFIs must be issued
urgently (for example, if the applicant is terminally ill and responses must be
expeditated).

Please note: It is possible that one or more original determined responsible institution’s
participation in the Scheme may have been revoked since the application was finalised,
if so please follow above instructions and contact ICOS.

5 Identify any unstated difference in existing RFls

Identify if there are any differences from any previous RFI/RFFI’'s issued, prior to the
reassessment, to other Institutions in Case Manager, and not stated in the Reassessment
Request.

For any details that do require further clarification, please escalate and reach out to the
Team Leader for guidance and how to progress. The Team Leader has a specific
process/protocol that needs to be followed when requesting additional information from
the Assistant Director who triggered the initial Task.

Once the request details have been verified, drafting may begin.
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Draft RFIs
Step | Action
1 Locate the information that triggered a reassessment

When in Case Manager, open the Reassessment Determination tab.

This tab will tell you where the new information is located that triggered the reassessment
(see below). —

~ MNew indormaticn alter a decaion - Received 30 September 2023
Who prowided the new Imommation? dgphcant
Date now mfcrmation was meopved? 0 Sepfemidet 2033
Hirw nesw afarmalion mes tecsvved

Where i e new nformabion located? recune Conmegondsncs fnics

Provious Secddion dodcumai B Conriiad cocumant

Ensure that the ‘REASSESSMENT’ keyword has been actioned on Case Manager.

2 Prepare the RFI/RFFI Reassessment Request

Prepare the RFI/RFFI Reassessment Request ensuring that if there are any additional
questions that these are prepared in a Case File Note. Ensure your RFI Planner has the
correct Naming Convention and captured any information required for the RFI.

Prepare the RFl/s as per normal Drafting Procedures and in consultation with the relevant
task cards (see Links section).

3 Change keywords and alert Quality team

When the Reassessment Request has been drafted and the package/s is ready to be sent to
QA change keywords to RFI/RFFI IP + QA READY. Remove any redundant keywords
including CC IP, RFI/RFFI SENT, CALL CMPL.

¢ Do not remove any keywords such as AO CMPL, IDM RQT, ADV,
REASSESSMENT.

Forward the Reassessment Request email utilising the Sent to QA Email Template to the
RedressQA Leads Inbox and ensure that the RedressRFISteady Inbox has been included.
Please see template below.
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Send Cc

Hi Team
RFI (X) - New Process has been prepared and sent to QA as per the below Reassessment Request.

Kind regards

QA RFI for reassessment

Step

Action

1

The QA officer will undertake Quality Assurance checks of the RFI as per usual.

The process for RFI QA is the same as outlined under Redress officer performing the RFI
QA -

R e

However, when ready to be issued, the RFI will be uploaded to the FR Case Manager record
Institution Request package (RP).

Any previous RFls from the original determination will be migrated across from the RC to FR
case manually using the following naming conventions:

e ORIG RFI = RAXXXXXXX — [DD-MM-YYYY DATE ISSUED]

e ORIG RFIINSTITUTION RESPONSE — RAXXXX — [DD-MM-YYYY DATE
RESPONDED]

e ORIG RFFI = RAXXXXXXXX - [DD-MM-YYYY DATE ISSUED]

e ORIG RFIINSTITUTION RESPONSE — RAXXXXXXXX - [DD-MM-YYYY DATE
RESPONDED]

IMPORTANT: All original documents will be rechecked by a quality assurance officer
to ensure they align with Privacy legislation.

For complex cases, please escalate to your team leader to submit a Policy Helpdesk.
Policy helpdesk responses must be actioned and uploaded to the FR case record.

When ready to send the RFls for the reassessment case, the RFI Officer will download the
S25 —Alert email - Reassessment and update with the date of issue.
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Validating the Institution Response

Step | Action

1 When the RFI has passed the Quality Assurance process, the RFI package will be issued to
the Institution When the Scheme receives the Institutions response the Validate Institution
Response task will need to be completed (this will be advised on the RFI Spreadsheet with
the Status ‘Ready to VIR’) and appear in Case Manager in the Outstanding Information
Section, as per the below examples.

RFI Spreadsheet:

Date Received (] Packag v | Staff member Allocation [~ ] Date Allocated [~ Status: [1]

Case Manager Outstanding Information Section:

Outstanding information (1 RFl request, 1 RFFI request, 0 Applicant requests, 0 Applicant documents)

Type Status Information
2 Complete the RFI Reasoning Document as per the normal Validating Institution Response

Task Card. If further RFFI’'s have been identified from the Institution Response, indicate on
the RFI Reasoning Document before uploading to Case Manager:

e Possible further RFI/RFFI’s to be determined by the IDM.

D To

Send Ce
RFI/RFFI REASSESSMENT - Complete (X/X) - progress to 1DM - RVXIOOOO00O0/RAXOOOOONX
Hi Team

The RFI (X) response to the Reassessment Request has been validated and no further work is required. This application is ready to progress to the IDM for assessment.

N
INSTITUTION [ID:XXXXXXX] Responding Institution: INSTITUTION [ID:XXXXXXX]
Kind regards

L E— ]
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3 Upload the RFI Reasoning Document to Case Manager in the Recommendation Folder, then
remove the keyword RFI/RFFI SENT with a comment of VIR Validated’ being inserted.

* Reason for update

VIR Validated|

+ Add keyword

4 Validating the Work Task

Access the work tasks from the Work Tab on Case Manager.

Wiork Cases My Dashboand Momines b
Case Coordinator (3) On hold - Case Coordinat
[ My Tasks [ Keywords

| Fi!ter| 1 applied Reset

Step Mame

o Validate response from institution

Select: Validate response from institution and complete the task.
Select: Validate response from institution and complete the task.

Select: Action Request (only if it is Request that appears with the subject line ‘Additional
information request: Institution) and then select Complete.

This will update the Outstanding Information Tab in Case Manager and will progress the
Application to the next stage.

The process is now complete.
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Links

Issuing a manual Request for Information (RFI) - Task Card
Issuing an RFFI - Task Card

Request Additional Information for Decision Task Card
Redress Policy Helpdesk Task Card

Drafting the Section 25 notice Task Card

Validate Institution Response Task Card

Request Information From Institution QRG

RFIs for State and Territory Departments

Protected Information Guideline for Engaging with Institutions and Applicants

Information Sharing Framework
Request for Information (RFI) — All Documents
Request for Further Information (RFFI) — All Documents
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Purpose

This document describes the process and the circumstances in which an application may
progress to determination if a participating or partly-participating institution does not respond
to a request for information (RFI), as made under section 25 of the Act within the production
period specified.

Operational Policy Overview

Legislation and policy

>

Under section 25(4)(c) of the National Redress Scheme for Institutional Child Sexual
Abuse Act 2018 (the Act), a written request for information notice must specify the
period (the production period) within which the institution is requested to give the
information to the Operator.
o Under section 25(5) of the Act, this must be at least 4 or 8 weeks depending on
the priority status of the application.

Once the production period has lapsed, an institution is not permitted to request an
extension of the due date, under section 25(8) of the Act.
o If the production period has not lapsed, the Operator may provide an extension
in appropriate circumstances under section 25(6) of the Act. Please refer to
Policy Advice 14 of 2019: RFI due dates and extensions.

Under section 26(2) of the Act, the Scheme may progress an application to
determination if the institution has not responded to the RFI/RFFI within the production
period.

It is not mandatory for a participating or partly-participating institution to respond to a
RFI/RFFI or provide a response to all 13 questions.

The Department has entered into a Memorandum of Understanding (MOU) with each
participating non-government institution that sets out how we work in partnership. All
parties to the MOU have agreed to:
o work collaboratively to deliver redress from participating institutions to people
who experienced institutional child sexual abuse who are entitled to redress
under the Scheme, and do so in as timely a manner as is practicable; and

o identify and seek to resolve issues in a timely manner where Scheme
arrangements are having unintended impacts.

The Scheme is subject to administrative law principles, as well as its own legislation.
This means that the Scheme is obligated to share information with an institution where
it may contribute to an adverse outcome (such as a finding of institutional liability).
o The Scheme must ensure that a institution has had the opportunity to
access and respond to a RFI or RFFI.

Note: The institution does not have to respond to the RFI or RFFI to have been
afforded procedural fairness. It is sufficient that the institution had a reasonable
opportunity to respond.
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Reminding the institution of the RFI

» Under section 29(1) of the Act, the Scheme is obligated to progress applications to

determination as soon as practicable.

When an institution does not respond to the RFI/RFFI, the Scheme’s Institutional
Cooperation and Institutional Support (ICOS) team in the RFI and Operational Support
(ROS) section will issue a ‘Reminder Email’ to the institution to prompt a response to
the RFI. This reminder will grant the institution a two-week grace period under s25(6)
of the Act.

Note: This ‘grace period’ is not recorded as a formal extension in Case Manager.

If the institution does not respond to this email, and the grace period expires, ICOS will
conduct a ‘Reminder Call’ to the institution’s RFI Contact to identify whether the
institution is experiencing issues accessing or responding to the RFI.
o If the institution is aware of the RFI and is not experiencing any issues, the
institution has been afforded procedural fairness and the application can be
assessed for progression to an IDM.

o ICOS are responsible for resolving issues relating to manual RFls or
individual RFI packages.

o Where an institution notifies the Scheme that they are experiencing issues,
e.g. a Redress Contact change, conflict of interest or Institutional Portal
issues, the institution is referred:

= For non-government institutions, to the Participating Institutions

team (S 47E(C) @dss.gov.au); and

= For government institutions, ICOS will contact the institution directly.

Note: This referral also occurs where ICOS cannot get in contact with the institution
through both the Reminder Email and Reminder Call.

These reminders afford institutions procedural fairness. They provide institutions with a
further opportunity to respond to a RFI, forewarn institutions that an application may
progress to a final determination under section 26, and ensure that the Scheme is
complying with obligations under the MOU.

When to progress an application to the IDM

>

If the institution does not reply to the Reminder Email within the two-week grace
period, and the Reminder Call does not identify any issues preventing the institution
responding to the RFI, the Scheme will assess whether the application can progress to
an IDM for determination without the institution’s RFI response.

If the application can progress to an IDM, a Section 26 Email will be issued to the
institution advising that the application has progressed to the IDM.
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Note: this email will generally be sent three weeks after the Reminder Email,
accounting for the two-week grace period and time taken to assess the application for
progression to an IDM.
o The email will advise the institution that they can provide information to the
Scheme through ICOS up until the IDM makes their final determination.

Y

Policy Advice 08 of 2020 outlines when to progress to IDM without a response. This

is an assessment of whether the applicant is best served by continuing to seek
information from the institution or by having their application progressed without the
RFI response.

Y

>~ |f the application cannot progress to determination, the matter will be referred to the

Participating Institutions team (if the institution is an NGI), or ICOS will work with the
relevant government institution to obtain a response.

Process summary

g 23 \ f Al h [ \ [ \ (Application is
I:Z?tr::ggn%ote: ICQS issues a Institution does rI:r:i?\ c';:earktiasll 1COS assesses if Irslf\:'};e:ﬂtt(; I:Ir;
a RFI/RFFI reminder email not _respond t(_) Pl ol e tf_le a;?pllcatlon b e
within the o thg rem!nd.er email the instthution is suitable to Os ifgnot
production msticution within two et— progress under R,
4 under s25(6) weeks o Participating s26 suitable, the
period Institutions institution is
\_ J\_ VA ) \_ r k ) referred to PI.

For a detailed process map, please refer to Page 12 of this task card.
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Task Description

Part 1: RFIl reminders and institution support process

Step

Action required

Institution does not respond to RFI or RFFI within the production period.

ICOS checks CRM for any changes to the RFI contact and Research Notes for any
known relationship management issues i.e. access to the Institution Portal.

ICOS sends Reminder Email to institution if institution fails to respond to RFI
within production period and the Scheme has not received a request for an
extension.

ICOS sends the email as soon as a RFl due date has lapsed.

See Templates 1 and 2 below.

ICOS records the sent email in a folder named ‘Overdue RFI’ in Case Manager.

If the institution does not respond to the Reminder Email within the two-week
period, refer to Step 3.

If the institution responds to the Reminder Email but does not submit a RFI
response before the due date lapses, refer to Task Description: Assessing an

application for progression to an IDM.

ICOS makes the Reminder Call to the institution’s RFI contact. The contact
details for the relevant institution’s RFI contact can be found in CRM.

See Templates 3 below for talking points when making this call.

Please note the purpose of this call is to determine whether the institution is aware
that a RFIl has been issued and, if necessary, to identify any issues with
accessing the RFI.

If contact with the institution is unsuccessful, make a referral to Participating

Institutions. ICOS must concurrently assess the application for progression to an
IDM. Ensure that the referral email to Participating Institutions includes:

e A summary of any communication with the institution so far;

e Any relevant information regarding the issue, institution or application;

e Information about the contact attempts,

e Arequest for Pl to liaise with the institution so that the institution can be
contacted for this application and in the future.
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If contact with the institution is successful, and the institution is aware of the
RFI, identify whether the institution intends to respond to the RFI and any issues
that may require a referral to Participating Institutions. Inform the institution that
the Scheme will assess the application for progression to an IDM and that the
institution can submit a RFI response to the Scheme until the IDM makes their
determination and the applicant has accepted their redress outcome.

If contact with the institution is successful and the institution cannot access
or has not yet accessed the RFI, determine whether the reason for this requires
referral to the Participating Institutions team:

o If required, refer the issue to Participating Institutions for relationship
management (e.g. RFI contact changes, Institution Portal access issues,
etc).

e |f the issue can be resolved by ICOS, do not refer to Participating
Institutions (e.g. RFI contact had not checked secure email or Portal but is
able to, or RFI package is corrupt).

o If required, consider whether to grant the institution an extension. If this
occurs, and the extension lapses without a RFI being provided, assess the
application for progression to an IDM.
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L —— ]
Part 2: assessing an application for progression to an IDM

» The ICOS team in the ROS section is responsible for assessing an application for
progression to an IDM. All applications must be assessed on a case-by-case basis.

» In this assessment, Scheme officers MUST reference Policy Advice No. 08 of 2020:
Processing applications without receiving a RFI response. Assessors should keep in
mind the Scheme’s guiding principles under section 10 of the Act and the shared
responsibilities under the Department’s MOU with participating NGls.

» The following should be considered when assessing an application for progression:
o The Operator’s obligation under section 29(1) of the Act;
o The information already available in the application or other RFI responses (if
applicable);
o The priority status of the application;
o Any advice provided by the institution as to why they have not yet provided a
response.

» Where the outcome of the assessment is uncertain or ambiguous, cases should be
referred to the Policy Helpdesk for advice.

The following table outlines circumstances that may influence whether an application may or
may not be able to progress to an IDM.

I T
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Task Process

Step | Action required

4 ICOS assesses the application for progression to an IDM.
Refer to the assessment guidance above.
Note: If the non-responsive institution is a non-government institution, assessors
must liaise with the Participating Institutions team to ascertain if the RFI contact
is able to access the RFI. As per the guidance table above, if an institution cannot
access the RFI, they have not been afforded procedural fairness. As a result, the
application is less likely to be able to progress to determination.
Is the outcome of the assessment ambiquous or uncertain?
If Yes, submit a Policy Helpdesk request.
If No, progress to Step 5.

5 ICOS makes a comment in Case Manager with the outcome of the
assessment.
The comment must include the justification for the assessment (why/why not the
application is suitable to progress). See Adding a Case Comment task card.
Is the application deemed suitable to progress to determination?
If Yes, progress to Step 6.
If No, email the case to the relevant team with the necessary information to contact
the institution:

o For non-government institutions, the Participating Institutions team
(s 47E(c) @dss.gov.au); and
o For government institutions, ICOS will contact the institution directly.

6 ICOS issues the Section 26 Email to the institution.
The email notifies the institution that the application is being progressed to the IDM
for determination. See Templates 4 below for the email template.
ICOS records the sent email in a folder named ‘Overdue RFI' in Case Manager.
Note: If the institution in question is a non-government institution, ICOS must
inform Participating Institutions of the overdue RFI and relationship issue for
resolution.

7 ICOS completes the ‘Validate Response from Institution’ task.
Finalise the ‘Validate Response from Institution’ task in Case Manager’ (see
Validate Instituton Response Task Card).

I N
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Select Proceed to assessment to complete the task.

[Proceed to assessmentJ Wait for other responses | Save | Close

Note: Once the ‘Validate Response from Institution’ task has been completed, the
institution cannot submit a response via the Institution Portal. If the institution
provides information before a determination is made, this additional information
must be manually uploaded into the RFI package by Scheme staff.

8 The application progresses to an IDM for determination.

The institution has the option to provide information to the Scheme up until the IDM
makes their determination and the offer is accepted.

Any emails from the institution that contain additional information from an institution
must be treated as a matter of priority.

The revocation process allows IDMs to revise their determination prior to
acceptance should any new information become available that is likely to change
the determination. The IDM must be made aware that the institution did not
respond to the RFI within the production period and any information provided by
the institution.

Institution Inquiries must email S 47E(C) @dss.gov.au, using the following
template:

/Dear IDM Support team, \

[RA number] is being progressed to determination under section 26 of the Act.
[Institution/s] ([Unique ID/s]) has/have not responded to the Request for
Information/Request for Further Information.

<IF institution provided any relevant information: The institution informed the
Scheme that [insert relevant advice].>

Regards,

Qeam namel. /
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Templates

1. Reminder Email Template — Government Institutions

Dear [INSERT RFI CONTACT: {TITLE} {LAST NAME} FROM EXTRANET]

| am writing to advise that the due date for responding to the <Request for Information
(RFI) OR Request for Further Information (RFFI)> for <RA Number> has lapsed.

Under section 26 of the National Redress Scheme for Institutional Child Sexual Abuse Act
2018, the Operator may progress an application and make a determination if information
requested from an institution is not provided within the production period.

This application will be assessed to progress to determination in two weeks on <DUE
DATE>. Please take action prior to this date if you wish to submit a response to the <RFI
or RFFI>.

If you intend to submit a response to the <RFI or RFFI> we ask that you:

1. Advise us of your intention to submit a response by return email, and
2. Submit your response to the <RFI| or RFFI> through the Institution Portal, or if
you have received a manual <RFI| or RFFI>, through secure email, as a matter of

priority.

If you believe your circumstances justify an extension, please respond to this email and
provide reasonable justification.

Should you have any questions or be experiencing any difficulties responding through
the Institution Portal, please contact the Redress Governance team by emailing
s 47E(c) @dss.gov.au

[INSERT First name Last name]

Delegate of the National Redress Scheme Operator

TC — Overdue RFI Process — NRS026-300524 10
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2. Reminder Email Template — Non-Government Institutions

Dear [INSERT RFI CONTACT: {TITLE} {LAST NAME} FROM EXTRANET]

| am writing to advise that the due date for responding to the <Request for Information
(RFI) OR Request for Further Information (RFFI)> for < RA Number> has lapsed.

Under section 26 of the National Redress Scheme for Institutional Child Sexual Abuse
Act 2018, the Operator may progress an application and make a determination of
eligibility if information requested from an institution is not provided within the production
period.

This application will be assessed to progress to determination in two weeks on <DUE
DATE>. Please take action prior to this date if you wish to submit a response to the <RFI
or RFFI>.

If you intend to submit a response to the <RFI| or RFFI> we ask that you:

1. Advise us of your intention to submit a response by return email, and
2. Upload any information in the Institution Portal, or if you have received a manual
RFI, through secure email, as a matter of priority.

If you believe your circumstances justify an extension, please respond to this email and
provide reasonable justification.

Should you have any questions or be experiencing any difficulties responding through
the Institution Portal, please contact the Participating Institutions team by emailing

s 47E(c) @dss.gov.au.

[INSERT First name Last name]

Delegate of the National Redress Scheme Operator

TC — Overdue RFI Process — NRS026-300524 11
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3. Reminder Call: Talking Points

“Hello [INSERT RFI CONTACT NAME]”

“This is [INSERT NAME OF SCHEME OFFICER] from the National Redress
Scheme.”

“l am calling to follow up on a Request for Information that was issued to
<INSTITUTION NAME> on <DATE RFI WAS ISSUED TO THE INSTITUTION>.
The due date for this RFl was <DUE DATE> and a reminder email was sent to
your institution via the secure email portal on <DATE REMINDER EMAIL WAS
SENT>.”

“This concerns application <RA Number>. Are you aware of this Request for
Information?”

o If RFI contact advises that they are experiencing issues accessing
the Institution Portal or the RFI contact has changed, refer their issue
to the Participating Institutions Team for relationship management.

o If RFI contact does not have access issues, check if the institution is
intending to provide a response and identify what is causing the delay.

“The production period for providing a response has now expired. The Scheme
may progress this application to an Independent Decision Maker for
determination without your response. This is permitted under as section 26 of the
Scheme’s Act. If this occurs; the Scheme will inform you via the secure email
portal.”

“You can submit information to the Scheme about this application until the
Independent Decision Maker makes their determination and the applicant
accepts their outcome. Any additional information provided will need to be
emailed toS 47E(c) @dss.gov.au.”

“Thank you for your time.”

TC — Overdue RFI Process — NRS026-300524
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4. Section 26 Email

Dear [INSERT RFI CONTACT: {TITLE} {LAST NAME} FROM EXTRANET]

| am writing to notify you that the application for redress for {Survivor salutation} {First
Name} {Last Name} (RAQ0#HEHEHE) has now progressed to the Independent Decision
Maker for determination. This is because the production period to respond to the
Request for Information (RFI) issued to [institution name] has lapsed.

The Scheme issued a RFI to [institution name] on [DD Month YYYY of RFI]. The RFI
production period <was extended and> ended on [RFI response due date]. <A reminder
email, providing [institution name] an additional two weeks to respond, was sent on [DD
Month YYYY of reminder email].>

The Scheme Operator considers there is sufficient information to progress the
application to determination as permitted under the National Redress Scheme for
Institutional Child Sexual Abuse Act 2018 (the Act).

Under section 26 of the Act, the Scheme Operator may progress an application an
institution fails to comply with a section 25 request within the production period.

You are welcome to submit any information you would like considered by the
Independent Decision Maker until a determination is made and the applicant’s offer is
accepted. Please contact S 47E(c) @dss.gov.au if you have information that
you would like to provide to make arrangements for this to be uploaded to the Institution
Portal. Please note that a determination cannot be revoked if an offer of redress is made
and accepted in writing.

[INSERT First name Last name]

Delegate of the National Redress Scheme Operator

Links

Policy Advice No. 08 of 2020: Processing applications without receiving an RFI
response
Policy Advice 14 of 2019: RFI due dates and extensions

Y

v

» Task Card — Adding a Case Comment
» Task Card — Extending a RFI or RFFI Due Date
» Task Card — Policy Helpdesk
» Task Card — Validate Instituton Response
L P s

TC — Overdue RFI Process — NRS026-300524 13
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National
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For people who have experienced
institutional child sexual abuse

Request for Information (RFI)
from Institution
Step 1: Draft RFI

Document Details

Content Owner Director Institution Inquiries and Quality Review
Created by s 47F

Date Created 28/05/2023

Version 2.0

Approved by Director Policy Strategy and Design

Date Approved 05/06/2025

Version History

Version Date Created by Amendment Description
V1.0 25/05/2023 s47F Policy reference and layout
V1.1 23/05/2023 s47F Dratft finalised
V2.0 05/06/2025 s 47F Updated to reflect ICT
Systems release of May
2025
Contents
Request for Information from Institution — Step 1: Draft RFI ... 1
PUTPOSORI. - :vcivvvvmumenss. N v vin s I 1t oo s s e s A S T o e 2
Eperational TEICY OVETVIOVEII - -xxx v oo s rsm o s s s v Son e e S T S S e T S S e e 2
PrOCESS OVETVICWEERA :=::-- . oo o s e o e S S T S T P S S T S e S e 3
L= 5] (e (=TT ] o] (o o 3
Additional FUNCHIONS ..o et e e e e e e e e e e e e eeeannnnes 13
] o G TSRS 22
[ I ]

—

RFI — Step 1: Draft RFI — NRS025-050625



DSS - FOI LEX 56662 - Document 12

Purpose

This document operationalises Step 1 of the new ‘Request information from institution’ task
in Case Manager.

The ‘Request Information from institution’ task has been created to limit the number of
manual off-system tasks and reduce the risk of data privacy breaches.

» The ‘Contact institution’ task has been updated so that the ‘Request information
from institution’ button now launches the new ‘Request information from institution’
task.

A new ‘Request information from institution’ task has been added to the discretionary
task list and the existing ‘Request information from institution’ task has been renamed
to ‘[Superseded] Request information from institution’.

N.B: for details on how to draft requests for further information (RFFls), please refer
to a separate Request info from institution - Step 1 - Draft RFFI - Task Card

Operational Policy Overview

Section 25 of the Act requires the Scheme to issue a request for information (RFI) to a
participating or partly-participating institution if an application identifies a particular institution
as being involved in the abuse of a person, or there are reasonable grounds to believe that
an institution may be responsible for the abuse of a person.

Under section 25 of the Act a RFI must be issued for any abuse, whether it be
sexual or non-sexual abuse. This means that a RFI must be issued for all
instances of abuse related to the application and subsequent RFI responses.

The ‘Request information from institution’ task is a discretionary task that is launched by
the RFI Support Officer for the purposes of drafting, quality checking and issuing requests
for information (RFIs).

The ‘Request information from institution’ task is comprised of three steps, as follows:

1. Draft request for information — accessible within the Case Coordinator role
The content of the RFl is prepared and uploaded to the task by a RFI Support
Officer in the Institution Inquiries team.

2. Validate request for information — accessible within the Quality Assurer role
» The content prepared by the RFI officer is checked and verified by a Quality
Lead in the Quality Assurance team.

Note: In Step 2 the Quality Lead will be able to send the task back to Step 1 if issues
are identified that require correction.

3. Issue request for information — accessible within the Case Coordinator role
» Final verification checks are performed and the RFI is sent to the institution
portal by a RFI Support Officer in the Institution Inquiries team.

Note: In Step 3 the RFI Support Officer will be able to send the task back to Step 2 if
issues are identified that require correction.

RFI — Step 1: Draft RFI — NRS025-050625 2
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Process overview

RFI Officer launches RFI Officer drafts the .

g 2 23R RFI Officer adds the . If required, RFI
the t::ek,'golth;rctusmg RFI Officer selects the d ocm::g:ltf.?\gti & drafted documents 2{' 1 ocfe{hcotr;lg:etssd Officer actions any
s IO institutions for which & 5 or the online files to £ L OV e 9 Quality feedback and
institution’ task in the R ired alert email and aach reauived sends it to QA for returns it to QA for a

rk tab, or the S e internal documents szl checking.
WOTK a0 L institution. recheck.
discretionary task list. for upload.

Task description

Task 1: Launching the ‘Request information from institution’ task

Step Action
1 To launch the task, 1 of 3 options can be used.
Option 1:

e Click the Add task button, either in the top left next to the Comments
button or from the ‘Tasks’ tab in the folder screen.

+ [l RC000014500001

RC000015110035  woifie

Documents Tasks History
s 38 e
{ Add Task ‘
I Comments Add Task Required (7)

o Select Request information from institution from the drop down menu
and click OK.

Add

SeRct a type:
Request informaticn from institution| ~
Record refermal
Record referral to DSS
Record RFl ectension request

Repon or respond to external authority

Request addtionalinformation for decsion
Request appication information

Requett atcacemant roctirt

[ Request informaticn from institution l

Review data correction
Send SMS

Update appication status
Updats detals

Upload apphcant document

Upload document to insteution package

RFI — Step 1: Draft RFI — NRS025-050625 3
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Step Action
Option 2:

e Navigate to the work tab and filter the search criteria using the survivor ID.
e Launch the Contact institution task.

e Click on the Request information from institution button within the
Contact institution task.

Contact institution | contact institution
s 38

Comments ‘ | Refresh Request information from institution

Option 3:

o Navigate to the work tab and filter the search criteria using the survivor ID.
e Launch the Contact additional institution task.
e Click on the Request information from institution button within the
Contact additional institution task.
Contact additional institution | Associate institution

s 38

Applicant name: AutoGenerated FakeData

‘ Request information from institution H Refresh H Comments

Note: The Contact institution and Contact additional institution tasks may not
always be available. If RFIs have already been issued for an application, the
Contact institution task will no longer be available and the discretionary task will
need to be used.

2 After selecting the Request information from institution task, an information
alert will display. This is to highlight if previous RFls have been issued for the
application or not.

Request information from institution s kimens fom et flets; ©OCwesl 00V © 0 wheematon

s 38

¢

Click on continue to proceed to the next stage of the task.

Request information from institution  ssaues aiwmansn rem nimaos Kests. ©O0Citicd @ OWaming @ 0lnformation | View sie

s 38

= =
Note: Only 1 Request information from institution task can be launched at a
time. If there is already a Request information from institution task in progress

an error message will appear notifying the user. The existing task must be
completed or cancelled before a new task can be launched.

Note 2: If the task does not automatically open, navigate to the work to find the
task in the in-basket.

Proceed to Task 2.

RFI — Step 1: Draft RFI — NRS025-050625 4
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Task 2: Add/Remove institutions

Step
1 Add Institutions

Action

Upon launching of the task the below screen will appear if there are no institutions
or documents added to the task.

weigurwst ) Cae R T 21 Dratt secuieet fox indormation

Draft request for information e e

it i News: QOCrtkal @ 0Waring @€ hlematien | Vi skes

Compioe Cancw Com
o e
Carueron documenms A o
Cocuments ~ fase
+ Mt donmet 8
= I
targ © poames dy ity ¢ el e

Narne T Modtied 8y

e

5 Cormespengesce

If institutions and documents have been added to the task they will be identifiable
on the screen as per the below example.

AT Dasaty 2 Do recquest S Isfewemmatian

Vackass Servems | Case Coseanune

Draft request for information e cremson som et

Aleris: ©O00HKH ©OWamng @ 0klormatisn | Vaw st

Uasument cis ~ Modtenty

ol ot o 5@
h Q Mo T Medded by
" e " aw £ Advanie Papment -
—— 3 Apphication
Comewpomionss
-~ £ Dechien
DR Coamos B leatitution Seguets
b e - weasl v e v Adies
iesttutizns
s38 B teove | 90 o & Outcome
£ Ressmmendasio
s38 e £ Request Toacker s
& enas
.
BALLWO e e © Coonemt tyse Acsen
c=-m & @
s38 T =3 o
atinc cau » tnaton s -
Rp—— y
+ D ik
hame Poementcen & Modtedby & Mostiedon .
4 0
o o miAlE

2 To add institutions:

e Click the Add institutions button.

RFI — Step 1: Draft RFI — NRS025-050625
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Action

Draft request for information | rRequest information from institution

Comments

Common documents

+ Add document

Name & Document dass < Modified by

No documents uploaded.

+ Add institutions

|

e Select the correct institution from the associated institution menu by ticking
the box to the left and then clicking Select.

Draft request for information | request imnformaton from msteution

e Repeat this step for all the institutions that require RFlIs at that time. As they
are added, they will appear in the main screen as shown in Step 1.

Note: Institutions that are part of the same Participating Group will be grouped
under the Participating Group name. For example, all the NSW state institutions
will be grouped under the NSW Government Participating Group.

Remove Institutions

At any time during Step 1, the RFI Officer can remove an institution from the task.
This will remove all documents associated with the institution within the task.

RFI — Step 1: Draft RFI — NRS025-050625 6
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institution.

s 38

~
Institution name v
" s38

Institution class Participating Institution

Primary description No value

‘ + Add document

~
Name
REl — RAXKXXX— 525 Notice — Institution Mame pd?

REL - RAXXXX — Redacted document - Institution
name.pdf

will be removed.

A
Document class v

Action

e Toremove an institution click on Remove to the right of the relevant

Institution
unique ID v

s 38

Institution status

Institution notice

Redlacted document

e Click Proceed on the alert window to confirm that all associated documents

Active
& Paste reference
Modified by & Modified on < Action
MYK521 02/05/23 03:38 M = & |
MYK521 02/05/23 03:598 PM = E3 w
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~
Content type v Action

participating Institution l @ Remove I[ I Defer ]

1 Alert

Are you sure you want to remove S 38

Any documents within this task for this institution will also be removed.

Manual RFI process

Step Action

1 Manual RFI process

In the ‘Request information from institution’ task:

After an institution has been added using the ‘Add institution’ button, the ‘Manual
RFI’ button will appear next to ‘Defer’ and ‘Remove’

RFI — Step 1: Draft RFI — NRS025-050625
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Step Action

Worlk Cases My Dashboard Nominee Management [ Contact institution [4 Draft request for information

Draft request for information Request information from institution

s 38 Preferred name: No v:

Preferred contact gen
Comments

Common documents ~

4+ Add document

Name © Document class & Modified by <  Modifiedon & Aedon

No documents uploaded,

+ Add institutions l + Select request package

s 38 ~
=, institution £  content £  Request O
Institution name unique ID type type Action
- S 38 S 38 Participating RFI W Remove I Il Defer | & Manual RFI
Institution J
Institution class Perticipating Institution Primary description Education Facility
Institution status Active

+ Add document | B Paste reference

If it is required that the RFI should be a manual RFI:
» select the ‘Manual RFI’ button next to ‘Defer’ and ‘Remove’.

An alert message will appear. By selecting proceed the RFI will be changed to a
manual RFI.

I Alert

Setting S 38 as a manual RFI will prevent associated
documents being 1ssued for this institution. RFls for the institution that are not
set as manual RFls will be issued to their respective institutions on completion
of the task.

Cancel Proceed

After clicking ‘Proceed’ an orange ‘Manual’ flag will appear next to the Institution’s
name. The ‘Manual RFI' button will also change to ‘Standard RFI'. This is indication
that the RFI is now a manual RFI.

RFI — Step 1: Draft RFI — NRS025-050625 8
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+ Add documen:

If the RFI needs to be reverted back to a standard RFI:

Work: Cases Ny Dashboard Nominee Management [ Cantact institution

Work Cases My Dashboard Nominee Management rﬁ{; Cantact institution \j'zi Draft request for information
Draft request for information | request inf from )
‘s 38 Preferred name: No ve
‘ Preferred contact gen
Common documents ~
+ Add document ’
Name O Document class & Modifledby O Modified on O Action
No documents uploadec.
s 38 ~
¥ Institution C  Content < Request o
Institution name & unique ID Type tpe Action
Sm— 3
-s538 EaRR R @ Remove J[ 1l Defer ][ L1 Standsrd RFI ]
nstitution L
Institution class Participating Institution Primary description Education Faality
Institution status Active

» select ‘Standard RFI’ next to ‘Defer’ and ‘Remove’.

|%) Draft request for information

B Paste reference

\ + Add documen:

Draft request for information | req from
;S 38 Preferred name: No ve
I Preferred contact gen
Common documents ~
+ Add document ‘
Name O Document class & Modifiedby C  Modified on O At
No documents uploadec.
s 38 ~
. Institution T  Content T Reguest &
institution name < unigue ID fype fype Action
.s38 Participating = H [
s 38 R e ( @ Remove 11 Defer L standard RFI
Institution class Participating Institution Primary description Education Faality
Institution status Active

B Paste reference

RFI — Step 1: Draft RFI — NRS025-050625
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Step Action
On selecting the ‘Standard RFI’ button an alert message will appear.

1 Alert

Setting S 38 35 a standard RFI will ensure this RF| and
associated documents will be issued to the institution threugh the Institution
Portal upon complzstion of this task.

Cancel Proceed

By clicking ‘Proceed’ the ‘Standard RFI’ button will revert back to the ‘Manual RFI’
button and the orange ‘Manual’ tag will be removed

Note: the ‘Manual RFI’/'Standard RFI’ button can be used in Step 1 (Draft) and
Step 2 (QA) of the ‘Request information from institution’ task but not Step 3 (Issue).
This is consistent with the availability of the ‘Defer/'Continue’ button.

Task 3: Add documents

Step Action
1 Once all institutions have been added, the RFI documents can now be uploaded.
There are two areas available to upload documents.

Common documents

This section is to be used for the s25 alert email and the validation checklist.
Documents uploaded via this option will NOT be issued to the institution via the
online portal.

e Click on Add document

' Common documents A
+ Add document

Name ¥ Document class ¥ Modifiedby ¥ Modified on

<>

Action

No documents uploaded

e Select the document type from the prompt box

RFI — Step 1: Draft RFI — NRS025-050625 10
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Action

Select document

S —
ﬂo internal document ]

O 525 alert email
%

e Click on Choose File and select the document you wish to upload from
your computer. Then click Add.

B
[gﬁgj‘” AF! I =26 Axd - Narve of Rep.rsg W Add Document by Using

Entry Template

’ |

The documents you have uploaded will appear in the Common documents
section. You can download, view properties or remove them using the menu
options to the right of each document.

Common documents ~
e
+ Add document
A A ~ A
Name v Document class v Modified by Modified on v Action
g \‘;\
additional case information  Myx521 02/05/23 08:52 AM 'I = & W H
RFI - &m ‘- €25 Alert - Name of Rep.msg Additional case information MYK521 02/05/23 02:52 AM U = & W “
\ J

T —

2 Institution documents
There are two options for adding application information for the purposes of a RFI.
Option 1: Adding pdf or word documents

This section is to be used for the documents that will be issued to the institutions
via the online portal. There will be an Add document button for each institution
added to the task in Stage 2.

e Navigate to the institution for which the document applies and click Add
document.

RFI — Step 1: Draft RFI — NRS025-050625 11
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Step Action

s 38 G

institution

Institution name ~ uigueld Contenttype ~ Action
- s38 s 38 Participating institution | @ Remove JI I pefer
Institution class Participating Institution Institution status Active
Primary description No value
@] B Paste reference
Name & Document class & Modified by & Modified on & Action

No documents uploaded.

o Select the document class from the prompt box, and click OK.

| x
Select document class

#0O Additions| case information

IO Institution notice

O Redacted document

e Click on Choose File and select the document you wish to upload from
your computer. Then click Add.

General
* b4 name “Chume Fle o = CT0ser Add Document by Using
B v s @ Entry Templ.
~ Propesties

= )

The documents you have uploaded will appear in the Institution documents
section. You can download, view properties or remove them using the menu
options to the right of each document.

s 38 &

Institution

institution name ¥ uniquelD v  Content type ¢ Action
- s 38 S 38 participating Institution \7m'[ I pefer ]
Institution class Participating Institution Institution status Active
Primary description No value
+ Add document T Paste reference
Name C Document class < Maodified by < Modified on <
RF| - RAXXXXX— 525 Notice - Institution Name pdf Institution notice MYK521 02/05/23 03:58 BM
Rﬂ—waﬁ. ndt = U = Reclacted document  MYKS21 02/05/23 03:5Q £t
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Step Action
Option 2: Adding online application data files

The copy reference/paste reference function can be used to include online
application files in the RFI if there are no redactions required. These files will be
issued to the institution via the online portal.

o Navigate to the Application folder in the folder menu.
¢ Right click on the online data file to be included in the RFI and select Copy
reference.

I RCO00000300009

Documents Tasks History g ’
Export
LAdd v H Actions v J View Link

Home / Application Remove from Case

Add to Favorites
Name

Copy Reference %
@ InstitutionalAbuse-IAB000100824 =

p8admin

» Navigate to the institution that requires the data file and click Paste

reference.
s 38 &
& Institution i
In ion name v uniquelD v Contentfype v Action
- Y
s 38 s 38 Participating Institution @ Remove || W Defer
Institution class Participating Institution Institution status Active
Primary description No value
+ Add document
J
~ ~ ) A ~
Name ~ Document class ~ Modified by ~  Modified on ~ Action
RFI - RAXXXXX— 525 Notice — |nstitution Name pdf Institution notice MYK521 02/05/23 03:38 PM = & 0w
_an = - ~Instituti
REL- RAX000C— Redected doqument ~ nstaution Redacted document  MYK521 02/05/23 03:59 PM = 3 ®

namepdt

The online application data file will now be visible in the list of documents to be
issued to the institution.

RFI — Step 1: Draft RFI — NRS025-050625 18
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Step Action

s 38 Py
A Institution A
Institution name v uniquelD v Contenttype v Action
S 38 S 38 Participating Institution B Remove " Il Defer I
Institution class Participating Institution Institution status Active
Primary description No valus
+ Add document & Ppaste reference
Name & Document class & Modified by < Madified on < Action
RE| = RAXXXXX— 523 Notice - Institution Name pdf Institution notice MyK521 02/05/23 03:58 PM = £ 0
REL'- RAIG0OC - Redactad docuiment - InsDiution Redacted document  MYKs21 02/05/2303:59PM = & W
name.pot
Institutional Abuse-|A20C0 1008240 Institutional abuse fndredropssve 02/05/23 03:11 PM F S |

Note: All documents uploaded to the institutions within the task will be issued to
the institutions via the online portal. Documents that should not be issued via the
portal or internal documents must be uploaded within the Common documents
section instead. Refer to Task 3, step 1.

CSR Summary
Step Action
1 If the application you are working on has a CSRJ keyword, the RFI drafter should

include the CSR Summary to the RFI package as an independent document.
The CSR summary can be found and downloaded from the CSR folder.
While in the ‘Request information from institution’ task:

The ‘Add document’ button for RFIs has an option to include an Institution notice
— Child safe report.

» Select ‘Institution notice — Child safe report’.

Select document class

Additional case information

Institution natice - Child safe report ]

Institution natice - RFi

Ol @] ®)

Redacted document

Cancel Ok

RFI — Step 1: Draft RFI — NRS025-050625
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Step Action

On selecting ‘Institution notice — Child safe report’ and clicking ‘Ok’, the add
document entry template will appear with ‘Institution notification type’ set to ‘Child
safe report’.

Add Document by Using Entry Template
When you add a document by using an entry template, the values that you enter for the document are consistent.

~ General
* . .

File name: Choose Files Na file chosen
A Properties
* Class: ¢

nstitution notice
* Institution notification e i
Cnhig safe I':,OGIT v
type @

» Select the CSR Summary from your downloads folder and click ‘Add’.

Add Document by Using Entry Template

When you 4dd o document by using an entry template. the values that you enter for the document are consistent. Learm meore

~ General
* File name [ CSR Summary - RA0Z2728912 - Northem Sydney, Syaney Home Nursing paf ]
~ Properties
* Clasy:
Institation notification
tipe @

The CSR summary should be uploaded as an independent document.

Name & Documentclass & Modifiedby O Modified on O Rifon
s 38
Redacted document YVN504 05/05/25 09:37 AM = W
nstitution notice YVN504 05/05/25 10:41 AM i= & W
[ nstitution notice YVN304 05/05/25 12:45 PM = £ W
_

Task 4: Complete the Draft request for information task and send to Quality
Assurance for checking

Action

1 When all the institutions requiring RFIs have been added and all associated
documents to be issued have been uploaded to each institution, the task must now
be sent to the Quality Assurance team for checking.

e Click on Complete to send the task to the Quality Assurance team.
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e Update the keywords to RFI/RFFI IP, QA Ready.

Draft request for information  sea.es wcarssen from insmmn:

s 38

o T =1

This will complete the Draft request for information task and create the Validate
request for information task used by the Quality Lead.

Note: Completing this step of the task does NOT issue the documents to the
institution portal.

Task 5: Action feedback from Quality Lead
Step Action
1 This task is required if the Quality Lead identifies a need for rework and returns the
task to the RFI Officer to action.
The Quality Lead will notify the RFI Officer of rework required via email.
o Navigate to the work tab and filter the search criteria using the survivor ID.
e Launch the Draft request for information task
e The rework required will be listed at the top of the task overview page.
Draft request for information Request information from institution
s 38
02 May 2023 02:35 PM Returned from Validate request for information by Quality Assurer (TSTMEMO)
Comments Free text comment.
Issue Subissue Critical Rework
T e Set of abuse that needs to be sent has been s Back to persen
e redacted/removac to fix
A({d\_tlonaf ST Level of abuse information insufficient (Q44) Yes Bacrk T
required to fix
e Once the rework has been actioned, click on Complete to return the
application to the Validate request for information step.
e Update the keyword to RFFI/RFFI IP, QA Ready.
Draft request for information  auet wromies from revnsicn Az 0. °
s
[ s ] @ Carpien ° »
S I e
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Additional Functions

Defer/Continue an Institution

1 Defer Institution

task.

s 38

i A
Institution name

-
s 38
Institution class Participating Institution
Primary description No value
+ Add document
~
Name
RFL = RAXXXXX— 525 Notice - Instdution Name,pcf

RFI - RAXXXX — Redacted document - Institution
name.pd?

-~
Document class +
Institution notice

Redacted document

An institution can be deferred at any time during Step 1 or Step 2.

Deferring an institution will prevent the documents uploaded within the task to that
institution being issued upon completion of the Issue request for information

e To defer an institution, click on the Defer button.

~
Institution 2
unique D ~  Contenttype v Action
P—
s 38 Participating Institution @ remove [ W Defer ‘

Institution status

e A confirmation window will appear requesting acknowledgement that by
deferring the institution the RFIs will not be issued. Click on Proceed to
continue, or Cancel to cancel the deferral.

Modified by O
MYX521

MYK521

1 Alert

Deferring the RFI for S 98
documents being issued for this institution. RFis for the institutions that are not
deferred will be issued to their respective institutions on

will prevent associated

completion of the task.

DSS - FOI LEX 56662 - Document 12

Active

I Paste reference

A
Modified on v Action

02/05/23 03:53 PM = X

02/05/23 03:59 PM = X

J

information task.

e The deferred status will be flagged on the institution in the overview window
and will also be visible to the Quality Lead in the Validate request for

RFI — Step 1: Draft RFI — NRS025-050625
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Institution 2
uniqueld v  Contenttype v Action

e A
Institution name ~
S ;8 Participating Institution @ Remove P Continue

Continue institution

In the event the RFI Officer or Quality Lead has deferred an institution, it can be
continued for issuing at any time within Step 1 or Step 2. This will undo the Defer
function and allow the RFI documents to be issued to the institution.

e To continue a deferred institution, click on Continue next to the institution

name.
s 38 "
% Institution a
5 n n. iz uniqueld v Contenttype v Action

- 5 38 S 38 Participating Institution 7 @ Remove P Continue ]
Institution class Participating Institution Institution status Active
Primary description No valug
( + Add document 1 B Paste reference

Name & Documentclass ©  Modifiedby & Modified on < Astion

e.pdf nstitution notice MYK521 02/05/23 03:58 PM = & W
BF - 2ivbine o Resasiec dos.mens s naliiee Redacted document  MYK321 02/052303595M = & W

name.pdf

e An alert box will appear requesting confirmation that all associated
documents for that institution will be issued. Click Proceed to continue.

1 Alert

Continue preparing documents to be issued for deferred S 38
s 38 By continuing the RFI for this institution all associated
documents will be issued upon completion of this task.

e The deferred flag will no longer be visible against that institution in the
overview screen.

RFI — Step 1: Draft RFI — NRS025-050625
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s 38
- Institution
Institution name - unique |D
‘s 38 s 38

Content type s Action

~

participating Institution @ Remove

[ Il Defer

Document previewer

available. All pdf and word documents can be
previewer window within the task.

Institution documents.

L ]
appear in the document preview.

Common documents

Common documents

| + Add document

~
Name v~

“ Validztion Chacldist.docx
-m 525 Alert - Nama of Rep.msg

Document class &

Additional case information

RFI additional case information

Institution documents

s 38

Institution
unique 1D

~
Institution name ~

“ s38 s 38

Institution class Participating Institution

Primary description No value

+ Add document

~ A
Name v Document class v

Institution notice

RFI = RAXKXXX— 235 Notice — Institution Name. pdf

]FI - = - Institutis
2 : Redacted document
name.pdf

InstitutionalAbuse-IAB00010C8240 Institutional abuse

Within the Draft request for information task, the Document previewer is

The Document previewer can be used to preview both Common documents and

To view an uploaded document, click on the document name and it will

Institution status

previewed using the Document

~
Modified by ~ Modified on ~ Action
MYKS21 02/05/23 08:52 AM i= * |
MYKS21 02/05/23 08:52 AM = 2 W
A
A A 3
v Content type v Action
f
Participating Institution @ remove ” 1 Deter ]

Active

& Paste reference

Modified by &  Modifiedon &

Action
MYKS21 02/05/23 03:38 PM i= E3 L
MYKS21 02/05/23 03:59 PM i= K3 | ]
frdredropssvc 02/05/23 03:11 M i X 0w
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L B ————————————
N T — [P P————
Validate request for information | zua.siicks nan fen it P GO MWt | sl P

[ Commets [ Bt o Drather Comgiets
= A o
= Decamants. Tk Feny
@ Moo lusen O
o [T oo st 24 008 H E
[e————
Here
Nore 1 Modidty
Commcn docuents ~
1 Adusece Paywern frcrcdcoion
e |
[ 4 seascmnen £ Aaslicstion [o—
s % . 5 Conespandorce fr——
L oo dis Medldie v M v Acten. 9
D Omsen Sl
-SRI - oo MRTEcEeDTGY NS aEEesN = A 8
5 titeen Requests aerwetap
538 s QBEGHM = A 8 ™ stteens forezrwece)
£ Osteome
o
s38 B AN
% wanow . camd = Mo
ratou sane © wmp © owme
ﬂ S pibeins | B mewe | W o _—

e To expand the Document previewer window click on the three dots to the
right of the window to collapse the folder window.

Wok G RS Comeast  AyDusbowd  Moewres Minigenert (i Drat seguect lor inkaemrion Redress Schesre | Case Cosrminyor

Validate request for information ot e (e Merts: ©OCm 0 0Waming G0 Infemanon | Ve gern

Commeres | Rekirn 83 Crtor Corrgiete Cocd Cne

. e
Issues 3! _l -
A I e

@ vorye e |
s Free. omeat (S s || maees - - (=
~ - 3 — —)
— 6 comlxe a [
Q % T makiny
Corvmon doaments -
= Avanee Pryent g
!

+ st accarent | R & Amtertos [

s - 2 a & Commmpentence [
Hame Doxummst s Vodieils ¥ Modedon & amiea . ipan
£ Deckion [

o STSEIN . reresz poBnsM = A 8

= s Sagees ranguesy:

_ aeeszy wo@sunen = A 8 O lesmnbns e
= Oucome [ETI

o & Reqeest Tracker et

a mande | Cortet _ ST g

et s & ozl ¢ ume S Aam v
's38 e ol T U —

Document previewer expanded view

Wik Came  WODasvesst My Dabonasd  Meriee Uiagerst [ Dralt vepiest s bedarreaton Peans Sctere | Come Cocrtimate

Aben: QOCHd ©OVereg @ Cbimation | Ve skt

Validate request for information e v 1o i

~
O smage oo | ) - AU - Badaciod docsemmst - bobhsstion rame ol +
et s

[} coa » |. .o

" edacted document.
ot ey Mt ¢ tedelon Actem
sz an0n73 caseen Low
b i . W) mOMIGH B A B

L] a .
Bl e [ o] \ D-=-m@aa 1 J
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Closing and cancelling the task

1 Closing the task

At any time during Step 1, Step 2 or Step 3, the user can close the task and all
work actioned within the task will be retained.

e To close the task click Close

Draftrequestforinformation Sequest efomatee fiom nsituon Mlats: QOCitcal ©O0Waming @ 0infeemation sy 2kt
Ag0uest 1 S0 Pom Nt

s 38

Comments ‘

2 Cancelling the task
At any time during Step 1, Step 2 or Step 3, the user can cancel the task.

Cancelling the task within the launch step (refer to Task 1) will cancel the creation
of the Request for information task. This will not appear in the case history.

e To cancel the task click Cancel within the launch step.

Request information from institution Rec.ez remston o retiron ok 00 IR @ 4 sty 8 Db . | el

s 38

|

Cancelling the task after the launch step, within the Request for information task |
will cancel the task and delete all documents associated with the task.
e To cancel the task click Cancel after the launch step.

Draft request for information  zec.ss: momatin rom sz Rir; B Cudal /0 Wimioy @0 ol | Y

s 38

e Enter a reason for the cancellation into the prompt box and click Proceed.
This will be visible as a note in the case history.

Cancel
Cancel request information from institution.

[ * Reason for cancelling

RFI — Step 1: Draft RFI — NRS025-050625 21
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Draft RFFI — Task Card
Information Sharing Framework — NRS092-280922

RFls for State and Territory Departments

RFI — Section 25 Notice — LOCKED TEMPLATE
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RFI — Case File Note TEMPLATE - Updated
Application Workload Management Policy

Add a Case Comment

Search Case Comments — NRS290922
Keywork Glossary
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Purpose

This document operationalises Step 2 of the enhanced ‘Request information from institution’
task in Case Manager which has been implemented to ensure a Request for Further
Information (RFFI) is consistent with the on-system RFI process.

The enhanced ‘Request Information from institution’ task has been created to limit the
number of manual off-system tasks and reduce the risk of data privacy breaches.

»  The enhanced ‘Contact institution’ task has been updated so that the ‘Request
information from institution’ button now launches the new ‘Request information from
institution’ task for both RFls and RFFIs.

An enhanced ‘Request information from institution’ task has been added to the
discretionary task list and the existing ‘Request information from institution’ task has
been renamed to [Superseded] Request information from institution’.

Operational Policy Overview

Section 25 of the Act requires the Scheme to issue a request for information (RFI) to a
participating or partly-participating institution if an application identifies a particular institution
as being involved in the abuse of a person, or there are reasonable grounds to believe that
an institution may be responsible for the abuse of a person.

Under section 25 of the Act a RFI must be issued for any abuse, whether it be
sexual or non-sexual abuse. This means that a RFI must be issued for all
instances of abuse related to the application and subsequent RFI responses.

The ‘Request information from institution’ task is a discretionary task that is launched by the
RFI Support Officer for the purposes of drafting, quality checking and issuing requests for
information (RFIs).

The ‘Request information from institution’ task is comprised of three steps, as follows:

1. Draft request for information — accessible within the Case Coordinator role
» The content of the RFI is prepared and uploaded to the task by a RFI Support
Officer in the ROS RFI and Operational Support team.

2. Validate request for information — accessible within the Quality Assurer role
» The content prepared by the RFI officer is checked and verified by a Quality
Lead in the Quality Assurance team.

Note: In Step 2 the Quality Lead will be able to send the task back to Step 1 (to the
drafter) if issues are identified that require correction.

3. Issue request for information — accessible within the Case Coordinator role
» Final verification checks are performed and the RFI is sent to the institution
portal by a RFI Support Officer in the ROS RFI and Operational Support team.

Note: In Step 3 the RFI Support Officer will be able to send the task back to Step 2
(to the Quality Lead) if issues are identified that require correction.

RFI — Step 2: Validated RFI - NRS025-040625 2
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Process overview

Quality Lead checks Quality Lead

RFI Officer launches the documents removes If required the Sy Lo
st If necessary the B completes the task,
the 'Vallidate uploaded for each unredacted 7 Quality Lead returns E 2
request for institution and in documents and Quality Lead the task to the RFI crestingthe l=ne
. Tl records issues. request for
information' task. common uploads redacted Officer for rework. . Zising
documents documents oo k.

Task description

Task 1: Launch the ‘Validate request for information’ task

Step Action

1 » To launch the task, navigate to the Work tab in Case Manager.
» Filter the search criteria using the Survivor ID.
>

Click the Validate request for information task.

Work Cases Team Dashboard
Quality Assurer (1) On hold - Quality Assurer (14)
[ My Tasks ‘ [ Keywords l
Filter | 1 applied Reset
Step Name Subject Last name First name Survivor ID
\
Request information
[ Validate request for information ] ) guest . - - 47F S 38

from institution

2 | Once launched the overview screen for the task displays.

Note: If the task hasn’t displayed, the drafting officer may not have completed the
‘Draft request for information’ task. You can check this by switching from Quality
Assurer mode to Case Coordinator mode in the top right of your screen.

The task displays in three separate sections:

1. Issues: Any issues identified during the Quality Assurance process will be
recorded here by the Quality Lead.

2. Common documents: Documents uploaded in this section will not
automatically issue to the institution via the Portal; for example, internal
process documents.

3. Institution documents: Documents uploaded in this section will
automatically issue to the institution/s via the Portal; for example, redacted
Institutional Abuse documents, Case File Notes, Additional Information,
Free Text, s25 Notices and CSR Summary Reports.

RFI — Step 2: Validated RFI - NRS025-040625 3
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Work Cases Team Dashboard | (& Validate request for information |

Validate request for information | request information from institution
Prefe
Prefe

[lSSUES A\

Issue Subissue Critical Rework

\No issues added.

ﬁnmon documents \

+ Add document

Name & Document class & Modified by C  Modified on & R eiion
Additional case information  PJB815 08/05/25 12:41 PM = X W
Additional case information ~ PJB815 08/05/25 12:41 PM = & W
Additional case information  PJB815 08/05(25 12:42 PM = & W

+ Add institutions + Select request package

Institution & Content O Request e
type

Institutionname & ynique ID s —
Participating
Institution liea [ @ Remove ][ 1l Defer ]
Participating [ = H ]
Institution RFF1 @ Remove 1l Defer

mﬂg;tri‘ng RFI [ @ Remove ][ 1l Defer ” @Mamamy

3 | Requests for information (RFIs) and requests for further information (RFFIs) are
now co-located in the task and are identifiable under the new Request type
heading.

RFI — Step 2: Validated RFI - NRS025-040625 4
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L e
+ Add institutions + Select request package
s 38 A
G wiiff ~)
o Institution -+ Content <+ | Request < |
Institution name < wnique ID type type Action
s 38
Participating =
Insttution RFFI [ M Remove [ Il Defer
Palioptig RFFI @ Remove Il Defer
Institution
Participating -
fetitation RFI [ I Remove [ Il Defer [ M Manual RFI
N\ P

Task 2: Quality Assurance Review

Step Action

1 » Download the relevant documents and commence Quality Assurance
review.

At any time during the review, the Quality Lead can add, remove, defer or continue
an institution from the task. If the Quality Lead needs to:

add an institution, proceed to step 2 in this table.
remove an institution, go to step 3 in this table.
defer an institution, go to step 4 in this table.
continue an institution, go to step 5 in this table.

0O 00O

2 » To add an institution, click the + Add institutions button.

Comments

Common documents A

+ Add document

Name & Document class < Modified by < Modified on £

Action

No documents uploaded.

b

» Select the correct institution from the Available institutions menu by
checking the box to the left and then clicking the Select button.

RFI — Step 2: Validated RFI - NRS025-040625 5
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Add institutions

s 38

_]

» Repeat this step for all the institutions that require RFls at that time. As they
are added, they will appear in the main screen as shown in Task 1, Step 3.

Note: Institutions that are part of the same Participating Group will be grouped
under the Participating Group name. For example, all the NSW state institutions
will be grouped under the NSW Government Participating Group.

3 » To remove an institution, click the Remove button to the right of the
relevant institution.

Note: This will remove all documents associated with the institution within the task.

s 38 A
s 38 Content ¢  Request &
type type Action
r:srttiitclitpiztring RFFI l @ Remove ’ Il Defer
faricpateid; e, [ @ Remove [ 11 Defer
Institution
r:srttiitﬂz‘:)tring RFI 1 @ Remove ’ Il Defer [ & Manual RFI
4 » To defer an institution, click the Defer button to the right of the relevant
institution.
s 38 A
S 38 Content ¢  Request &
type type Action
r:srttiitﬂzaot:‘ng RFFI l @ Remove | Il Defer
Participating RFFI l @ Remove | Il Defer ’
Institution
r:sr:.:::gz:ng RFI [ @ Remove I Il Defer ‘[ & Manual RFI

Note: Deferring an institution will prevent the documents uploaded for that
institution being issued on completion of the Issue request for information task.

RFI — Step 2: Validated RFI - NRS025-040625 6
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» An Alert message displays requesting acknowledgement that by deferring
the institution the RFIs will not be issued. Click the Proceed to continue, or
the Cancel button to cancel the deferral.

1 Alert
Deferring the RF| for § 38 vill prevent associated documents

being issued for this institution. RFIs for theinstitutions that are not deferred
will be issued to their respective institutionson completion of the task.

Note: The deferred status will be flagged on the institution in the overview window.

s 38 A
) 38 Content © Request ©

type type Action

lpamcnpa(mg RFFI { @ Remove ” P Continue

nstitution

Participating l [ J

Inctitution RFFI @ Remove N Defer

Participating RFI [ @ Remove [ Il Defer ” M Manual RFI ]

Institution

In the event the RFI Officer or Quality Lead has deferred an institution, it can be
continued for issuing at any time within Step 1 or Step 2. This will undo the Defer
function and allow the RFI documents to be issued to the institution.

» To continue a deferred institution, click the Continue button next to the
institution name.

s 38 ~
S 38 Content ¢  Request &

type type Action

Participating l A

e RFFI i Remove P Continue

Participating [ [

PR RFFI @ Remove Il Defer

Pargap_atmg RFI [ @@ Remove J[ Il Defer H & Manual RFI ]

Institution

» An Alert message displays requesting confirmation that all associated
documents for that institution will be issued. Click Proceed to continue.

» The deferred flag will no longer be visible against that institution in the
overview screen.
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s 38 A
5 i o~ Institution ¢ Content ¢  Request &
Institution name & unique ID type type Action

s 38
Participating
Institution RFFI ’ @ Remove ] Il Defer
Participating ’
j RFFI @ Remove Il Defer
Participating ’ [
[ RFI @ Remove 1l Defer M Manual RFI

Task 3: Manual RFIs
Step Action

Common documents

4+ Add document

2
Name 3

No documants uploaded

s 38

Institution name <

s 38

Institution class
Inztitution status Active

‘ 4 Add document

Name O

No documents usicaded.

A

the RFI.

Document clasy &

E—

Particpating Instiution

Document class

Modifiedby ¢ Modified on ¢ Aeticn
~
instuvion & Conent O Request O
unique 1D Irpe type Action
s 38 Fadpatng  gg W Remore " W Defer m & Merwial RFI E
Institution
Primery desciipti Cor + Body

1 This is a new feature which categorises an RFI as either manual or standard.
Standard RFls will issue automatically via the Portal when the Issue request for
information task is completed. Manual RFls will be issued via ICOS.

Modifed by & Modifisdcn O

» When you click the Manual RFI button, an Alert message displays advising
that any documents associated for the institution will not automatically issue
via the Portal. If you click the Proceed button and categorise the RFI as
‘Manual’ you will need to liaise with ICOS to arrange the manual issue of

Wy Pasta refarence

Action

RFI — Step 2: Validated RFI - NRS025-040625
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I BE— ]
1 Alert
Setting § 38 3s 3 manual RFI will prevent assocated

documents being issued for this institution. RFIs for the institution that are not
set as manual RFls will be issued to their respective institutions on completion

of the task

Cancel Proceed

Note: Once an RFI has been issued to an institution manually, any RFFIs for that
institution will also need to be issued manually.

You can change the RFI back to ‘Standard’ if you accidentally select
Manual (and the RFI hasn’t been issued), or you receive advice from ICOS
that the RFI can be issued via the Portal.

When you have selected to issue an RFI manually, the manual status will be
flagged on the institution in the overview window.

s 38 .
Institution C  Institution T Content T  Request O
fame uniqueid  ype type Action
s 38
Participating - .
Institution REEH [ @ Remove P Continue l
Participating =
Institution REF] [ I Remove 1l Defer
it RFI @ Remove 1l Defer L standard RFI
Institution

Task 4: Add documents

Step
1

Action
Once all institutions have been added, the RFI documents can now be uploaded.
There are two areas available to upload documents in the task view.
Common documents

This section is to be used for the s25 alert email and the validation checkilist.
Documents uploaded via this option will NOT be issued to the institution via the
online portal.

» Click the + Add document button.

RFI — Step 2: Validated RFI - NRS025-040625
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Common documents A

+ Add document

<>

=
&
=
23

Document class < Modified by C  Modified on

Action

No documents uploaded.

L

» Select the document type from the prompt box and click the Ok button.
Select document

() | Internal document

() | 525 alert email

Cancel

"

» Click the Choose Files button and select the document you wish to upload
from your computer. Then click the Add button.

~ General

* File name | Choose Files No file chasen

B Major version @

~ Properties

Class:

Docurnent Title @

The documents you have uploaded will appear in the Common documents
section. You can download, view properties or remove them using the Action
menu options to the right of each document.

Common documents A
+ Add document
Name © Document class © Modified by ¢ Modifiedon & Action
s 38
Additional case information PJB815 08/05/25 12:41 PM = L W0
Additional case information PJB815 08/05/25 12:41 PM = & W
Additional case information PJB815 08/05/25 12:42 PM = & W

2 Institution documents

This section is to be used for the documents that will be issued to the institutions
via the online portal. There will be an + Add document button for each institution
added to the task.

RFI — Step 2: Validated RFI - NRS025-040625 10
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» Navigate to the institution for which the document applies and click the +

Add document button.
S 38 S 38 Participating RFI \ @ Remove N Defer [ M Manual RFI
Institution
Institution class Participating Institution Primary description =~ Commonwealth Body
Institution status Active
[ + Add document | Ik Paste reference
Name © Document class © Modifiedby © Modifiedon & Action
No documents uploaded.

» Select the document class from the prompt box, and click the Ok button.
Select document class

C) Additional case information

Y

() | Institution notice - Child safe report

'f) Institution notice - RFI
(:_) Redacted document

Cancel

» Click the Choose Files button and select the document you wish to upload
from your computer. Then click the Add button.

~ General

- | Choose Files || Nofile chosen
B Major version @

~ Properties

* Class:

Document Title @

The documents you have uploaded will appear in the Institution documents
section. You can download, view properties or remove them using the Action
menu options to the right of each document.
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. 538

Institution class
Institution status

+ Add document

Name &

s 38

Participating Institution
Active

Participating
Institution RA

@ Remove ][ I Defer ][ & Manual RFI

Primary description

Commonwealth Body

Document class & Modified by ¢ Modified on & m
Redacted document ~ TSTMEMO 10/05/25 06:08 PM = &4 &
Institution notice TSTMEMO 10/05/25 06:08 PM = 4L @
Institution notice TSTMEMO 10/05/25 06:09 PM 2 & B

I Paste reference

Department of Human Services [0001315] - Commonwealth Group - Human Services [0030722]

3 Free text for RFFls is now uploaded directly into the task by the drafter. The free
text will appear in the Institution documents section as a Question.

>
s 38
Institution class

Institution status
New due date

Participating Institution
Active
9 June 2025

[ + Add RFFI free text ]

Questions
Index Question
Request for Further Information (RFFI).
The applicant has provided additional i
1 uploaded to the Portal entitled ‘RFFI

Primary description
Package ID

tion in regard to the content of the
Additional Information -

commaonwealth Body
RPD01240911

tion. Please see the
pdf

Please provide any additional information or supporting documentation you may have,

e A Institution & content C  Request
Institution name onas D type type
s 38 Farticipating RFEI
Institution

The Scheme acknovdedges your rasponse to Request for Information (RFI) RPCO1240211 on 24 March 2025, Please note this is a

new information

If you have no further information 1o provide, the Scheme Operator would appreciate a response at the earliest available oppow‘/

>

Questions for institution: Aged Care

+ Add question

Index

* Question

To edit free text, click the + Add RFFI free text box.

Action

The Scheme acknowledges your response to Request for Information (RFI)
RP001240911 on 24 March 2025. Please ncte this is a Request for Further

If the Quality Lead needs to edit any of the text, they can do it directly in the task.

RFI — Step 2: Validated RFI - NRS025-040625
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Remove button and paste new text into the field.

» Once the text is finalised, click the Proceed button.

Note: Do not click the “+ Add question’ button to add multiple questions. This

questions must be copied into the first box only.

» The text can be amended directly in the Question field or you can click the

creates multiple RM files that the institution will have to respond to. All text and

Task 5: Embedded quality tool, managing issues and returning to the drafter

Step Action

button in the ‘Issues’ section at the top of the overview screen.
» To add an issue, click the Manage issues button.

Issues ~
H [Z Manage issues u
p= — o

Issue Subissue Critical Rework

No issues acded

» Click the + Add issue button.

Manage issues

+ Add issue

Issue Subissue Critical Rework Action

No issues added.

=

» Click the Issue dropdown menu.

Manage issues

( + Add issue ]

Issue Subissue Critical Rework Action

_

H Please selec « I ‘ Pleas « | ‘ Ple: « ‘ ‘ Pleas¢ « ’ =
U

1 If issues are identified, the Quality Lead can add them using the Manage issues

RFI — Step 2: Validated RFI - NRS025-040625
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> Select the issue from the first dropdown menu.

Issue Subissue

~
Over redaction = Set of abuse thaNe

Application validity

Procedural fairness

Incorrect or missing coding on Case Manager
Additional RFI required
Additional information required
Special considerations apply
Missing Institution

Incorrect Institution

Over redaction

Undler redaction

Section 25 Notice

RFI not required

Case File Note

Insufficient abuse information

k | alert email

a1

» Select the Subissue from the second dropdown menu

Issue Subissue Critical Rework Action

Over redaction + Set of abuse that needs to be sent « Yas v Backto

L]

Set of abuse that needs to be sent has been redacted/removed

Additional infor Identifying information that should/could be sent to the institution has been redacted,/removed
et Information relevant to the institution has been redacted/removed |

» Select Yes or No depending on whether the issue is critical or not from the
third dropdown menu.

» Select the type of rework that is required from the fourth dropdown menu.

Rework Actign

| Backto = | [

Fix to progress

RFI — Step 2: Validated RFI - NRS025-040625 14
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2 When all issues have been recorded, click the Proceed to add them to the task.

Manage issues

+ Add issue

Issue Subissue Critical Rework Action
Chwerr = Set of abuse th - Ye = Bac - []
Missin - Mon-Governms = ¥Ye = Bac - ]
RFl ale = Formatting ern = o Bac - [}

#

3 Added issues will be visible in the ‘Issues’ section of the overview screen.

Issues ~
Issue Subissue Critical Rework
Owver redaction Set of abuse that needs to be sent has been redacted/removed Yes Back to person to fix
Missing Institution Non-Government Institution Yes Back to person to fix
RFl alert email Formatting error MNo Back to person to fix

Issues can be edited or deleted by clicking the Manage issues button.

Note: A maximum of five (5) issues can be added to the task.

4 Once all the issues have been recorded, the task can either be returned to the
drafter or completed.

» To return the task to the drafter for rework, click the Return to drafter
button.

Return to Drafter Complete H Cancel H Close ‘

» Enter a comment in the pop-up box and click the Proceed button.

RFI — Step 2: Validated RFI - NRS025-040625 15
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Return to Drafter

Please provide a reason for returning this task to the Drafter.

[* Comments

_

.

» Complete the Quality feedback email and send it to the drafter, their team
leader and the RedressSteadyRFI mailbox.

Keywords = RFI/RFFI IP, QA Ready, RTN

5 If no issues have been entered and Return to Drafter button is selected an error

message will appear advising that an issue must be added in order to return the
task.

G Error

An issue must be added in order to return the task to the Drafter.

Close

Click the Close button and go to Task 5, Step 1 to manage issues.

Task 6: Completing the task

Step Action

1 If there are no issues to record, or the issues recorded are Fixed to Progress, the
Validate request for information task can be completed. This will create the
Issue request for information task.

.

» Click the Complete button.

Validate request for information ' Request information from instituticn Alsrts; @V Citicl | gyuwiening| QB ininnaticn: [\l
s38 s 38
Comments Return to Drafter § Complete | Cancel Close
L I e

RFI — Step 2: Validated RFI - NRS025-040625 16
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T

» Add a comment into the prompt box and click the Proceed button.

Complete QA

* Comments

- _

T

» Complete the Quality Pass or Quality Fixed to Progress email and send it to
the drafter, their team leader and the RedressSteadyRF| mailbox.

Keywords = RFI/RFFI IP, QA CMPL

Additional Function: Document previewer

Within the Validate request for information task, the Document previewer is available. All
pdf and word documents can be previewed using the Document previewer window within
the task.

The Document previewer can be used to preview both Common documents and
Institution documents.

L

» To view an uploaded document, click the document name and it will appear in the
document preview window.

Common documents

.‘"’:
| + Add document {8 38
Name Document dlass & Modifiedby O Modifiedon & Action =] o nom E A =B
s 38 Additional case information PIB31S 08/05/25 1241 PM E & W
Additional case information PIB315 08/05/25 1241 PM iE &k W
oo b Tt (B P e v 1)
o
P
Additional case information  PIais 08/05/25 12:42 PM i o4& W e s e e A S MmNy pry
s38 ' ~
: ~ Institution & Content T  Request O
Institution name unique 1D type hype
s 38 3 38 Participating oo

Institution

RFI — Step 2: Validated RFI - NRS025-040625 7
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Institution documents

. institution & Content T Reg
Institution name & unique ID ype

Partiapating
Institution

SRR Nationa
Farticipating RER Red ess Scheme
Institution tord eyl vy

RFI CASE FILE NOTE
Participating REl e Fapit

Institution [ Pairme

cisicn nure ‘et (W ebars i)

Primary description Commonwealth Bedy

Institution status Active Benbgeeans b 10
+ Add document W& Paste reference
s e
Name & Modifiedby & Modifiedon & cion TS momsten}
N o cnaion s s fos saemnden -

Redacted document TSTMEMO 10/05/25 06:08 PM = & 0

Institution notice TSTMEMO 10/05/25 06:08 PM = & @

Links

» Information Sharing Framework — NRS092-280922

« RFIs for State and Territory Departments
» RFI = Section 25 Notice — LOCKED TEMPLATE

» RFIl email to institution

» RFFI email to institution

« RFI - Case File Note TEMPLATE - Updated
« Application Workload Management Policy

« Add and Remove a Case Comment

« Search Case Comments — NRS290922

« Keyword Glossary

RFI — Step 2: Validated RFI - NRS025-040625 18



DSS - FOI LEX 56662 - Document 14

National
Redress Scheme

For people who have experienced
institutional child sexual abuse

Request for Information (RFI)
from Institution
Step 3: Issue RFI
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Approved by Director Policy Strategy and Design

Date Approved 04/06/2025

Version History

Version Date Created by Amendment Description
V0.1 23/05/2023 s47F Draft finalised
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Purpose

This document operationalises Step 3 of the new ‘Request information from institution’ task
in Case Manager.

The ‘Request Information from institution’ task has been created to limit the number of
manual off-system tasks and reduce the risk of data privacy breaches.

» The ‘Contact institution’ task has been updated so that the ‘Request information from
institution’ button now launches the new ‘Request information from institution’ task.

» A new ‘Request information from institution’ task has been added to the discretionary
task list and the existing ‘Request information from institution’ task has been renamed
to ‘[Superseded] Request information from institution’.

Operational Policy Overview

Section 25 of the Act requires the Scheme to issue a request for information (RFI) to a
participating or partly-participating institution if an application identifies a particular institution
as being involved in the abuse of a person, or there are reasonable grounds to believe that
an institution may be responsible for the abuse of a person.

Under section 25 of the Act a RFI must be issued for any abuse, whether it be
sexual or non-sexual abuse. This means that a RFI must be issued for all
instances of abuse related to the application and subsequent RFI responses.

The ‘Request information from institution’ task is a discretionary task that is launched by the
RFI Support Officer for the purposes of drafting, quality checking and issuing requests for
information (RFIs).

The ‘Request information from institution’ task is comprised of three steps, as follows:

1. Draft request for information — accessible within the Case Coordinator role
» The content of the RFI is prepared and uploaded to the task by a RFI Support
Officer in the Institution Inquiries team.

2. Validate request for information — accessible within the Quality Assurer role
» The content prepared by the RFI officer is checked and verified by a Quality
Lead in the Quality Assurance team.

Note: In Step 2 the Quality Lead will be able to send the task back to Step 1 if issues
are identified that require correction.

3. Issue request for information — accessible within the Case Coordinator role
» Final verification checks are performed and the RFl is sent to the institution
portal by a RFI Support Officer in the Institution Inquiries team.

Note: In Step 3 the RFI Support Officer will be able to send the task back to Step 2 if
issues are identified that require correction.

RFI — Step 3: Issue RFI - NRS025-040625 2
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Process overview

RFI Officer
RFI Officer launches RFI Officer checks all RFI Officer adds the RF1 Officer completes downloads the s25 RFI Officer updates
the task from the in- the documnets to be date of issue on the the task sending the alert email, updates the comments and
basket of the work issued and confirms 525 notice and documents to the the date of issue and the keywords in Case
tab. they are correct. uploads to task. portal. sends to the RFI Manager.
Officer.

Task description
Task 1: Launching and actioning the ‘Issue request for information’ task

Step Action

1 To launch the task, navigate to the work tab in-basket and filter by Survivor ID.
» Select the Issue request from institution task

Wark Cases RRT Dashboard My Dashboard Nominee Management

Case Coordinator (3) On hold - Case Coordinator (99) Contact Officer (670) On hol

My Tasks ” Keywords

>F|IteT':" 1 zpplied Reset

Stop Name Subject Casze Identifier

Contact institution Contact institution RC000015050012

Record advance
Record advance payment eligibility by RC0O00015080013
payment eligibility

eguest information
[ Issue request for information I=4u= Ao =

om institution

RC0O00015090012

Launching the task will open the overview screen.

rree - T P Ny ——— P P —

Issue request for INfOrmation  iwa.w /o vuan o munion A OO Caks 0 Wurig @ 0 Wfmaion

s 38

| = - =
¥ — =
y [
e — AHNNK Bmtaenet damimans  betetnr s s ror—
= e e == =
o ——— . 40 1 a o
[~ NSRRI Asitars com wsiwaben, A wwmnam = 4 W [———
—_ £ Appbsation
838 -~ £ Comeasendsec
nunpes ' e Cucuen
tbemane — 7 e
g —
s S3Y o S i
[
- I ——
[ovoy
O Lormeen e € Pequert Roche
- e mos
s38 vovs moenen
- (5} n @ a
i
o - a e
s -
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2 Using the Document previewer, preview each institution document to check the
following:
» Redactions have been applied
» Impact has been redacted if required
Validate request for information  reoues: momeson pee imemme Neos: OOcmal @ovanig @ womason | Viee sert
s 38
[ commen | [ ][ e
= — — .“B T0 A ¥ £ E
) Q | o T Moswasy
5 esmaion Saquess
SR e o s 4w o esmnks
= e '
s 38 & [T ———
5.38 » it [ e | W e 4\ p-=-n@maa J,
\ o‘:"
The Document previewer can be used to preview both Common documents
and Institution documents.
e To view an uploaded document, click on the document name and it will
appear in the document preview.
Common documents
Common documents ~
+ Add document
Name X ymen s v Modified by < ifi ¢ Action
( S38 validation Checklistdocx ‘ Additional case information  MVK521 02/05/23 D&:52 AM = 2 W
' re - 5138 I 525 Alert - Name of Rep.msa Additional case information  MYK521 02/05/23 08:52 AM = & W
\ J
Institution documents
s 38 ~
s Institution &*
institution name <+ unique ID ¥  Content type ~ Action
= S 38 S 38 Participating Institution il Remove ” M Defer
Institution class Participating institution Institution status Active
Primary description No value
+ Add document & Paste reference
Name < Document class & Modified by & Madifiedon & Action
{(7- RFI — RAXXXXX— s25 Notice — Institution Name.pﬂ%;ﬂ Institution notice MYKS21 02/05/23 03:58 PM = & -
E&’;m —Aedacted document - nstibibioe Redacted documanrt  MYKS21 02/05/23 03:59 PM FE
Institutional Abuse-I ABO001 DO2240 I‘ Institutional abuse frdredropssvc 02/05/23 02:11 BM = & -
| § 79.:
I —— s

RFI — Step 3: Issue RFI - NRS025-040625 4
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e To expand the Document previewer window click on the three dots to the
right of the window to collapse the folder window.

TR Ot snquact o inbarrursen Redrars Stherre | Case Convanwor
Validate request for information recues momvaren poe mtmnee Hets: @OCmal 0 9Wmng 0 infemanon
Issues
'z
. ticun Pruok
o 5
* a1
Mame © Docueen Vodied by Mot - D Cesupondumca
= & Deckion
EBB - -t )
L T ite >
ratnson Cortent =
nano aozid ° e S Ao !
‘538 Bll - (o oo D- = m@aa

Document previewer expanded view

[P ——

Validate request for information s s fvo s Altsi QOGN ©0Wamng @ 0hicmation

s 38

[ [, NeoOulhy el Acten

manzon tne EENTe e Ao

QAR s Ay 8t | B o D == @ @ §

Note: The Document previewer cannot be used to preview online files. To view
the online files, navigate to the Case tab to view the application details.

Update the Section 25 notice.

e Using the arrow icon in the activity menu next to the s25 notice in the
institution documents, download the s25 notice.

RFL ~ RAOOO— 525 Notice - Institution Name pdf nstitution notice MYK521 02/05/23 03:58 PM i= i .

RF1 - RO - Redacted document - institution

pame oot Redacted document MYK521 02/05/23 03:59 PM i= F 3 ]
natit oralADuse-IAR000 1008240 nstitutional abuse fndredropssve 02/05/23 03:11 PM = & 0
e Check the RA number is correct
e Check the prefix for the RFI contact is correct.
e Remove the faded out section of the template if required.
e Add the date of issue.
e Save the s25 notice as a pdf.

RFI — Step 3: Issue RFI - NRS025-040625
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Remove the word version from the Institution documents.

e Navigate to the word copy s25 notice in the Institution documents.
e Click on the bin icon in the Action menu to remove the document.

RFI = RAXOOO(K—— $25 Notice - |nstitution Name.pdf nstitution notice MYK521 02/05/23 0358 PM iz EX ]
RF1 - RAXOX - Redacted document - institution = =g
_Lakiir o %0 LT — Redacted document  MYKS21 02/05/23 03:59 PM = 42 8
Dame.pdr
ticnalAbuse-1ARO0O 1006240 nstitutional abuse fndredropssve 02/05/23 03:11 PM = 4 U

Upload the new pdf version into the Institution documents.

e Navigate to the institution for which the document applies and click Add

document.
s 38 ~
& Institution e
Institution name v unique D v  Content type v Action
s 38 S 38 Participating institution @ Remove W Il Dpefer
Institution class Participating Institution Institution status Active
Primary description No value
+ Add document B Paste reference
A A A A
Name ~ Document class Modified by ~ Modified on ~ Action

No documents uploaded.

e Select the institution notice document class from the prompt box, and
click OK

x
Select document clags

e Click on Choose File and select the document you wish to upload from
your computer. Then click Add.

#30 2ame Choose Fie o fie croses

| Ada ‘

| Cancel ‘

The s25 notice you have uploaded will appear in the Institution documents
section. You can download, view properties or remove it using the action menu to
the right of each document.

RFI — Step 3: Issue RFI - NRS025-040625 6
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s 38

Institution

>
Institution name v uniqueID v

" s38 s38

Participating Institution

Institution class

Primary description No value

| + Add document

Institution status

Name O Document class ¥ Modified by ©  Modified on &
RF| — RAXXXXX— 525 Notice — Institution Name pd? Institution notice MYK521 02/05/23 03:58 M
REL - RANXXY - Ragacted document - Institution

Redacted document MYKS21 02/D5/23 03:59 P\
name.pdf

A
Content type v Action

’ I
varticipating Institution | @ Remove [ll Defer ]

Active

T Paste reference

Issuing an RFFI

Step Action

1

Work  Cases  MyDasiboard  Nominee Management
Case Coordinator (3) On hold - Case Coordinator (71) Contact Officer (T) Onhold -
Ny Tashs Keywords
[ Fiter | 1applied Reset
Swp Name Subjoct Case Identifier
Recod vence

Record advance payment aligiblity RC000019930013

payment etigibeity

Comgleteness check RCO00C19930013

Campleteness chocklist

Isue request for Information ATy e ]v:‘wc:msn-,x

I

from instituson

Coen Heoriowe Maragermer 5, was requet for Irfcrmaron

Issue request for information szt momatos toe

s38 s 4TF

instenor

ComTOn doowTIeres -~
Py
Mhars < Do ks - Mk iy < Mt Asen
S e v v s AVl e e W aamaas 003 e an
s 38 =
Eattune ©  Cootes S O
TR0 e e D e o
{s 38 M ]
Iavtanes s VORI NG PANION Py descrgtion
sparoalilir e
-

To launch the task, navigate to the work tab in-basket and filter by Survivor ID.

» Select the ‘Issue request from institution’ task.

Launching the task will open the overview screen.

Aeits: ©OCHHGH ©0Waring O 0lorrastion | Vo e

Note: A new column called ‘Request type’ will be displayed. This will indicate to the
user if the request package relates to a RFl or a RFFI.

I
RFI — Step 3: Issue RFI - NRS025-040625
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» Ensure that the Request type is displaying as RFFL.
s 38 ~

Institution & Content {  Reguest O

Institution name unique ID type type

Participating | RFFIU

- S 38 S 38 Institution

The RFFI free text box will be prefilled from the RFI drafting and RFI QA stages.
» Ensure that a question/information had been added to the RFFI free text

box.
s 38 ~
s ~ Institution O Content T Request &
Institution name + unique ID 1ype type
.s38 s 38 Participating ..
Institution
Institution class Participating Institution Primary description s38 ]
Institution status Active Package ID RP001240752
New due date 2 June 2025
<+ Add RFFI free text
Questions
\ Index Question

The Scheme acknowledges your response to Request for Information (RF1) RPXIXXXXXXX on DATE. Please note, this is a Request for

Further Information (RFFI).

i In light of your response, the Scheme is providing your department the full application to review and determire if you hold any
relevant information. Please see information in the portal entitled, 'RFFI - RAXXOCOXKXX - Institutional Abuse - INSTITUTION.
Pleace provide any information you may have. If you have no further information to provide, the Scheme Operator would appreciate a

response at the earisst available opportunity.

Using the Document previewer, preview each institution document to check the
following:

» Redactions have been applied
» Impact has been redacted if required

2 n st v infermation

e Scharre | Case Cocrdnater

Berk | QOCHG O 0Wawimy @ Olfermien |\

Issue request for information ey s

$38 SATF

Carmron documents

The Document previewer can be used to preview both Common documents and
Institution documents.

I 090909090900
RFI — Step 3: Issue RFI - NRS025-040625
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e To view an uploaded document, click on the document name and it will
appear in the document preview.

Common documents

Wos ases  MyDashboaed  Nomines Management (@ lssue raquestfor infarmation
Issue req| for informati Reuest
s 38 s 47F Preforred name: No val
mmmmuﬂw
| Comments |
Common documents A~
o Modifidby O Modifiden O Action
Widitona case informaton § YWNSO4 05/05/25 (8:34 AM E & 0
§38 | wiatin Cheat Pat Caoe Aditens case mumhmJ YWNSOH 05pSASERAM = 4 8

Institution documents
s 38 o

Institution ©  Content <  Request ¢
Institution name < unigque 1D fype fyre

-s 38 s 38 Partidpating  pep)

Institution

Institution class Participating Institution Primary description
Institution status Active Package ID
New due date 2 June 2025

+ Add RFFI free text

Questions

Index Question

The Scheme acknowledges your response to Request for Informaticn [RFI] REXXOOXXXXX on DATE, Please note, this i 2 Request for Further Information
(RFFI).

1 In light of your response, the Scheme is providing your department the full application to review and detarminz if you hold any relevant information.
Please see information in the portal entitled, ‘RFFI - RANXXOUUXXX - Insttubonal Abuse - INSTITUTION.

Please provide any information you may have, If you have no further information to provide, the Scheme Operator would appreciate a response at the
earliest avzilable opportunity.

+ Add document ‘ I Paste reference

Name © Document class © Modified by © Medified on &

Action
38 -
S Redacted document  YVN304 05/05/25 09:37 AM = i @
Irstitution notice YVN504 05/05/25 10:41 AM iE & W
> 4

e To expand the Document previewer window click on the three dots to the
right of the window to collapse the folder window.

RFI — Step 3: Issue RFI - NRS025-040625 9



DSS - FOI LEX 56662 - Document 14

2 houm recprest e nfoemation

Mk Cawn MyDobbosd  Momies Menagened

Issue request for INfTOrmation s ilcaruion Yo mden

s 38 s 47F
[

Common documents

s

T

y nage 0 ot depatmert e 1 scpicaten
Pemse ree rdoemmion in e porel entiied. 571+ RAGTOXI0N - baksionsl Abue - INSTTUTON

R
Issue request for Information st etmmance son e
s 38 s47F

Comnce socamern

e
Hane Dryerd g NabSol by Nestas

s 38 e
SO v v s Sl o i VNI onenE @

Nems © Qasanent sl Madiedty ©  Mogfiedon © Ation
EBBI sy ey st e ieraion YNSOL MCAAIIBAM = & W
lmthsicn & Costesr
\nsttutran necse ey o e
B sacpaerg
s 38 Bl o e
bton s Patosnng Frarsey doitine
vathten s Lesa Paduge © 001200752
New e cobe v 2025
AASRIT bae
Oserticm
Indea Question
The Scheme ackreamied cormae s et For rfcrraation (S RFIOXO000K or OWTE. Plene nrte this i 8 et o Furthes bforrmation
R
o s 1o sed cate n reieart phzmacn

Aeme srovds as rformston you ey heve, Fyws have s rtber ehomaben b semsk the Schere Opoaor woks sasrase  resansc 2 he

Document previewer expanded view

P &

Mets: ©0Citxa 0 0 Warirg ©

" QT2 - R Nsbice - Norther Sycney Sydoey Home bun ¢

<] 2D ¥ ia LS

Tt A0 e 1+ 10

Rechens Schemve | Case Coousieton

Hex: QOOTWeR 0 0Uomag @Oiemmstan | Limx 3er

Rebuar 15 QN

Comsicte |

Recundant documet.

Note: The Document previewer cannot be used to preview online files. To view
the online files, navigate to the Case tab to view the application details.

*n @ A 8§ 1 n

3 Update the Section 25 notice.

A
Name

Add the date of issue.

e Using the arrow icon in the activity menu next to the s25 notice in the
institution documents, download the s25 notice.

Document class
Redactad document

Institution notice

Check the RA number is correct
Check the prefix for the RFI contact is correct.
Remove the faded out section of the template if required.

Save the s25 notice as a pdf.

Modified by &  Modified on & Action
YVN504 05/05/25 09:37 AM = Xz W
YVN504 05/05/25 10:41 AM i= v

I
RFI — Step 3: Issue RFI - NRS025-040625
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Remove the word version from the Institution documents.

e Navigate to the word copy s25 notice in the Institution documents.
e Click on the bin icon in the Action menu to remove the document.

Name & Document class & Modified by &  Modified on &

s 38

Action

Redacted document YVN504 05/05/25 09:37 AM

i
e
L]

Institution notice YVN504 05/05/25 10:41 AM

iii
-
L]

Upload the new pdf version into the Institution documents.

e Navigate to the institution for which the document applies and click Add

document.
s 38 Participating
> s 38 nstitution T
Institution class Participating Institution Primary description ~ S/38)
Institution status Active Package ID RP001240752
New due date 2 June 2025

+ Add RFFI free text

Questions
Index Question

The Scheme acknowledges your response 1o Request for Infarmation (RF1) RPXXXXXXXXX on DATE. Please note, this is a Request for
Further Information (RFFI).

In light of your response, the Scheme is providing your department the full application to review and determine if you hold any
relevant information. Please see information in the portal entitled, ‘RFF| - RAXXIOOCODIO! - Institutional Abuse - INSTITUTION.

Please provide any information you may have, If you have no further information to provide, the Scheme Operator would appreciate a
response at the earliest available opportunity.

+ Add document ||} B Paste reference

e Select the Institution notice - RFFI document class from the prompt box,
and click OK

Select document class

() Additenal case information
L), Jnstitution notice - Child safe report
Institution notice - RFFI

() Redacted document

Cancel Ok

e Click on Choose File and select the document you wish to upload from your
computer. Then click Add.

Add Document by Using Entry Template

When you add a docament by using an enlry temolate. the values that you enter for the document are consatent. Learr my‘-.l]

¢ \
" i 1 A
Fie name | Choose Fles 4'/0 e chosen

InStiUTon ROICAtoN

type ©

_

RFI — Step 3: Issue RFI - NRS025-040625 11
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The s25 notice you have uploaded will appear in the Institution documents
section. You can download, view properties or remove it using the action menu to
the right of each document.

Participating
RFFI
- 38 s38 Insttution i
Institution class Participating Institution Primary description Health Facilty
Institution status Active Package ID RPO01240752
New due date 2 June 2025
+ Add RFFI free text
Questions
Index Question

The Scheme acknowledges your response to Request for Information (RFI) RPXXXXXXXX on DATE. Please note, this is a Request for
Further Information (RFFI).

In light of your response, the Scheme is providing your department the full application to review and determine if you hold any
relevant information. Please see information in the portal entitled, ‘RFFI - RAXXOOOXXXX - Institutional Abuse - INSTITUTION.

Please provide any information you may have. If you have no further information to provide the Scheme Operator would appreciate a
response at the earlisst available opportunity.

+ Add document ‘ Wk Paste reference

Name O Documentdass & Modifiedby &  Modified on &
s 38
Redactad document YVUN5D4 05/05/25 DI:37 AM
[ Institution notice YVN504 05/05/2510:41 AM

Task 2: Completing the ‘Issue request for information’ task

Step
1

Action

After all final checks have been completed, the RFI/RFFI packages can now been
issued to the institution(s).

The Quality lead result and comments will be visible in the overview window of the
task for reference.

Issue request for information | Request information from insttution

‘ s38

\
Comments ‘

02 May 2023 02:42 PM Valid quest for inf ti pleted by Quality Assurer (TSTMEMO)

Comments Free text comment.

Show more

e Click on Complete to create the institution request packages and send the
documents to the portal.

Issue request for information | ceq.ct stomtos f2 ptiten

s 38

Commwanss Raturs 1o Q4 H Complana l Cancel ‘ Oose

Alarts: QO0Cibed 0 0Waring @ Olsformation | Visw derts

RFI — Step 3: Issue RFI - NRS025-040625
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A confirmation box will appear that requires an acknowledgment that the

documents will now be issued. Click on Proceed to continue issuing the
RFls.

I Issue RFl/s

By proceeding you acknowledge document/s will be issued to nstitution/s and

will be visible within the Institution Portal.

-

e

If you clicked Complete in error, click on Cancel in the acknowledgement
box to cancel issuing the RFls.

Deferred Institutions

institution.
s 38

A
v

Institution name
“s38

Institution class Participating Institution

Primary description No value

+ Add document

RFI - RAXXXX — Redacted document - institution
name.pd?

Deferred.
s 38

~
Institution name v

“s38

At any time during Step 1 or Step 2, a RFI Officer or Quality Lead can opt to Defer
the issuing of RFls to an institution by clicking on the Defer button for that

Institutio
unique 1D

s 38

Institution status

~
Document class
Institution nobice

Redacted document

Once an institution has been deferred, the documents uploaded for that institution
will not be issued on completion of the Issue request for information task.

Deferred institutions will be visible in the overview screen and flagged with

Institution

uniquelp v

s 38

A

A
v Contenttype v

Modified by C

MYX521

MVYX521

Action

Participating Institution @ remove || W Defer

Active

B Paste reference

Modified on & Action

02/05/23 03:58 PM s X

02/05/23 03:59 PM E X

A~
Content type v Action

Participating Institution @ Remove

P continue

RFI — Step 3: Issue RFI - NRS025-040625
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Updating the RFFI due date

Step Action
1 To update RFEFI deadlines;
» Select ‘Add Task’.
Comments ’ [‘ Add Task ’]
» Select ‘[Superseded] Manage Institution Further Information’.
Add
| [Superseded] Manage institution further informatiod v ]
Enter a name:
[Superseded] Manage institution further information
l oK | l Cancel I
» Select ‘Select Institution request package’.
[ ‘ Select institution request package ’ ]
» Select the correct request package (RP Number, Institution and Unique ID).
Select request package
Institution unique ID  Institution status Institution name Content type q RFI resp dat RFI status
S ~ ; Active s 38 :.3 Participating institution RP0O1231301 NULL Respanded
» Select ‘Issue new RFFIs’.
Manage further information
New request(s) for further information
* New due date 3/6/2025 B
* New questions
0 0
At this stage you can adjust the due date of the RFFI.
» Add ‘Setting due date’ to the *New questions text box.
I ]

RFI — Step 3: Issue RFI - NRS025-040625 14
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* New questions

“

[ Setting due date

- v ]

+ H X

Note: Case manager will not let you update the ‘[Superseded] Manage

Institution Further Information’ task unless there is information in the question
text box.

Returni

Step
1

(=

ng to Quality Assurer role for rework

Action

If there are significant issues that require correction before issuing can proceed,
the RFI Support Officer can return the RFIs to the Quality Assurer for rework.

e Click on Return to QA to return the task back to Validate request for
information.
e This will remove the Issue request for information task from the in-basket

and create the Validate request for information under the Quality Assurer
role.

Issue request for information  feg.e: nimation fom msitsicn

s 38

Alerts: @ 0Citcal O dWarming © 0 informatien | Vew 3zite

pants

Lu«m:;;.x | compen || G

e Select the issue(s) from the pop up window and add comments as required.

These will be made visible in the task.
e Click Proceed to return the task.

Return to QA

Pleaze provide a ress

on for returning this task to the Quality Assurer.

Redactic

B RE) alort email

| Section 25 Notice

7

k-‘?amm

Free text comment

RFI — Step 3: Issue RFI - NRS025-040625
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reference.

02 May 2023 02:42 PM

When the issue(s) have been actioned and the task is returned to Issue request
for information, the history of issue(s) and comments will be visible in the task for

request for inf:

Comments

d by Quality Assurer (TSTMEMO)

Free text comment,

02 May 2023 02:41 PM

02 May 2023 02:40 PM

02 May 2023 02:39 PM

Returned from Issue request for information by Caze Coordinator (MYKS21)

Reasons for returning

Redactions not applied

AFI alect email
Comments Free text comment,
Validate request for inf d by Quality Assurer (TSTMEMO)
Comments Free text comment.
Issue Subissue Critical Rewrork
Under redaction mpact/Part 3 not redactsd (prvacy incident) No Fix to progress
Draft request for inf: pleted by Case C (MYK521)

Comments

Work completed

System auto-issue of RFls

Step

B RC000015110050

Documents Tasks

Add v

Home

History

Open

Name

Advance Payment
Application
Correspondence

Decision

Institution Requests ]

Institutions
Outcome
Recommendation

Request Tracker

coo0OofMmoo0aoon

RFI QA

| Actions

1 When the Issue request for information task is completed the system will auto-
issue all the RFls that have not been deferred within the task.

T Modified By
fndredropssvc 2/05/2023, 1:53 |
fnredrwebapi 2/
fredrweba
frredrwebapi
fnredrwebapi
fnrecrwebapi
fredrwe
frredrwebapi
fnredrwebapi

fndredropssve

The RP request packages will be created for each institution added to the task and
all documents added to each institution will be uploaded to the RP packages.

ba

Action

Medified On

3, 145 |

2/05/2023. 2:33

RFI — Step 3: Issue RFI - NRS025-040625
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I RCO00015110050

Documents Tasks History

Add Open Actions

Home / Institution Requests
Name

MNew Request Package
RPO01221138
RPO0O1221141
RP0O01221144

RP001221147

oo oo oo

RP0O01221150

Once the task has been completed the documents, including online data files, will
be visible within each of the RP packages.

I RC000015110050

Documents Tasks History

Open

Home / Institution Requests / RP001221138
Name T
= InstitutionalAbuse-1AB0001008240
= RF001122804

RFI - RAXXXX - Redacted document -

Institution name.pdf

RFI — RAXXXXX— 525 Motice — Institution

Name.pdf

2 In addition to the RP request packages, the completion of the Issue request for
information task will also auto-create the RFI QA storage folders within Case
Manager.

W Rco00015110050

Documents asks History

‘ Add V| Open Actions E =

Home

Name T Modified By Modified an
£ Advance Payment fndredropssvc
B Application fnredrwebapi
£ Correspondence fnredrwebapi
£ Decision fredrwebapi
£ Institution Requests fnredrwebapi
£ Institutions fnredrwebapi
£ Outcome fredrwebapi
3 Recommendation frredrwebapi
M Request Tracker frredrwebapi
= RFIQA fndredropssvc 2/05/2023, 2:33 PM

Within the RFI QA folder, each sub-folder will also be created and named
according to the Filing RFI documents in Case Manager task card.

Both Institution documents and Common documents will be filed accordingly.

RFI — Step 3: Issue RFI - NRS025-040625 17
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I RC000015110050

Documents Tasks History

IAdd ~ l Open ‘ Actions

I RC000015110050

Documents Tasks History

Addv“ Open Actions v

Home / RFIQA / SENT 03.05.2023

Name T

2 SB8I validation Checldist doex

I RC000015110050

Documents Tasks History

Add v Open ’ Actions v

(= S
|
Home / RFIQA
Name. T Modfied By Modified On
o SENT 03.05.2023 fndredropssvc 3/05/2023, 8:26 AM

Home / RFI QA / SENT 03.05.2023 / SENT RFl Manilla District Hospital [0006414]

InstitutionalAbuse-IAB0001008240 fndredropssvc
B w— esae B fndredropssvc
Institution name.pdf o

RFI — RAXXXXX— s25 Notice — Institution
B fndredropssvc
Name.pdf

RFI — Step 3: Issue RFI - NRS025-040625
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I B ]
3 The system generated RP packages will also be visible in case view.
RC000015110050  vcaren " AL 2
s 38
4 Institutions that were Deferred in Step 1 or Step 2 will also be filed in Case
Manager and will be identified as DO NOT SEND.
Home / RFI QA / SENT 03.05.2023
Name T
s 38
(-
The Institution documents will be filed in the folder for later use and/or reference if
required.
Note: A deferred institution cannot be reinstated in Step 3. To issue packages for a
deferred institution the task must be Returned to QA for rework.
Links
Task Cards
e Request info from institution - Step 1 - Draft RFI
e Request info from institution - Step 1 - Draft RFFI
e Request info from institution - Step 2 - Validate RFI
e Request info from institution - Step 3 - Issue RFI
e Filing RFI documents in Case Manager
e Add and Remove a Case Comment
e |ssuing a manual Request for Information (RFI)
e Drafting the Section 25 notice
Resources
e Information Sharing Framework
e |Institutions CRM - User Guide
e |Institution Content Types Expanded FOLR
L N

RFI — Step 3: Issue RFI - NRS025-040625 19
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Purpose

This document outlines the process for sending a Request for Information (RFI) to state and
territory government institutions.

This includes guidance on:

» How to identify the correct government department to issue an RFI; and
» How to create RFI packages for applications that list multiple institutions.

This document is to be used in conjunction with the following task cards:

Request info from institution - Step 1 - Draft RFI - Task Card
Request info from institution - Step 1 - Draft RFFI - Task Card
Request info from institution - Step 2 - Validate RFI - Task Card
Request info from institution - Step 3 - Issue RFI - Task Card
Information Sharing Framework

YVVVY

Section 25 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018
(the Act) authorises the Scheme to obtain information from participating institutions to make
a determination on an application for redress. The Scheme may share protected information
through the RFI process for the institution to provide a meaningful response.

Jurisdictions (Commonwealth, state and territory governments) are named in a large number
of redress applications, many of which list multiple participating institutions from the same
group. This document outlines the process agreed to between states and territories to
streamline RFls for applications that involve state and territory-based institutions.

To determine the correct institution to issue an RFI, Service Delivery must refer to
the Scheme’s Institutions CRM database (CRM) in the first instance. This includes
any information contained under the ‘Notes’ tab for a listed entity. See the
Institutions CRM - User Guide.

Operational Policy Overview

Under section 25(1) of the Act, the Scheme must request information from a participating or
partly-participating institution if an application for redress either:

» identifies a particular institution as being involved in the abuse of a person; or
» there are reasonable grounds to believe that a participating institution may be
responsible for the abuse of a person;

Under section 25(2) of the Act, the Scheme may also request information from a
participating or partly-participating institution if there are reasonable grounds to believe it has
information that may be relevant to determining the application.

Note: Section 25(1) of the Act prescribes that an RFI must be issued for any abuse
identified in the application, noting that abuse encompasses both sexual and non-sexual
acts under section 6.

» This means an RFI must be issued for all types of abuse related to an application
and subsequent RFI responses, provided that the Scheme has not facilitated an
applicant’s request for a particular instance of abuse to be withdrawn from their
application under section 22 of the Act.

Sending an RFI to state and territory governments TC - NRS25 -120526 2
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Creating single packages for State and Territory governments

The Scheme has reached an agreement with the jurisdictions to streamline the process for
how they receive information that relates to multiple institutions from the same group. This
process must be followed when sending RFls to multiple state and territory government
institutions.

Please also refer to Policy Advice 26 of 2019 (found in the Policy Advice Library or in CRM
under ‘Literature’).

» For RFls that relate to multiple state-based institutions, the application information
will be collated into one package.

» The same one package will be issued through the Institutional Portal to each
participating institution that the application identifies from the same jurisdictional
group.

» Each participating institution will still require a separate RFI package through Case
Manager. These packages will have the same information and will not require
institution-specific markings/highlights or redaction.

» A section 25 notice for each participating institution must also accompany the
package.

» This process must be followed for all state and territory jurisdictions.

The package should include all information that is relevant to the jurisdiction.

Examples: Sending RFls to multiple state/territory institutions

An applicant lists abuse at four different institutions that all belong to the NSW Participating
Group (a school, hospital, orphanage and detention facility).

N

» One email will be issued to the group representative listing the four institutions that
have been issued RFls with section 25 notices.

» The application information will be collated into one package containing information
about all four institutions.

Y

This same package will be provided individually to each associated institution
through the Institutional Portal.

An applicant identifies as a state ward. They list abuse at a non-government orphanage, two
state-based homes and a school.

> The application information will be collated into one package and issued to each
state-based institution though the Institutional Portal.

> A separate package containing information about the non-government institution
only will be issued through the Portal, and a separate notice and email issued to the
NGI’s representative.

Sending an RFI to state and {erritory governments TC - NRS25 -120526 3
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Identifying the relevant department to issue a Request for Information

Context: In the application form, the Scheme asks applicants for information about where
they were abused. However, the applicant may not know the name of the contemporary
government department or NGI that is responsible for the abuse they experienced in an
institution as a child.

Therefore, there are certain circumstances where an RFI will need to be issued to a state or
territory department, as well as the institutions listed in the application, in order to gather all
the necessary information about the application. Part 2 of the application form (questions 36
and 37) lists certain circumstances where an additional RFI is required.

These include:

» Where the applicant identifies as a state ward
» Where a government department was involved in the applicant’s removal and/or
placement in out-of-home care services, including the following:

* Foster care

* Kinship or relative care

* Permanent care

» Residential care (e.g. hostels or group homes).
Where the applicant was detained in a youth justice/juvenile detention centre
Where the applicant identifies as an unaccompanied child migrant
Indigenous applicants under “protectionist legislation” (e.g. segregation on reserves
and missions, as well as forcible removal and placement in mainstream institutions).

Y V V

Pre self-government

You must pay attention to the year the abuse occurred for applications that involve the ACT
and NT. This is because the territories only commenced self-governing on
1 June 1989 (ACT) and 1 July 1978 (NT). See Reference Table 1.

If the abuse occurred in the pre self-government era, the Department of Infrastructure,
Transport, Cities and Regional Development (Cth) will be responsible, not any ACT or NT
department.

This applies to all territory-based institutions for the relevant periods, regardless of whether
there is an entry for that institution in CRM or not. For applications that involve abuse in a
pre-self-government era, you must check which group the institution belongs to in CRM.
You can check this by clicking ‘Parent ID’.

The Commonwealth must be issued an RFlI first. Once their response is received, this is to
be provided to the relevant territory with the related application. To avoid duplicate record
searches, the Commonwealth and territories have reached an agreement whereby a copy of
the Commonwealth response will be provided in full to the territories to enable the provision
of any additional information. In order for the territories to conduct searches, a copy of the
information that was provided to the Commonwealth will accompany the Commonwealth’s
response.

Sending an RFI to state and territory governments TC - NRS25 -120526 4
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For all applications where the abuse is reported to have occurred in a pre self-government
era, the ACT and NT have requested they receive an RFI to notify them of the application
prior to receiving the RFI with the Commonwealth’s response. This will be issued as a
Case File Note under section 25(2) stating an RFI response is being sought from DITRDCA.
This will enable them to commence relevant searches prior to receiving the RFI with the
Commonwealth’s response.

The Commonwealth and territory departments hold records that extend beyond the
timeframes listed below. Please follow Reference Tables 1 and 2 when processing
applications that involve the ACT and NT.

Reference Table 1: Institutional responsibility and pre-self-government

Territory Period RFI
Australian Capital Territory Before 1 June 1989 The Commonwealth

After 1 June 1989 The Australian Capital Territory
Northern Territory Before 1 July 1978 The Commonwealth

After 1 July 1978 The Northern Territory
Department of Education NT | Before 1 July 1979 The Commonwealth
{1y stafe based sehoo)) After 1 July 1979 The Northern Territory

RFI guide to contemporary departments

The Scheme has reached an agreement with the states and territories to issue an RFI to the
contemporary iteration of government departments.

In some instances, these departments are just the record holders (i.e. applications involving
abuse in the pre-self-government era). In general, the Independent Decision Maker (IDM)
will also find the contemporary department responsible.

Using CRM, you can identify the contemporary iteration of a department by checking
whether the department is classified as a participating institution. If the department is
classified as defunct, it is not the contemporary department and an RFI should not be
issued there. Note: this applies to government departments only.

Where the application requires an RFI| to a government department, the Scheme will issue
the RFI to the contemporary iteration of the department, even when an application identifies
a historic department as being involved in the abuse. This assists the institution in providing
a timely response.

Reference Table 2 below outlines, the government department that must receive an RFl if an
applicant identifies they were:

> a state ward
» placed in statutory out-of-home care or
» placed in a youth justice/juvenile detention centre.

Sending an RFI to state and territory governments TC - NRS25 -120526 5
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Where an applicant advises they are Indigenous or arrived in Australia as an
unaccompanied child migrant, an additional RFI may be required, as detailed in the table
below.

For abuse involving government institutions in circumstances other than those set out in
Table 2, the relevant institutions will need to receive an RFI but it is generally not necessary
to send a separate RFI to the parent department if the only connection to the parent
department is that they operated an institution involved in the abuse.

For example, it is not required to send an RFI to the contemporary education department for
abuse that occurred within a school/educational facility if the school/educational facility is
identified. The RFl is only required to the school or educational facility.

Indigenous applicants

Applications from Indigenous applicants subject to “protectionist legislation” require an
RFI to be sent to the relevant state government under either section 25(1) or section 25(2) of
the Act.

Section 25(1) | For cases where the applicant either references or there is
otherwise evidence of state involvement.

Section 25(2) | No reference to state involvement BUT the applicant clearly
identifies as Indigenous, and the abuse took place within the
timeframes specified for that state or territory in Table 2

Reference Table 2: RFI guide to state/territory departments provides the dates when
protectionist legislation was in force for Western Australia, South Australia and Queensland.
New South Wales and Victoria have differing requirements as outlined in the table.
Protectionist legislation has not been in force in Tasmania or the Australian Capital Territory
within timeframes relevant to the Scheme.

Reference Table 2: RFI guide to state/territory departments

Please note this table is a quick reference only. It covers specific circumstances and isn’'t a
comprehensive guide to all situations where government institutions may be involved in
abuse.

Please use in conjunction with the other guidance in this task card, the Institutions
Declaration, relevant RFI task cards and CRM ‘Notes’ tab.

Australian Capital Territory

Circumstance Relevant dates Send an RFl to: CRMID
e State ward Abuse before and Initial RFIs
including 31 May 1989 Department of Infrastructure, Transport, 0001212
» Out-of-home care Regional Development, Communications,
e Youth justice / Sport and the Arts (Cth) (DITRDCSA)
juvenile detention and
* Indigenous Community Service Directorate ACT under | 2008100
s25(2) with a Case File Note stating:
 that an RFI has also been sent to
DITRDCSA; and
. B |

Sending an RFI to state and territory governments TC - NRS25 -120526 6
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« all foster parents named in the
application/supporting documents.

Subsequent RFFI

Once a response has been received from
DITRDCSA, an RFFI will generally be
required to the Community Service
Directorate ACT.

If so, it should include both the information
sent to DITRDCSA and the RFI response they
provided.

to and including
2 June 1969.

Note: Aboriginal Affairs NSW (UID 0011248)
hold records on behalf of the defunct

e State ward Abuse after and including | Community Service Directorate ACT 0008100
1 June 1989
e  Out-of-home care
e Youth justice /
juvenile detention
e Unaccompanied Initial RFls 0000567
child migrant Department of Home Affairs (Cth)
Note: an applicant is an &
%;;rc: :ﬂ%‘;ﬁ?ﬂ,g’;ﬂd Department of Infrastructure, Transport, 0001212
meet the criteria under Regional Development, Communications,
s10 of the NRS Rules Sport and the Arts (Cth) (DITRDCSA)
2018. &
0008100
Community Service Directorate ACT under
s25(2) with a Case File Note stating:
« that an RFI has also been sent to
DITRDCSA and DHA; and
e all foster parents named in the
application/supporting documents.
Subsequent RFFI
Once a response has been received from
DITRDCSA, an RFFI will generally be
required to the Community Service
Directorate ACT.
If so, it should include both the information
sent to DITRDCSA and the RFI response they
provide.
New South Wales
Circumstance Relevant Dates Send the RFI to: CRMID
e State ward Department of Communities and Justice 0041757
e  Out-of-home care
e Youth justice /
juvenile detention
e Indigenous Where an application Aborigines Welfare Board (AWB) NSW 0030705
references any of the
following: &
« Placement in care up Department of Communities and Justice 0041757

Sending an RFI to state and territory governments TC - NRS25 -120526
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» Aborigines Welfare
Board (AWB) and/or:

- Cootamundra
Aboriginal Girls'
Training Home;

- Kinchela Aboriginal
Boys' Training
Home.

- Non-government
institutions
oversighted by the
AWB (e.g.
Bomaderry
Aboriginal
Children’s home
and Marella
Mission Farm).

e Stolen Generations
member.

» A prior payment in
relation to the Stolen
Generations.

« Living on an AWB
station or reserve
(commonly called a
mission) up to and

Aborigines Welfare Board (AWB) — UID
0030705 and will respond to RFIs related to
that institution. However Aboriginal Affairs
NSW is not a direct legacy agency of the
AWB and therefore is unlikely to be found
responsible for abuse.

including
2 June 1969.
e Unaccompanied Department of Home Affairs 0000567
child migrant
&
Note: an applicant is an
_unaccompgr?ied child Department of Communities and Justice 0041757
migrant only if they
meet the criteria under
s10 of the NRS Rules
2018.
Northern Territory
Circumstance Relevant dates Send an RFl to: CRMID
o State ward Abuse before and Initial RFIs
including 30 June 1978 Department of Infrastructure, Transport, 0001212
* Out-of-home care Nots: Protectionist Regional Development, Communications,
. i Ty Sport and the Arts (Cth) (DITRDCSA
L e legislation for Indigenous e )
persons in the Northern &
Territory was in force until
15 Sep?/ember 1964. Territory Families under s25(2) with a Case | 0012722
File Note stating an RFI response is being
sought from DITRDCSA.
Subsequent RFFI
Once a response has been received from
DITRDCSA, an RFFI will generally be
required to Territory Families.
If state ward send to Territory Families 0012722

If so, it should include both the information

sent to DITRDCSA and the RFI response they

provided.

Sending an RFI to state and territory governments TC - NRS25 -120526
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» Youth justice/ and
juvenile detention

Abuse before and
including 30 June 1978

Note: Protectionist
legislation for Indigenous
persons in the Northern
Territory was in force until
15 September 1964.

Initial RFIs

Department of Infrastructure, Transport,
Regional Development, Communications,
Sport and the Arts (Cth) (DITRDCSA)

&

Territory Families under s25(2) with a Case
File Note stating an RFI response is being
sought from DITRDCSA.

&

NT Department of Corrections under s25(2)
with a Case File Note stating an RFI response
is being sought from DITRDCSA.

Subsequent RFFI

Once a response has been received from
DITRDCSA, an RFFI will be required to
Territory Families and Department of
Corrections.

If state ward send to Territory Families

If so, it should include both the information
sent to DITRDCSA and the RFI response they
provided.

0001212

0012722

0104385

0012722

State ward
Out-of-home care

Abuse after and including
1 July 1978

Territory Families

0012722

e Youth justice and
juvenile detention

Abuse after and including
1 July 1978

Territory Families
&

NT Department of Corrections

0012722

0104385

e Unaccompanied
child migrant

Note: an applicant is an
unaccompanied child
migrant only if they
meet the criteria under
s10 of the NRS Rules
2018.

Abuse before 1 July 1978

Initial RFIs
Department of Home Affairs (Cth) (DHA)

&

Department of Infrastructure, Transport,
Regional Development, Communications,
Sport and the Arts (Cth) (DITRDCSA)

&

Territory Families under s25(2) with a Case
File Note stating an RFI response is being
sought from DITRDCSA and DHA

Subsequent RFFI

Once a response has been received from
DITRDCSA, an RFFI will generally be
required to Territory Families.

If s0, it should include both the information
sent to DITRDCSA and the RFI response they
provided.

0000567

0001212

0012722

Abuse after and including
1 July 1978

Department of Home Affairs (Cth) (DHA)
&

Territory Families.

0000567

0012722

Sending an RFI to state and territory governments TC - NRS25 -120526
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== BE—— ]
o Government Abuse before 1 July 1979 | Initial RFIs
educational Department of Infrastructure, Transport, 0001212
facilities, pre-self- Regional Development, Communications,
government Sport and the Arts (Cth) (DITRDCSA)
&

The listing for the relevant educational facility | 0012697
(or to Department of Education (NT), if there
is no specific listing for the facility) under
s25(2) with a Case File Note stating that an
RFI response is being sought from
DITRDCSA.

Subsequent RFFI

Once a response has been received from
DITRDCSA, an RFFI will generally be
required to the educational facility or
Department of Education.

If so, it should include both the information
sent to DITRDCSA and the RFI response they
provided.

Please also note that Territory Families (unique ID 0012722) is also known as the Department of
Children and Families.

Queensland

Circumstance Relevant Dates Send an RFI to: CRMID
e State ward Department of Families, Seniors, Disability 0103465
e Out-of-home care Services and Child Safety

e Youth justice /

juvenile detention Department of Youth Justice and Victim Support| 0103467
« Indigenous Abuse occurred before Department of Women, Aboriginal and Torres | 0103466
and including 27 April Strait Islander Partnerships and Multiculturism
1966.
&

Note: all Aboriginal and/or
Torres Strait Islander
people in Queensland
were considered to have
been under the care of the
government prior to this
date.

Department of Families, Seniors, Disability 0103465
Services and Child Safety

e Unaccompanied Department of Home Affairs 0000567
child migrant &

Department of Families, Seniors, Disability 0103465
Services and Child Safety

Note: an applicant is an
unaccompanied child
migrant only if they
meet the criteria under
s10 of the NRS Rules
2018.

Sending an RFI to state and territory governments TC - NRS25 -120526 10
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South Australia
Circumstance Relevant Dates Send an RFl to: CRMID
e State ward Department for Child Protection 0028571
Out-of-home care
* Youth justice / Abuse before and Department for Child Protection 0028571
juvenile detention | including 31 December
2011
Abuse after and including | Department of Human Services 0028575
1 January 2012
« Indigenous Born between Attorney-General's Department 0028219
1 January 1940 and &
Note: this applies to 31 December 1963
applicants subject to inclusive. Department for Child Protection 0028571
protectionist legislation &
alone. Note: the abuse must
also have occurred within | Aporigines Protection Board 0030017
these dates.
e Unaccompanied Department of Home Affairs 0000567
child migrant
&
Note: an applicant is an . 3
_unaccompanied child Department for Child Protection 0028571
migrant only if they
meet the criteria under
s10 of the NRS Rules
2018.
Tasmania
Circumstance Relevant Dates Send an RFl to: CRMID
e State ward Department for Education, Children and 0011828
Young People
e Out-of-home care
e Youth justice /
juvenile detention
e Unaccompanied Department of Home Affairs 0000567
child migrant
&
Note: an applicant is an
unaccompgrﬁw’ied child Eepartr;ent Ifor Education, Children and 0011828
migrant only if they Sy = oopa
meet the criteria under
s10 of the NRS Rules
2018.

Sending an RFI to state and territory governments TC - NRS25 -120526
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juvenile detention -
additional RFls
apply (see below)

Note: A separate RFI
to the Department of
Communities is not
required unless a
specific reference is
made to being a state
ward

Detention Centre as per below

Victoria
Circumstance Relevant dates Send the RFl to: CRM ID
e State ward Department of Families, Fairness and 0102005
Housing
e Out-of-home care
e Foster care
e Youth justice / Abuse before and Department of Families, Fairness and 0102005
juvenile detention including 31 December Housing
1988
Note: Juvenile justice
placements included. | Abuse after and including | Department of Justice and Community Safety | 0002129
These refer to the 1 January 1989 and a
placement of a child in | “court ordered” placement &
a correctional facliity. Department of Families, Fairness and 0102005
Housing
Abuse after and including | Department of Justice and Community Safety | 0002129
1 January 1989
e Indigenous Abuse occurred between 1 | Department of Families, Fairness and 0102005
January 1957 to Housing
31 December 1968 (the
operative dates of the
Victorian Aborigines
Welfare Board)
e Unaccompanied Department of Families, Fairness and 0102005
child migrant Housing
Note: an applicant is an &
unaccompanied child
migrant o,':”y if they Department of Home Affairs 0000567
meet the criteria under
s10 of the NRS Rules
2018.
Western Australia
Circumstance Relevant Dates Send an RFI to: CRMID
o State ward Department of Communities 0023472
e Out-of-home care
e Youth justice / Department of Justice and the relevant Youth | 0022609

Sending an RFI to state and territory governments TC - NRS25 -120526
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I ]
- Riverbank, Riverbank Riverbank 0027003
Longmore,
Rangeview &
!3 aqk5|a .H'" yguth Longmore Longmore Remand and Assessment Centre | 0026977
justice / juvenile
detention centres | Rangeview Rangeview Remand Centre 0027093
Banksia Hill Banksia Hill Detention Centre 0023691
e Unaccompanied Department of Home Affairs 0000567
child migrant &
Note: an applicant is an 22
unaccompanied child Department of Communities 0023472
migrant only if they
meet the criteria under
s10 of the NRS Rules
2018.
e Indigenous Born up to and including Department of Creative Industries, Tourism 0023692
31 December 1972 and Sport
&
Department of Communities
0023472

Applications that involve abuse in a South Australian state-run school

In South Australia, state school or public school records travel with students from school-to-
school and are not kept in a central location. To effectively search for records, the South
Australian Government has requested the name of the last state-run educational facility the
applicant attended. Note: this only applies to state-run schools, not to non-government
schools (e.g. independent or private schools).

If the applicant describes abuse in any state-run school (including but not limited to pre-
school, primary school, high school), the Outbound Acknowledgement Call (OAC) will
determine whether the applicant attended a subsequent public school. This information
must be included in a Case File Note accompanying the RFI to the relevant school.

Sending a Request for Information to the police

Under section 25(1) of the Act, the police must be sent an RFI if the application identifies the
institution as being involved in the abuse of the applicant (e.g. abuse perpetrated by police
personnel).

The only other circumstances in which the police should be issued an RFI (section 25(2) of
the Act) for obtaining a police report and statement is if the applicant requests it, or the IDM
requests it.

It is not necessary to include the whole application in an RFI to the police where the purpose
of the RFl is to obtain the statement only. In order to obtain a police report, a Case File Note
that includes the following information must accompany the RFI:

¢ Name of the applicant

¢ Name of the abuser (if known)

e Date (or approximate date range) on which the abuse was reported to police OR
when the victim interacted with police in some relevant way

e Date (or approximate date range) when the abuse took place

Sending an RFI to state and territory governments TC - NRS25 -120526 13
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¢ Police Station where the abuse was reported to police OR suburb where the victim
interacted with police in some relevant way (police station name if possible, but
suburb may be sufficient) and

e Location where the abuse took place.

Note: For NSW Police Force (UID: 0011245) RFls relating to abuse prior to 1994 please
refer to CRM notes.

Question: Has the application identified the police as being involved in the abuse
of the person?

Yes — Issue RFI as per section 25(1) to Police

No — Only issue at the request of an applicant or IDM

FOLR - EFOLR

For FOLR — EFOLR RFls please refer to Institution Content Types Expanded FOLR task
card.

Links
¢ Request info from institution - Step 1 - Draft RFI - Task Card

e Request info from institution - Step 1 - Draft RFFI - Task Card

e Request info from institution - Step 2 - Validate RFI - Task Card

e Request info from institution - Step 3 - Issue RFI - Task Card

¢ Information Sharing Framework

e |nstitutions CRM - User Guide

e Policy Advice 26 of 2019: RFls and Machinery of Government changes.PDF

Sending an RFI to state and territory governments TC - NRS25 -120526 14
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Purpose

This document outlines the process for

e drafting a Request for Further Information (RFFI)
e issuing a RFFI through case manager
e issuing the section 25 Alert email for RFFls.

Operational Policy Overview

A RFFI can be issued when a participating institution has responded to a Request for
Information (RFI) through case manager and the Scheme requires additional information or
clarification. A RFFI can only be issued to an institution in response to a previous RFI.

Under the legislation, a RFFI and RFI are the same thing. Operationally, a RFFI is used in
case manager as a way of communicating with the institution about a particular response to
a RFI. A RFFI will use the same request package as the original RFI to which it relates.

A RFFl is essentially the Scheme’s way of responding to the RFI from an institution.

Every RFFl is also issued under section 25 and must also be accompanied by a section 25
notice.

Section 25 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018
(the Act) requires the Scheme to request information from a participating institution in
relation to an application.

Under section 25(1) of the Act, if an application for redress either:

- ldentifies a particular institution as being involved in the abuse of a person; or
- There are reasonable grounds to believe that a participating institution may be
responsible for the abuse of a person;

Then the delegate of the Operator must issue a request for information to this participating
institution.

Section 25(2) of the Act prescribes that the delegate of the Operator may also request
information from an institution if there are reasonable grounds to believe that the institution
may have information that may be relevant to determining the application.

Note: Section 25 of the Act refers to abuse; this includes sexual and non-sexual abuse.
Therefore, section 25 must also be adhered to for institutions where the applicant has
mentioned non-sexual abuse only.

Institutions will have either 4 or 8 weeks to respond to a RFFI (the production period).
This will depend upon the priority status of the application, just like RFls. Scheme officers
should check the priority level of the application prior to issuing a RFI or RFFI.

Examples of when to issue a RFFI

e The Scheme received additional information from the applicant about their abuse
experience that will assist an institution providing a response, or would have changed
their original response significantly.

TC — NRS025 - 300621 — Issuing a requesting for further information 2
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¢ The institution has stated they can provide more information if required in their RFI
response, the Scheme can issue a RFFI requesting the institution provide this
additional information.

¢ An Independent Decision Maker (IDM) has requested additional information from an
institution to assist in determining a Redress application.

Task description

Before initiating the Manage Institution Further information task, the RFFI must be drafted
and sent to QA for clearance.

Creating a Request for further information (RFFI)

Step one — create RFFI QA folder in case manager

» Create RFFI QA folder in case manager
» To create a new folder select add > add folder on the right hand side of case
manager for the relevant application.

Step two — Draft RFFI

> ldentify the information that will be sent with the RFFI, this may include:

o Case file note

o Additional application information

o Supporting documents from another RFI response
» Redact documents in line with Information Sharing Framework.

o Note: do not apply redaction until after QA has approved the package.
» Save a copy of the file in PDF format onto your desktop in line with RFI naming

conventions
o <RAnumber>application <institution>

Step three — RFFI free text

» The Manage institution further information task has a free-text section. This
section may be used to ask a specific question of the institution in response to their
RFI or outline the nature of information included in the RFFI.

> Please use RFEFI free text QA document to draft the free text you intend to include
with the RFFI.

» Save a copy of this document to your desktop RAnumber free text QA.

Step four — draft section 25 notice and alert email

» Open section 25 notice locked template from Sharepoint
» Create section 25 notice in line with Drafting the Section 25 notice Task Card.
o Note: you are required to use the same section 25 notice for RFl and RFFls.
» Save the document as Word file on to your document as RA_institution_section25
o Note: this document will not be converted into a PDF until after QA has
approved the notice.
» Download RFFI alert email from Sharepoint

TC — NRS025 - 300621 — Issuing a requesting for further information 3
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» Fill in name of recipient, RA number and your name, as the delegate of the Scheme
Operator.
o Leave the due date blank for now, this will depend on when the RFFI is sent.
» Download draft email to your desktop.

Step five — Quality Assurance

» Upload the RFFI package to case manager in the RFFI QA folder
o Add > Add document from local system > select document from desktop.
= (Class document as Redacted Document.
» Upload Section 25 notice to RFFI QA folder
o Add > Add document from local system > select document from desktop.
= Class document as Institutional Notice.
» Upload RFFI alert email to RFFI QA folder
o Add > Add document from local system > select document from desktop.
= Class email as Additional Case Information.
» Upload the RFFI free text QA to the RFFI QA folder
o Add > Add document from local system > select document from desktop.
» Class email as Additional Case Information.

Step six: update keywords

» Add task > Manage or link keywords > Add keyword RFI/RFFI QA READY

Once the RFFI has passed QA, the QA team will update the Keyword to RFI/RFFI QA
CMPL.

TC — NRS025 - 300621 — Issuing a requesting for further information 4
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Issuing a Request for further Information (RFFI) through case manager

Step One - initiate Manage institution further information task in case manager

A RFFI can be triggered in two ways, either in the Validate Institution response task, or, by
initiating Manage institution further information task.

a.
>

Initiating RFFI from Validate institution response task
The RFFI will automatically link to the package and institution to which it relates.

o Note: this option is only available for responses received prior to

25 July 2020.

Open Validate institution response task, if the response status is responded,
underneath Manage institution further information, select Yes in response to Do you
want to issue new RFFI(s)?

o This will populate the Manage institution further information task

OR

Initiating RFFI from Manage institution further information task

in case view, select Add Task > Manage institution further information

select institution request package and select the relevant request package.
o Select issue new RFFls.

Step two — Update free text question and due date

>

Select due date. The due date for the RFFI will depend upon the priority status of the
application. Please refer to Prioritisation Policy to understand the priority status of an
application.
If the application is a priority, the RFFI will have a production period of 4 weeks.
If the application is of normal priority, the production period is 8 weeks.
o Note: this is calculated from the date of notice, including that day.
Complete new questions table. This section is for the question in the RFFI free text
QA document.
o Select plus button to add a new question.
o Open the RFFI free text QA document from the RFFI QA folder and
copy/paste the relevant statement into the free text box.
o A question can be added between existing questions/requests by selecting a
question, and clicking insert.

Step three — place RFFI PDF and Section 25 notice into request package

>

TC — NRS025 - 300621 — Issuing a requesting for further information

Not all RFFIs will be accompanied by additional application information in the
Request Package. If the RFFI is accompanied by a RFFI package PDF, copy/paste

the PDF from the RFFI QA folder.
o Refresh the folder to ensure the document has been included in the relevant
request package. Actions > refresh.
Download section 25 notice from RFFI QA folder, update the date on the notice to
reflect today’s date and save word document as PDF onto your desktop.
Upload Section 25 notice into the request package.
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Step four — Send RFFI

» Complete the relevant task to send the RFFI to the institution.

» To complete the task from the Validate institution response task, click the Wait
for other responses button.

» To complete the Manage institution further information discretionary task, click
the Update button.

Step five — send RFFI alert email

> Download RFFI alert email from RFFI QA folder.
» Update due date to reflect today’s date.
» Send RFFI alert email from RFI notice inbox.

Step five — document RFFI on case manager

» Copy/past RFFI alert email contents into case manager as a comment.
» Update Keyword to RFI SENT.

Invalidating a RFFI

A RFFI may be invalidated where it was issued in error or where the request is no longer
required.

If you believe a RFFI needs to be invalidated, please contact the RFI Support Team for
further guidance.

Links
e Expanded FOLR Task Card

e Request Information From Institution QRG

o Drafting the Section 25 notice - Task Card

o RFls for State and Territory Departments

e Protected Information Guideline for Engaging with Institutions and Applicants

o Institution Conflict of Interest

e Issuing a manual Request for Information (RFI) - Task Card

TC — NRS025 - 300621 — Issuing a requesting for further information 6
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Purpose

This document operationalises Step 2 of the enhanced ‘Request information from institution’ task in
Case Manager which has been implemented to ensure a Request for Further Information (RFFI) is
consistent with the on-system RFI process.

The ‘Request Information from institution’ task was created to limit the number of manual off-
system tasks and reduce the risk of data privacy breaches.

An enhanced ‘Request information from institution’ task has been added to the
discretionary task list and the existing ‘Request information from institution’ task has been
renamed to [Superseded] Request information from institution’.

N.B: For further details on how to draft requests for information (RFIs) please refer to a separate
Request info from institution - Step 1 - Draft RFI - Task Card.

Operational Policy Overview

A RFFI can be issued when a participating institution has responded to a Request for Information
(RFI) through Case Manager and the Scheme requires additional information or clarification. A
RFFI can only be issued to an institution in response to a previous RFI.

Section 25 of the Act requires the Scheme to issue a request for information (RFI) to a participating
or partly-participating institution if an application identifies a particular institution as being involved
in the abuse of a person, or there are reasonable grounds to believe that an institution may be
responsible for the abuse of a person.

Under section 25 of the Act, a RFI must be issued for any abuse, whether it be sexual or
non-sexual abuse. This means that a RFI must be issued for all instances of abuse
related to the application and subsequent RFI responses.

The ‘Request information from institution’ task is a discretionary task that is launched by the RFI
Support Officer for the purposes of drafting, quality checking and issuing requests for information
(RFIs) or requests for further information (RFFIs).

The ‘Request information from institution’ task is comprised of three steps, as follows:

1. Draft request for information — accessible within the Case Coordinator role
> The content of the RFI or RFFI is prepared and uploaded to the task by a RFI Support
Officer in the RFI and Operational Support team.

2. Validate request for information — accessible within the Quality Assurer role
> The content prepared by the RFI Officer is checked and verified by a Quality Lead in
the Quality Assurance team.

Note: In Step 2 the Quality Lead will be able to send the task back to Step 1 if issues are
identified that require correction.

3. Issue request for information — accessible within the Case Coordinator role
» Final verification checks are performed and the RFl is sent to the institution portal by a
RFI Support Officer in the RFI and Operational Support team.

Note: In Step 3 the RFI Support Officer will be able to send the task back to Step 2 if issues

are identified that require correction.
I S—
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Process overview

RF1 Officer adds the

RFI Officer drafts the drafted documents or the

If required, RF1 Officer

RFI Officer launches the RFI Officer selects the institution documents, 3 RFI Officer completes Step S Z
task, using the the institutions for which RFFls notice, alert email and m"l"’.'r':; D i B 1 of the task and sends it o ISR
discretionary task list. are required. internal :mems for Officer also pastes free text to QA for checking. QA for a recheck.
g content to Case Manager.

Task description

Task 1: Launch the ‘Request information from institution’ task

Step Action

1 To launch the task:

» Click the Add Task button, either in the top left next to the Comments button or
from the ‘Tasks’ tab in the folder screen.

Il RC000014500001

RC000015110035  wcdifie

s38 Documents Tasks History
Add Task
Comments Add Task Required (7)

» Select Request information from institution from the dropdown menu and click
the OK button.

Add

Seect a ype
Request informaticn from institution| -~
Record referrsl
Record referral to 0SS
Record RFl ectension request

Repon or respond 1o external authority

Request addtional information for decsion
Request appication information

Roquett accetmont rastart

[ Request informaticn from institution J

Review data correction
Send SMS

Update appication status
Updats dotals

Upload applcant document

Upload document to insttution package -

Note: The ‘Manage institution further information’ task has been superseded by the
Request information from institution task and now appears in the dropdown menu as
‘[Superseded] Manage institution further information’.

RFFI — Step 1: Draft RFFI - NRS025-200525 3
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Step Action

2 | After selecting the Request information from institution task, an information alert will
display. This is to highlight if previous RFIs have been issued for the application or not.

B A - trwon Mers: ©O0GHicy 00 Womirg ©8kkemation | Vi serts

Request inf
s 38 s 47F

f . Wi
Docurmertts

"y

» Click the Continue button to proceed to the next stage of the task.

Note:
e Only one Request information from institution task can be launched at a time.
If there is already a Request information from institution task in progress an
error message will appear notifying the user. The existing task must be completed
or cancelled before a new task can be launched.

e [fthe task does not automatically open, navigate to the Work tab to find the task
in the in-basket.

Task 2: Add RFI and/or RFFI packages

Step Action

1 The enhanced feature allows you to add RFI and RFFI documents in the same task.

If you need to create:
e RFIl and RFFI packages proceed to step 2 in this table.
e RFFI packages only, go to step 6 in this table.

2 | To create RFI package/s:

» Click the Add institutions button.

Comments

Common documents A

+ Add document

~ ~ P ~ - A
Name & Document class Modified by ©>  Modified on - Action

No documents uploaded.

|me——

3 | A pop-up screen will display a list of institutions that have been associated in Case
Manager.

» Select the relevant request package/s that require an RFI to be issued by clicking
the checkboxes, then clicking the Select button.

RFFI — Step 1: Draft RFFI - NRS025-200525 4
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Step Action

Add institutions

*Available institutions

s 38

4 | The institution/s selected will display with the Request type category of RFI.

Common decuments

A
<+ Acd document
Name O Documen: dlass © Medifiedby O Medifiedon & Action
No documant: uploadad.
s38 . R
)
nstitution & Contemt O | Request T
Instiwton name & unique ID type ype ‘ Action
# N i 1
-5 38 s 38 Participating | oo [ T Remowe H 1t Dafor " £ Manual RFI
I ] nstitution |
Institution class Participating Instrution Primary description Commomyealth Body
Institution status acive
4+ Add document Wi Pastz reterance
~ A 2 2 : A
] < Decumentclass Modified by © Modified on © Action

No documents uplosded.

5 | When an institution has been added to the task, the Manual RFI button will display.

This is a new feature which categorises an RFI as either manual or standard. Standard

RFIs will issue automatically via the Portal when the ‘Issue request for information’ task is
completed. Manual RFls will be issued via ICOS.

RFFI — Step 1: Draft RFFI - NRS025-200525
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Step Action

Common documents ~

4+ Add document ‘

Name & Documentdass & Modified by & Modifiec on O Action

No documents uplozdad

e

s 38 A
B Institvtion & Content ¢ Pequest O
Insttution name & nique ID e tupe Action
[ -
-5 38 S 38 Sarcpmtng e & Remove ]I 11 Defer g O Manual RA I
Institution \
| S—
Institation desz Paricipating Inzttution Primary descripti c h Bady
Institution status Active
+ Ada document B Pastz reference
Name O Documentclass © Modifiedby O Modifiedcn © A

Neo documents upioaded.

When you click the Manual RFI button, an ‘Alert’ message displays advising that any
documents associated for the institution will not automatically issue via the Portal. If you
click the Proceed button and categorise the RFI as ‘Manual’ you will need to liaise with
ICOS to arrange the manual issue of the RFI.

I Alert

Setting S 38 is a manual RFI will prevent associated
documents being issued for this institution. RFIs for the institution that are not
set as manual RFls will be issued to their respective institutions on completion
of the task.

Note:
e Once an RFI has been issued to an institution manually, any RFFIs for that
institution will also need to be issued manually.
e You can change the RFI back to ‘Standard’ if you accidentally select Manual (and
the RFI hasn’t been issued), or you receive advice from ICOS that the RFI can be
issued via the Portal.

RFFI — Step 1: Draft RFFI - NRS025-200525 6
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Step Action

6 | To create RFFI package/s:
» Click the Select request package button.
Comments ‘
Common documents A
Name O Document class & Modifiedby &  Modified on Adion
No documents uploaded.
B R
6 | A pop-up screen will display a list of institutions that have previously been issued an RFI.

Select Request Package

*Available Request Packages

s 38

Cancel Select

Note:

e This screen will only display institutions who have previously been issued and
responded to an RFI or have had their RFI validated. Associated institutions who
have not been issued an RFI will not display here.

e Reassigned RFls can be identified here. The Original Institution name column
displays the institution the RFI was issued to. If the institution named in the
Institution name column is different, the RFI was reassigned. RFFIs will need to
be issued to the institution identified under the Institution name column.

RFFI — Step 1: Draft RFFI - NRS025-200525 7
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Step Action
7 » Select the relevant request package/s that require an RFFI to be issued by
clicking the checkboxes, then clicking the Select button.
“Available Request Packages
s 38
p;
Task 3: Add documents
Step Action
1 Once all request packages have been added, the RFI and/or RFFI documents can now
be uploaded.
Note: A new column displays called ‘Request type’. This will indicate to the user if the
request package relates to a RFIl or a RFFI.
s 38 » A
538 EBE | v | (e )
Insttution class Participating hsttuton Primary ¥ G —mm
Institution status Active Package ID RPO01240911
[ + Add RFR fru::tiri
Questions
Yame & Docymentclass & Medifiedby & Modifiedon & s
- §38 588 me( - | (=)
s S S o e -
“-:“‘;m B Paste reference
Name O Documentclass & Mcdifiedby & Medifiedon <& Action
( ]
.5 38 s 38 raopansl [ & Remove ]i W Defer ” & Manual RA
RFFI — Step 1: Draft RFFI - NRS025-200525 8
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There are two areas available to upload documents — Common documents and
Institution documents.

Common documents

This section is to be used for the s25 alert email and the validation checklist. Documents
uploaded via this option will NOT be issued to the institution via the online portal.

» Click the Add document button.

 Common documents | A
+ Add document |
A " ~ A
Name v Document class v Modified by v Modified on v Action

No documents uploaded

» Select the ‘document type’ from the prompt box and click the Ok button.

| x
Select document

| O internal document

| O s25alert emai

-~

» Click the Choose Files button and select the document you wish to upload from
your computer. Click the Open button, then click the Add button.

~ General

Crosee Foe | o) S8 Bs16 Akt - Narve ofRepursg

|

The documents you have uploaded will appear in the Common documents section. You
can download, view properties or remove them using the menu options to the right of
each document.

Common documents

+ Add document

Name ¢ Document class & Modified by ¢  Modified on < Action
s38 .- Validation Check Part C.doox Additional case information  PJB815 08/05/25 12:41 PM = & ¥
s 38
Additional caze information PJBR15 08/05/25 12:41 PM = 4 W0
Additional case information PJB815 08/05/25 12:42 PM = 4 8

RFFI — Step 1: Draft RFFI - NRS025-200525 9
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2 Institution documents
» Navigate to the institution for which the document applies and click the Add
document button.
s 38 A
N institution C  Content J  Request £
Institution name < unique ID type lype Action
- 538 s 38 f:;hﬂzz:"g RFFI @ Remove 1l Defer ]

Institution class
Institution status

4+ Add RFFI free text

Questions

Participating Insttution
Active

No guestions added.

<+ Add document

Name &

<>

No documents uploaded

Select document class

Additional case information

(O

N
/

Institution notice - Child safe report

Institution notice - RFFI

OO

Redacted document

~ Gonecal

each document.

Primary description Commonwealth Body

Package ID RP001240311

e Paste reference

L ~ =
Modified by + Meodifiedon & Reton

» Select the document class from the prompt box, then click the Ok button.

Note: There is a new document class for child safe reports. Child safe report summaries
must be uploaded with the classification of ‘Institution notice — Child safe report’.

» Click the Choose Files button and select the document you wish to upload from
your computer. Click the Open button, then click the Add button.

The documents you have uploaded will appear in the Institution documents section.
You can download, view properties or remove them using the menu options to the right of

RFFI — Step 1: Draft RFFI - NRS025-200525
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I )
s 38 -
s - Institution © Content < Request 2
Institution name unique ID type type Action
- S 38 ) 38 Part'lcpanng RFFI @ Remove 11 Defer l
Institution
Institution class Participating Institution Primary description Commonwealth Body
Institution status Active Package ID RP001240911

4+ Add RFFl free text

Questions

No questions added.

+ Add document s Paste reference

Name & Document class & Modified by O Modifiedon © Adiion
s 38 '
Redacted document p|B815 08/05/25 12:50 PM B & W

Institution notice PJB815 08/05/25 12250 PM || = &

Note: All documents uploaded to the institutions within the task will be issued to the
institutions via the online portal. Documents that should not be issued via the portal or
internal documents must be uploaded within the Common documents section instead.

Refer to Task 3 Step 1.
3 Adding RFFI free text

Free text for RFFIs should still be drafted in a Microsoft Word document; however, this
document must not be uploaded to Case Manager.

» Click the Add RFFI free text button.

s 38 A
s - Institution © Content < Request 2
Institution name unique ID type type Action
- s38 s 38 Part}cpatxng RFFI @ Remove I} Defer l
Institution
Institution class Participating Institution Primary description Commonwealth Body

Institution status Active Package ID RP001240911

4+ Add RFFl free text

Questions

No questions added.

+ Add document s Paste reference

Name & Document class & Modified by C  Modifiedon & Action
s 38 = =
Redacted document PIB815 08/05/25 12:50 PM = X W
Institution notice PBe1s 08/05/25 12:50 PM = L W

RFFI — Step 1: Draft RFFI - NRS025-200525 11
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4 » Copy the text you have drafted from your Microsoft Word document and paste it
into the Question box. Click the Proceed button.

Questions for institution: Aged Care

+ Add question

Index * Question Action

1.

Proceed

Note: Do not click the ‘Add question’ button to add multiple questions. This creates
multiple RM files that the institution will have to respond to. All text and questions must
be copied into the first box only.

If you need to edit your RFFI free text, click the Add RFFI free text button again and
make your edits.

The RFFI free text will display along with the documents that have been uploaded for
each institution.

Il Defer

- s38 s 38 :Jnasrttilt:.:zf):ng RFFI [ @ Remove

Institution class Participating Institution Primary description Commonwealth Body
Institution status Active Package ID RP001240911

+ Add RFFI free text

Questions
Index Question
" The Scheme acknowledges your response to Request for Information (RFI) RP001240911 on 24 March 2025. Please note this isa
Request for Further Information (RFFI).
The applicant has provided additional information in regard to the content of their application. Please see the new information
1 uploaded to the Portal entitled ‘RFFI -5 /38" " Additional Information - S 38" hdf

Please provide any additional information or supporting documentation you may have.

If you have no further information te provide, the Scheme Operator would appreciate a response at the earliest available opportunity.

+ Add document I§ Paste reference

Name O Document class < Modified by C Modifiedon O

's38

Action

Redacted document PJB815 08/05/25 12:50 PM

iii
I«
L]

Institution notice PJB815 08/05/25 12:50 PM

iii
“_
L]

RFFI — Step 1: Draft RFFI - NRS025-200525 12
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Task 4 - Complete the Draft request for information task and send to Quality Assurance for

checking
Step Action
1 When all the institutions requiring RFFIs have been added and all associated documents

to be issued have been uploaded to each institution, the task must now be sent to the
Quality Assurance team for checking.

» Click the Complete button to send the task to the Quality Assurance team.
» Update the keywords to RFI/RFFI IP, QA Ready.

rinformation  sea. e wcananen s el © OWarey @

.......

This will complete the Draft request for information task and create the Validate
request for information task used by the Quality Lead.

Note: Completing this step of the task does NOT issue the documents to the institution
portal.

Task 5: Action feedback from Quality Lead

Step
1

Action

This task is required if the Quality Lead identifies a need for rework and returns the task
to the RFI Officer to action.

The Quality Lead will notify the RFI Officer of rework required via email.

» Navigate to the ‘Work tab’ and filter the search criteria using the Survivor ID.
» Launch the Draft request for information task

%

» The rework required will be listed at the top of the task overview page.

Draft request for information  Request information from institution

s 38
02 May 2023 02:35 PM Returned from Valid. q for inf ion by Quality A (TSTMEMO)
Comments Free 1ext comment.
Issue Subissue Critical Rework
3 Set of abuse that needs to be sent has been " Back to perscn
Over redaction R Yes .
radacted/removad to fix
Additional informaton Level of abuse information insufficient (Q44) Yes Back to person

required 1o fix

Show more

RFFI -

Step 1: Draft RFFI - NRS025-200525 13
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A

» Once the rework has been actioned, click on Complete to return the application to
the Validate request for information step.
» Update the keyword to RFFI/RFFI IP, QA Ready.

Draft request for information .. «omyies nos v

S
S, |

Closing and cancelling the task

Step Action

1 Closing the task

At any time during Step 1, Step 2 or Step 3, the user can close the task and all work
actioned within the task will be retained.

» To close the task click the Close button.

Draft request for information - zec.e siomstor e nsisee NAR(Q ] Coal g ( Caled /8 A bt | AR

s 38

| ( ] 1 11
Comments Compiate Cancel | Cose |
5 = | e L = |

2 | Cancelling the task
At any time during Step 1, Step 2 or Step 3, the user can cancel the task.

Cancelling the task within the launch step (refer to Task 1) will cancel the creation of the
Request for information task. This will not appear in the case history.

A

» To cancel the task click Cancel within the launch step.

Request information from institution sz st e retrcs Al () 0Nl 19 g @ ein: | e
s 38

Cancelling the task after the launch step, within the Request for information task will
cancel the task and delete all documents associated with the task.

T

» To cancel the task click Cancel after the launch step.

Draft requestforinfomution Regusst iforation ¥em instauton Nabi g Gl Sby) § U mats’; | e
s 38

=

» Enter a reason for the cancellation into the prompt box and click Proceed. This
will be visible as a note in the case history.

RFFI — Step 1: Draft RFFI - NRS025-200525 14
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Cancel

Cancel request information from institution.

* Reason for cancelling

a

Links

e Drafting RFIs Task Card

e Information Sharing Framework — NRS092-280922

e RFlIs for State and Territory Departments

e RFI — Section 25 Notice — LOCKED TEMPLATE

e RFI email to institution

e RFI - Case File Note TEMPLATE - Updated

o Application Workload Management Policy

¢ Add and Remove Case Comment

e Search Case Comments — NRS290922

e Application Workload Management SOP — Keywords

o Keyword Hub

RFFI — Step 1: Draft RFFI - NRS025-200525
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Policy Advice No. 3/2024

Authorised John Riley, Branch Manager, Redress Policy, Strategy and
Design

Alison Hale, Branch Manager, Policy, Institutions &
Governance (revisions)

Date: 26 September 2024

15 December 2025 (revisions)

Reference or Topic

1. National Redress Scheme for Institutional Child Sexual Abuse (the Scheme) Officers® providing protected
information to law enforcement and child protection officials for the purposes of the enforcement of the
criminal law or the safety or wellbeing of children.

2. Section 96 of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act).
3. Redress (Operator of the Scheme) Delegation 2025 (Instrument Number 8 of 2025)2.

4. National Redress Scheme for Institutional Child Sexual Abuse Child Safe Reporting Policy.

Issues

5. When can Scheme Officers disclose protected information for the purpose of the enforcement of the criminal
law or the safety or wellbeing of children outside of the Scheme’s usual child safe reporting policy (for
example: at the request of law enforcement officers)?

Analysis / Discussion

6. Protected information is defined in section 92 of the Act as information about a person or an institution,
provided to or obtained by a Scheme Officer for the purposes of the Scheme, that is or was held in the
records of the Department.

7. Protected information can be disclosed by the Scheme Operator or their delegate under section 96 of the Act
if the Operator or delegate is satisfied that it is reasonably necessary for either of the following purposes:
o the enforcement of the criminal law; or
e the safety or wellbeing of children.

8. Protected information can only be disclosed under section 96 (2) of the Act to a government institution that
has functions that relate to the enforcement of the criminal law or the safety or wellbeing of children.

1 Reference to Scheme Officers is a reference to the Operator’s delegates (see the relevant instrument of delegation)
2 Correct as at 30/09/2025 — always check the current instrument of delegation.

Page 1 of 9
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9. Section 96 (4) of the Redress Act permits protected information that is disclosed to a government institution,
to be used, obtained, made record of or disclosed by employees or officers of the institution.?

10. Before disclosing protected information that relates to a person who has applied for redress, the Scheme
Officer must have regard to the impact the disclosure might have on the person that has applied for redress.

11. Scheme Officers rely on section 96 of the Act to make a self-initiated child safe report to authorities,
consistent with the Scheme’s child safe reporting policy.
e Asof 1January 2026, this child safe reporting process includes concurrent reporting to both
state/territory police and Working with Children Check (WWCC) units, where the particular
jurisdiction has ‘opted in’ to this process.

12. The Scheme also often receives requests from state and territory officials to disclose protected information to
police and other authorities in response to a child safe report made by Scheme Officers or in response to a
participating institution making a report to authorities under state and territory mandatory reporting and
reportable conduct laws.

13. This policy advice sets out when a Scheme Officer can disclose protected information to law enforcement and
child protection officials under section 96 of the Act, and what considerations apply to that decision.

Advice

14. Section 96 of the Act authorises a Scheme Officer to disclose protected information if the following statutory
conditions are complied with:
e the disclosure is to a government institution that has functions that relate to the enforcement of the
criminal law or the safety or wellbeing of children;
e the Scheme Officer is satisfied that the disclosure of protected information is reasonably necessary
for the enforcement of the criminal law or the safety or wellbeing of children; and
e the Scheme Officer has had regard to the impact the disclosure might have on the person.

15. Attachment A provides further guidance on how to assess these three tests.

16. Given the importance of supporting law enforcement and child protection officials to undertake their
respective functions of holding perpetrators to account and protecting children, it is the Scheme’s position
that information requested by these government institutions should be provided where the protected
information can be disclosed under section 96 (1) of the Act.

17. Section 96 (3) of the Act requires that before making a disclosure that relates to a person who has applied for
redress, a Scheme Officer must have regard to the impact the disclosure might have on the person. If
protected information is disclosed to a government institution for the purposes of the enforcement of the
criminal law or the safety or wellbeing of children, it is possible that officials from that institution will make
contact with a redress applicant(s).

18. To assess this impact, the Scheme Officer should normally contact the relevant applicant before any
protected information is disclosed by the Scheme, to obtain information about the impact of the proposed

3 Note, section 97 of Act also deals with obtaining, recording, using and disclosing protected information by and to government officials



19.

20.

21.
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disclosure for that person, and confirm that if the protected information is disclosed, the person’s safety and
wellbeing is not at risk.

The Scheme Officer should use the information provided by the applicant and other available information to
consider the impact of the disclosure on the person who has applied for redress. Consideration of the impact
of the disclosure should include consideration of the likely consequences of the information being disclosed
(e.g. whether the government institution is able to keep the applicant’s identity confidential, or whether the
applicant’s safety or wellbeing would be at risk).

In the case where the Scheme Officer decides not to provide the requested information, Attachment B
provides standard words that can be used in messaging that the Scheme will not be disclosing protected
information to law enforcement or child protection officers.

Section 96(5) of the Act authorises the Scheme Operator to impose conditions to be complied with in relation
to the protected information disclosed. Attachment C provides an example of conditions that can accompany
the release of the protected information. These conditions relate to what the government institution can do
with the protected information and should be assessed on a case- by- case basis.
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For people who have experienced
institutional child sexual abuse

Attachment A
Section 96 disclosure process

When making a disclosure under section 96 of the Act in response to a request from an external government
agency, Scheme Officers should follow the following process to arrive at a decision on whether to release the
protected information:

Stage Consideration
Step 1 Is the disclosure of the protected information:
a) to agovernment institution that has functions that relate to the enforcement of
the criminal law/the safety or wellbeing of children; and;
b) reasonably necessary for the enforcement of the criminal law/the safety or
wellbeing of children?
Step 2 Have you considered the impacts of the disclosure for the person who has applied for
Redress?
Step 3 Decision on whether to release the protected information, with or without the imposition of
additional conditions.
Step 4 Information release.

Step 1(a) — Is the disclosure to a government institution that has functions that relate to the enforcement of the
criminal law or the safety or wellbeing of children?

The government institution must be one that has functions that relate to the enforcement of the criminal law, or
the safety or wellbeing of children.

The following table gives examples of institutions or bodies that satisfy one or both of these criteria:

Type of institution Examples

Commonwealth, state and territory Police | Australian Federal Police, NSW Police, Tasmanian Police,

Queensland Police Service

Office of Public Prosecutions Commonwealth Director of Public Prosecutions, ODPP Victoria,
ODPP Queensland

Child Safety institution NSW Communities and Justice, Victorian Child Protection Service

Working with Children Check units Blue Card Services, NSW Office of the Children’s Guardian

If a Scheme Officer is unsure whether a government institution has functions relating to the enforcement of the
criminal law or the safety or wellbeing of children, this can be checked by reference to the institution’s governing
legislation and can be clarified with the requesting institution if necessary.




CrlhAarma
. “BL 1eme
For people who have experienced
institutional child sexual abuse

DSS - FOI LEX 56662 - Document 18

Step 1(b) - Is the disclosure of the protected information reasonably necessary for the enforcement of the

criminal law or the safety or wellbeing of children?

The following table sets out examples of what may, or may not, be considered reasonably necessary for the
purpose of the enforcement of the criminal law or the safety or wellbeing of children.

Please note this is not an exhaustive list, rather a guide for Scheme Officers.

Is Is not
Enforcement of Where an official from a government e An official from a government
the criminal law institution that has functions related institution that has functions related

to the enforcement of the criminal law
has indicated one of the following:

e They are intending to
commence an investigation
and the details in the person’s
redress application are
relevant to that investigation;

e Aninvestigation is underway
and the details in the person’s
redress application are
relevant to that investigation;

e Aperson has been charged
and the details in the person’s
redress application are
relevant to that investigation;
or

e The matter is being
progressed to a criminal court
and the details in the person’s
redress application are
relevant to that court
proceeding.

to the enforcement of the criminal
law has contacted the Scheme to seek
all redress applicants’ contact details
that attended a particular institution
or named the same perpetrator in
their application to the Scheme.

Safety or wellbeing | Where an official from a government
of children institution that has functions related
to the safety or wellbeing of children
(e.g. child protection departments and
reportable conduct agencies) has
indicated one of the following:

e They are intending to
commence an investigation
and the details in the person’s
redress application are
relevant to that investigation;
or

e Aninvestigation is underway
and the details in the person’s
redress application are

An official from a government
institution that has functions related
to the safety or wellbeing of children
contacts the Scheme and seeks
information about whether an
institution has made a redress
payment to an applicant.
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If Scheme Officers are unsure about whether or not a disclosure of protected information is reasonably necessary,
they should contact s 22 dss.gov.au for advice. The team can also assist in advising
whether engagement with Legal Services Group is required.

Scheme Officers should also have regard to the nature of the information being disclosed, and whether all of the
information is ‘reasonably necessary’ for the purpose of the enforcement of the criminal law or the safety or
wellbeing of children. It is possible that the requesting institution only requires key details, rather than the
entirety of the Department of Social Services’ relevant information holdings.

2 — Impacts of the disclosure for the person who has applied for Redress
The impacts of the disclosure for the person who made the application must be considered.

To establish these impacts, a Scheme Officer should contact the applicant and explain the nature of the request
that has been received and the type of protected information or assistance (if any) that has been sought.

The applicant should be asked to explain how they would feel about their personal information being shared with
the relevant institution, and if they have any concerns about being contacted by a staff member of that institution
for the purposes of assisting the staff members to perform their functions (e.g. if police were intending to use the
information to conduct an investigation).

It should be made clear that if the applicant’s name is released, the applicant may be contacted by the institution,
but that he/she is not obliged to participate in any follow up activity conducted by the institution.

The applicant should be asked to consider whether they are comfortable with all of their information being
shared with the institution, or only some of that information being shared (for example, police may not need the
applicant’s impact information from their redress application)

A detailed file note (or recording) should be made of all of the applicant’s responses.
If the applicant indicates a risk of self-harm, or other serious consequence if their information were to be

disclosed, this should be clearly noted in the case file and the call escalated in accordance with the Scheme’s
internal call escalation options, accessible from the Redress Hub.

Generally, the Scheme will release protected information that is ‘reasonably necessary’ unless the impacts for the
applicant are significant. In some cases, this assessment may require careful assessment and internal
consultation.

Step 3 — Decision
A decision to disclose the information may be made if the disclosure is for a permitted purpose, and if the person
has not indicated the disclosure will have significant adverse impacts for them.

If the applicant has indicated that the disclosure will have adverse impacts for them, the following options should
be considered:

c) Providing more limited information in response to the request.

d) Imposing conditions on the use and disclosure of the information after it has been released
(Attachment C provides an example of conditions that can accompany the release of the protected
information).

e) Not disclosing any protected information and declining the request.

A record should be made of the reasons for the decision and the nature of any information disclosed.
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Step 4 - Information release
If a decision is made to limit and/or redact the information provided in the response, that fact, and the reason for

this decision, should be provided to the institution. Having this detail will help the institution to comply with the
applicant’s concerns.

If a decision is made to release information under section 96, the following caveat should also be conveyed to the
receiving institution:

Responsibilities of the receiving government institution
Section 96(4) of the Redress Act outlines that if information is disclosed to a government institution under
section 96(2), then an employee or officer of the institution (the government official) may:
a) obtain the information; or
b) make a record of the information; or
c) disclose the information to a person; or
d) use the information;
but only if the government official does so for a relevant purpose in the official’s capacity as
an employee or officer of the government institution.

Section 99 of the Redress Act outlines the offence of unauthorised use of protected information:
1. A person commits an offence if:
a) the person:
I obtains information; or
1. makes a record of information; or
1. discloses information to another person; or
V. uses information; and
b) the person is not authorised or required by or under this Act: to obtain information; or
I.  to make the record of the information; or
II.  todisclose the information; or
1. to use the information; and
c) theinformation is protected information.

Penalty: Imprisonment for 2 years or 120 penalty units, or both.

2. Subsection (1) does not apply if:

a. the person did not obtain the information under, for the purposes of, or in connection
with, the scheme; or

b. the person had already obtained the information before the person obtained the
information under, for the purposes of, or in connection with, the scheme.

Note: A defendant bears an evidential burden in relation to the matter in this subsection (see subsection
13.3(3) of the Criminal Code).
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Attachment B

Standard words to support messaging to government institutions that the disclosure of protected information
is not authorised under section 96 of the Redress Act.

The following standard words may be used when communicating with government institutions in circumstances
where the disclosure of protected information is not authorised under section 96 of the Redress Act:

The National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act) provides strict
legislative protections on when the Operator or their delegate can disclose protected information. The
Act prescribes that protected information can be disclosed by an Operator or delegate to a government
institution for the purposes of the enforcement of the criminal law or for the safety or wellbeing of
children.

Before disclosing the protected information, the Operator or delegate has to be satisfied that the
disclosure is reasonably necessary for the purposes of the enforcement of the criminal law or the safety
or wellbeing of children, and that the government institution the information is being disclosed to has
functions that relate to the enforcement of the criminal law or the safety or wellbeing of children. In
determining whether to disclose protected information about a person, the Operator or their delegate
must also have regard to the impact the disclosure might have on the person.

Unfortunately, | am unable to disclose the protected information you requested because [insert reason].
If you have any further information that is relevant to this assessment, | am happy to consider this
additional information in the context of your request.
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Attachment C

Standard Conditions to accompany the disclosure of protected information

Section 96(5) of the Act authorises the Scheme Operator to impose conditions to be complied with in relation to
protected information that is disclosed under section 96 of the Act. As outlined in this policy advice; in disclosing
protected information under section 96 of the Act, conditions may be applied to require contact with the Scheme
before government institutions contact an applicant. This is so the Scheme can contact the applicant advising
them to expect contact from a government institution.

The following standard words may be used when communicating with government institutions to apply standard
conditions to the disclosure of protected information under section 96 of the Redress Act.

This protected information is being disclosed to you under section 96 of the National Redress Scheme for
Institutional Child Sexual Abuse Act 2018 (the Act). Please be aware that under section 96(4) of the Act, you may
only record, disclose and use the protected information for the purpose of the enforcement of the criminal law /
the safety or wellbeing of children.
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Policy Advice No. 4/2018

Authorised Sharon Stuart, Branch Manager, Redress Legislation and Policy Branch

Date:

8 August 2018

Reference or Topic

1.

Issue
2.

National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (the Act)
o Section 25 — Request for information from participating institutions
o Section 93 — Protected Information

What information should be provided to an institution as part of the Request for Information
(RFI)? Should attachments accompanying the application form be provided?

Analysis / Discussion

Protected Information

3.

Information provided by the applicant in a claim form is protected information under the Act
and should not be shared unless permitted under the Act.

Section 25 of the Act requires the Operator to request information from an institution that
has been identified in the application or that the Operator has reasonable grounds to believe
the institution may be responsible for the abuse. It also provides the option to request
information from an institution where the Operator has reasonable grounds to believe the
institution has information that may be relevant to determining the application.

In requesting this information, the Act allows the Operator to provide information to the
institution that has been disclosed by the applicant, or provided by another institution in
relation to the application.

Disclosure of this information is only permitted under the Act where it is done for the
purposes of the Scheme, or with the express or implied consent of the person or institution
to which the information relates.

Signing of the statutory declaration as part of the application form requires the applicant to
verify they have read and understand the Privacy Notice that provides information on how
their information may be used and shared.

On this basis, information provided by an applicant should only be disclosed to the
participating institution to assist the institution with providing further information if it is
necessary to do so. For instance, if the witness statement is not relevant, the witness
statement should not be provided to the institution.
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There are a number of reasons why relevant information in the application form and
attachments should be shared with an institution:

o Aninstitution will require any information relevant to the claim against their institution
to be able to meet its obligations under s25 of the Act, respond to the RFl and provide as
many factual details as possible to assist the Operator of the Scheme to make a
determination on the applicant’s claim.

o The institution may require information about the claim for insurance purposes, that is,
to facilitate an insurance claim and assist their insurer to establish liability. This was a key
element agreed as part of the consultation process with institutions, and contributed to
institution’s making the decision to participate in the Scheme. Section 98(2) of the Act
allows an institution to disclose information to its insurance company for the purposes of
facilitating a claim under an insurance policy.

o The institution needs to understand the applicant’s experience in order to prepare and
deliver a meaningful direct personal response. Section 98(2) of the Act also allows the
institution to disclose to meet its obligation under section 54 by providing a direct
personal response.

o Section 98(2) also allows the participating institution to disclose information for the
purposes of undertaking internal investigation and disciplinary procedures.

o Sharing information with institutions about abuse that occurred in that institution adds to
the transparency of the Scheme and helps institutions and their insurers have confidence
in the operation of the Scheme. However, this transparency needs to be carefully
balanced with the need to protect the integrity of the Scheme and ensure the disclosure
of information does not cause further trauma to survivors.

Application Form

10.

11.

12.

Information in the application that is relevant to the institution and should be shared with
the institution includes:

o Part 1-Question 1 and Question 3 only
o Part 2 —Whole of Part 2 — Questions 31-57
o Part 3 —Question 58, and any attachments at Question 61.

Copies of documents provided in Question 61 should be included where these documents
are relevant to the institution, with the exception where the document relates to a different
institution within the one application. These attachments could include photographs, school
reports, or police statements. Any information about the person, other than their name and
date of birth, should be redacted or removed before providing to the institution.

Examples:
Attachment should be provided Attachment should NOT be provided
o If a person refers to an “attached o Ifaperson attached a

police report” in their response to school report which relates
Question 44 on the application to the person’s first
form, which asks the person to experience of abuse at a
describe the sexual abuse that school, this should not be
happened, the police report should provided to the church
be provided to the institution as which was the subject of a
part of the RFI. second separate experience
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of abuse in the person’s

o Ifa person attached a photo of application.
themselves outside a school
building to the application form,
this photo should be provided to
the school as part of the RFI.

o If aperson attached a witness
statement which indicated the
person’s involvement with an
institution where the abuse
occurred, the witness statement
should be provided to the
institution as part of the RFI.

o If a person attached a medical
report which was made after the
person turned 18 years old, but
which indicated the impact the
abuse had on the person, the
medical report should be provided
to the institution as part of the
RFI.

o If aperson indicated on their
application form that they were a
child migrant, and attached a copy
of their original visa details, these
details should be provided to the
relevant institution as part of the
RFI.

Child Safe Reporting

13.

14.
15.

16.

17.

If a child safe report has been made to the relevant jurisdiction, information provided to the
institution should include:

o The jurisdiction where the report was made
o The date the report was made, and
o Whether it was a blind report, or whether the survivor was identified.
A copy of the report could be provided to the institution as part of the RFI, on request.

Given the report is likely to contain large sections copied from the application form, which
the institution will already be provided, it seems like it would be an unnecessary
administrative burden to provide this report as part of normal process.

However, there may be merit in providing this report where requested by an institution.
If provided to an institution, the report should be redacted to ensure it does not include
additional personal information of the survivor, other than their name and date of birth.

A copy of this report may assist jurisdictions to meet their own obligations under mandatory
reporting and reportable conduct schemes.

Advice Summary



18.

19.

20.

21.
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Any information provided by the applicant that is relevant to that institution, and required
for them to meet their obligations under s25 of the Act, should be provided to the institution
as part of the RFI.

This should include the applicant’s name and date of birth from Part 1, Part 2 and Part 3 of
the application form about the abuse experienced by the applicant and the impact, and any
attachments provided by the applicant that contain information relevant to the institution.

Where the application form contains information on multiple institutions, information
should not be provided to an institution where it relates to another institution. For example,
where there are two separate sets of abuse from two separate institutions, only information
relevant to one institution should be provided to that institution.

If a child safe report has been made, the institution should be provided with information on
the relevant jurisdiction, the date of the report, and whether the report was a blind report
or not. A copy of the report can be provided to the institution as part of the RFI, on request.



DSS - FOI LEX 56662 - Document 20

Policy Advice No. 9/2020

Authorised Paul Wyles, A/g Branch Manager, Redress Implementation

Date: 22 April 2020

Reference or Topic

1. National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (NRS Act)
e Section 10 — General principles guiding actions of officers under the Scheme
e Section 25 — Power to request information from participating institutions
e Section 26 — Failure of the applicant or institutions to comply with a request
e Section 29 — The Operator must make a determination on the application
2. National Redress Scheme for Institutional Child Sexual Abuse Rules 2018 (NRS Rules)
e Section 17 — Circumstances in which determination may or must be revoked
3. Acts Interpretation Act 1901 (AlAct)
e Section 36 — Calculating time

Issue

4. How to process applications through the request for information (RFI) stage during the
coronavirus pandemic where institutions’ ability to respond to RFls is impacted.

Background

5. Some institutions are unable to respond to RFls as a result of the impacts of the coronavirus
pandemic, due to business closures, government directed social isolation practices and the
inability to access records.

6. This advice provides a consistent process to manage applications where an institution has
not responded to an RFI within the production period, where an institution has temporarily
closed (i.e. is in hibernation) or where an institution is unable to access its records in order
to respond to an RFI.

Analysis / Discussion

Legislative requirements
7. Redress should be delivered in a way that is survivor-focussed, recognises the needs of

survivors and protects the integrity of the Scheme (s10, NRS Act).
8. Participating institutions remain bound by their obligations under the NRS Act.
9. Before making a determination on an application the Scheme must send an RFl to a
participating institution where:
o the application identifies the institution as being involved in the abuse; or
e there are reasonable grounds to believe the institution may be responsible for the
abuse of the person.



10.

11.

12.

13.

14.

15.

DSS - FOI LEX 56662 - Document 20

The Scheme may send an RFI to a participating institution where a Scheme officer has
reasonable grounds to believe the institution has information that may be relevant to
determining the application (s 25, NRS Act).

The AlActt states that when an Act requires a thing to be done on a Saturday, Sunday or
holiday then the thing can be done on the next day that is not a Saturday, Sunday or holiday
(s 36(2)). A holiday means a public holiday or a day where the office or place where the thing
is done is closed for the whole day (s 36(3) of the AlAct).

If an institution does not respond to an RFI within the production period, the Scheme can
progress the application without the RFI response (s 26(2), NRS Act).

Section 29 of the NRS Act calls upon the Scheme to make a determination to approve or not
approve a valid application as soon as practicable.

The Operator may revoke a determination if the Scheme receives new information that
would have resulted in a different determination being made by the Independent Decision
Maker (IDM) (s 17, NRS Rules).

A policy is needed to ensure applications continue to be progressed during the coronavirus
restrictions, to enable sound processes to be in place to reduce the risk of avoidable reviews
or revocations as result of RFI limitations, and Scheme operations remain survivor-focussed.

Advice

16.

17.

18.

19.

20.

21.

This advice only relates to applications processed during the coronavirus pandemic period,
starting on 1 March 2020, ending 31 December 2020. Policy advice 8 of 2020 advises on
applications processed outside the coronavirus pandemic period.

All applications should be progressed through the RFI stage as normal and consistent with
policy advice 14 of 2019. Policy advice 14 of 2019 outlines the standard processing and
extension timeframes for RFIs for both priority and non-priority applications. Policy advice
16 of 2018 outlines where an application is considered a priority.

Where an institution advises that it is not currently operating (i.e. is in hibernation), section
36(2) of the AlAct may apply. This means an RFI cannot be made due on a day where an
office is closed. Determining whether the AlAct applies should be done on a case-by-case
basis, as responding to an RFI may not require an office to be physically open.

If, after receiving a RFI, an institution contacts the Scheme stating it cannot respond due to
business closures or the inability to access records as result of coronavirus restrictions, the
Scheme may extend the production period until a time the institution can respond. Non-
priority applications should not be progressed to IDMs. However, priority applications
relating to closed institutions may progress to an IDM, following consideration of factors
outlined at point 23.

If an institution otherwise fails to respond to an RFI within the production period (i.e. 4
weeks for priority applications and 8 weeks for all other applications) an automatic
extension may be granted due to the exceptional circumstances that exists as a result of the
coronavirus pandemic. See policy advice 14 of 2019 for guidance on extensions.

A notice of the extension must be given to the institution in accordance with section 25(6) of
the Act. It is recommended that this notice also outline to the institution that in the absence
of a response to the RFI within the extension production period the application may be
progressed to an IDM to make a determination. It should also be noted that where an IDM
then makes a determination and an applicant accepts an offer of redress there are no



22.

23.

24.

25.

26.

27.

28.
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avenues of recourse (i.e. revocation) for an institution or applicant should further
information be made known.

If the institution has not responded to the RFl once the extension production period has
expired, the application may be progressed to an IDM for decision in accordance with
section 26(2) of the NRS Act.

Scheme officers need to make a decision on a case-by-case basis as to whether the
application should progress to an IDM. In making this decision, Scheme officers should take
into consideration the Scheme’s guiding principles, the requirements of the Operator under
section 29 of the NRS Act, the information already available, the priority status of the
application.

If it is determined the application should be progressed to an IDM for decision following
consideration of the above factors and Scheme quality assurance processes, the IDM should
be made aware that the institution has failed to respond to the RFI within the production
period as a result of coronavirus restrictions.

The institution should also be notified that the application is progressing to an IDM for
determination and they can provide any information relating to the application up until the
IDM makes a determination on the application.

An IDM should make a determination on an application where there is enough information
for them to do so. Determinations must uphold the integrity of the Scheme, therefore IDMs
should only make final determinations where the IDM is satisfied that it was reasonably
likely that the abuse described in the person’s application occurred.

If the IDM cannot establish that it was reasonably likely that the abuse the person described
in their application occurred, the application should be returned to the RFI stage to await for
a response from the institution. The applicant should be made aware that their application is
awaiting a response to a RFl from an institution as the IDM does not have enough
information to make a determination on their application.

It would not uphold the Scheme’s principles to keep an application in the RFl or
determination stage indefinitely, where an institution has declined to respond to an RFl and
there is not enough information for an IDM to approve an application.
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Policy Advice No. 8/2020

Authorised Paul Wyles, A/g Branch Manager, Redress Implementation

Date: 24 April 2020

Reference or Topic

1. National Redress Scheme for Institutional Child Sexual Abuse Act 2018 (NRS Act)
e Section 10 — General principles guiding actions of officers under the Scheme
e Section 25 — Power to request information from participating institutions
e Section 26 — Failure of the applicant or institutions to comply with a request
e Section 29 — The Operator must make a determination on the application

2. National Redress Scheme for Institutional Child Sexual Abuse Rules 2018 (NRS Rules)
e Section 17 — Circumstances in which determination may or must be revoked

Issue

3. How to process applications through the request for information (RFI) stage where an
institution fails to respond to a RFI.

Background

4. This advice provides a consistent process to manage applications where an institution has
not responded to an RFI within the production period.

Analysis / Discussion

Legislative requirements
5. Redress should be delivered in a way that is survivor-focussed, recognises the needs of

survivors and protects the integrity of the Scheme (s10, NRS Act).
6. Before making a determination on an application the Scheme must send an RFl to a

participating institution where:
e the application identifies the institution as being involved in the abuse; or
e there are reasonable grounds to believe the institution may be responsible for the
abuse of the person.

7. The Scheme may send an RFI to a participating institution where a Scheme officer has
reasonable grounds to believe the institution has information that may be relevant to
determining the application (s 25, NRS Act).

8. If aninstitution does not respond to an RFI within the production period, the Scheme can
progress the application without the RFI response (s 26(2), NRS Act).

9. Section 29 of the NRS Act calls upon the Scheme to make a determination to approve or not
approve a valid application as soon as practicable.



10.
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The Operator may revoke a determination if the Scheme receives new information that
would have resulted in a different determination being made by the Independent Decision
Maker (IDM) (s 17, NRS Rules) before an applicant accepts an offer of redress.

Advice

11.

12.

13.

14.

15.

16.

17.

18.

19.

This advice does not apply to RFls impacted by the coronavirus restrictions or during
business shut down periods. Policy advice 9 of 2020 advises on this specific issue. Policy
advice 14 of 2019 applies for business shut downs and blackout periods.

All valid applications should be progressed through to the RFI stage, and relevant
participating institutions should be sent RFls.

An institution should respond to an RFI request within the production period. If the
institution requires more time it can request or be granted extensions, as appropriate.

Policy advice 14 of 2019 outlines the standard processing and extension timeframes for RFls
for both priority and non-priority applications. Policy advice 16 of 2018 outlines where an
application is considered a priority.

If an institution fails to respond to an RFI within the production period, the Scheme would
contact the institution to determine if they intend to respond. If the institution does intend
to respond, an extension may be granted in line with the timeframes outlined in policy
advice 14 of 2019.

Where an extension is applied, a notice of the extension must be given to the institution in
accordance with section 25(6) of the NRS Act. It is recommended that this notice also outline
to the institution that in the absence of an RFI response within the production period the
application may be progressed to an IDM to make a determination. It should also be noted
that where an IDM then makes a determination and an applicant accepts an offer of redress
there are no avenues of recourse (i.e. revocation) for an institution or applicant should
further information be made known.

Alternatively, if the institution indicates they do not intend to respond to the RFI within the
production period, the Scheme officer should advise the institutions of the issues outlined in
point 15. If the institution still declines to respond to the RFI within the production period,
including potential extension periods, the Scheme may progress the application.

If an institution does not respond to an RFI within the production period, the Scheme can
progress the application without the RFI response in accordance with (s 26(2), NRS Act).
Scheme officers need to make a decision on a case-by-case basis as to whether the
application should progress to an IDM or whether a response should continue to be sought
from the institution. In making this decision, Scheme officers should take into consideration
the Scheme’s guiding principles, the requirements of the Operator under section 29 of the
NRS Act, the information already available, the priority status of the application and any
advice provided by the institution as to why they haven’t provided a response to date. This is
not an assessment of reasonable likelihood, but rather an assessment of whether the
applicant is best served by continuing to seek information from the institution or by having
their application progressed without the RFI response.

If it is determined the application should be progressed to an IDM for decision following
consideration of the above factors and Scheme quality assurance processes, the IDM should
be made aware that the institution has failed to respond to the RFI within the production
period and any relevant advice provided by the institution on why they have not responded
to the RFI.
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e The institution should also be notified that the application is progressing to an IDM
for determination and they can provide any information relating to the application
up until the IDM makes a determination on the application.

e It should be reiterated that where an applicant accepts an offer of redress there are
no avenues of recourse should further information be made known.

20. An IDM should make a determination on an application where there is enough information

21.

22.

for them to do so. Determinations must uphold the integrity of the Scheme, therefore IDMs
should only make final determinations where the IDM is satisfied that it was reasonably
likely that the abuse described in the person’s application occurred.

If the IDM cannot establish that it was reasonably likely that the abuse the person described
in their application occurred, the IDM should seek advice from the department on how to
proceed.

It would not uphold the Scheme’s principles to keep an application in the RFI or
determination stage indefinitely, where an institution has declined to respond to an RFl and
there is not enough information for an IDM to approve an application.
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Policy Advice No. 14/2019

Authorised Peter Arnaudo, Branch Manager — Redress Implementation branch

Date: V1: 3 May 2019 V4: 14 April 2022
V2:29 January 2020
V3: 3 April 2020

Reference or Topic

1. National Redress Scheme for Child Sexual Abuse Act 2018 (the Act):
e Section 10 - General principles guiding actions of officers under the Scheme
e Section 25 - Power to request information from participating institutions; and
e Section 26 - Failure of the applicant or institutions to comply with a request.
2. Acts Interpretation Act 1901 (AlAct):
e Section 36 - Calculating time.

Issue

3. What s the policy on approving requests for information (RFI) extensions because of
extenuating and genuinely exceptional circumstances?
e In particular, where institutions are unable to respond to RFIs within the production
period due to the impacts of COVID-19.
4. What are the processing timeframes for RFIs?

5. How should Scheme officers manage RFIs that are due on a public holiday or weekend, such
as the Easter long weekend?

Analysis / Discussion

Legislative interpretation

6. Subsection 25(1) of the of the National Redress Scheme for Institutional Child Sexual Abuse Act 2018
(the Act) outlines that the Scheme Operator must request an institution to give any information that
may be relevant to an application if:

e the application identifies a particular participating institution as being involved in the abuse of
the person; or

e the Operator has reasonable grounds to believe that a participating institution may be
responsible for the abuse of the person.

7. Section 25(5) of the Act provides that where the Scheme issues an RFI to a participating
institution, the institution must respond within the production period which must be
at least:
e four weeks, if the application is considered urgent, or
e eight weeks, if the application is not urgent.
8. The Act does not distinguish between an initial RFI and any follow up RFls (requests for
further information). Sections 25 and 26 apply to all RFIs to institutions.
9. Section 25(6) and 25(7) of the Act outline that the Scheme can grant extensions to the RFI
production period for institutions, if it is appropriate to do so. An extension may be given on
the initiative of a Scheme officer. An institution can also request an extension, however this
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must occur before the end of the production period (s 25(8)).

10. If an institution does not respond to an RFI within the production period, the Scheme can
progress the application without the RFI response (s 26(2)).

11. The AlAct states that when an Act requires a thing to be done on a Saturday, Sunday or
holiday then the thing can be done on the next day that is not a Saturday, Sunday or holiday
(s 36(2)).

12. A holiday means a public holiday or a day where the office or place where the thing is done
is closed for the whole day (s 36(3) of the AlAct).

Advice

RFI extensions
COVID-19

13. Institutions being unable to respond to RFIs due to the impacts of COVID-19, such as
business closures, government directed social isolation practices and the inability to access
records, would constitute exceptional circumstances.

14. Where extensions are granted in these cases, the advice relating to exceptional
circumstances at points 21 to 25 applies.

15. As for all extensions, Scheme officers will need to balance the extension against the Scheme
principles (s 10). Given the unique impacts of COVID-19, in addition to the Scheme’s guiding
principles, Scheme officers should also consider the priority status of the application, the
condition of the applicant, the institution’s capacity to respond to the RFl in the foreseeable
future, and whether the Scheme has gathered enough information for an Independent
Decision Maker to make a determination that would uphold the integrity of the Scheme.

16. The Scheme should not continuously offer extensions to institutions where they are closed
or unable to respond to RFIs for an extended period.

Extension guidelines

17. Further extensions for non-priority applications and all extensions for priority applications
will be decided on a case-by-case basis. A Scheme officer should only approve an extension if
the basis for the request is sound, e.g. applicant’s records are in a remote location,
applicant’s records are located across multiple locations, or RFI timeframe for response
crosses into an institution’s ‘blackout period’ such as school holidays.

18. Scheme officers must balance extension requests against the Scheme principles (s 10), in
particular processing applications in a timely and sensitive manner and recognising the
impact an extension could have on the applicant.

19. The Scheme can only accept a request for an extension from an institution if it ismade
before the end of the production period.

20. The Act does not place time restrictions on when extensions given by the Operator, or her
delegate, on their initiative, can be made.

21. If an institution does not respond to an RFI within the production period, the Scheme officer
should progress the application to the assessment stage.

Exceptional circumstances

22. The legislation does not prevent the RFI production period from being extended beyond the
standard eight/sixteen week production/extension period (s 25).

23. In genuinely exceptional circumstances, a Scheme officer is able to extend the RFI
production period beyond eight/sixteen weeks. This should only be done inexceptional



24.

25.

26.
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circumstances, where the Scheme officer considers the basis for the request is sound, and
the extension will not negatively impact the applicant.

When determining whether to extend an RFl period beyond the standard
production/extension period Scheme officers must balance the extension request against
the Scheme principles, in particular processing applications in a timely and sensitive manner
and recognising the impact an extension could have on the applicant.

It is up to Scheme officers to determine what constitutes exceptional circumstances.
Examples include where an institution must review extremely large amounts of information
for the RFI, or the institution must consider a significant number of instances of abuse.

The Scheme can only accept a request for an extension if it is made before the end of the
production period.

Standard processing times for RFls

27. The following table outlines the standard processing timeframes for applications, including
extensions:
Type of Production General Further Expected time
application period extension extension an RFl is with
an institution
Priority At least 4 weeks | N/A Up to 4 weeks Up to 8 weeks
only for
extenuating
circumstances
(requested via
email)
Non-priority At least 8 weeks | Up to 4 weeks Up to 4 weeks Up to 16 weeks
with reason only for
(requested extenuating
through circumstances
Institutional (requested via
Portal) email)
28. For non-priority matters, institutions can request a 4 week extension via the Institutional

29.

30.

31.

Portal. Institutions are required to provide a reason for the extension. This extension
provision recognises that in some circumstances it may be not be practicable for an
institution to respond within eight weeks, e.g. if the records are stored in a remote location.
Any extension request by an institution must be received before the end of the production
period.

Institutions can request a further extension in addition to the 4 weeks. This further
extension can be up to a period of 4 weeks, but no longer. This extension requires Scheme
officer approval and should only be approved in extenuating circumstances, if the Scheme
officer considers basis for the extension sound.

For priority matters, all extension requests require Scheme officer approval and should only
be provided in extenuating circumstances. Policy advice 16 of 2018 provides guidance on
identifying priority applications.

It is important that Scheme officers and institutions consider the impact an extension could
have on an applicant and the timely processing of their application.
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RFI due dates

32. The due date for RFIs due on Saturdays, Sundays or public holidays should be set as the next
business day, e.g. RFIs due during the 2019 Easter break (19-22 April) should be made due
on 23 April 2019 (s36(2)(3) AlAct).

33. As the production period must be at least four or eight weeks, depending on the urgency,
Scheme officers should consider the due date when sending an RFl and adjust the
production period accordingly to ensure it does not fall on a Saturday, Sunday orholiday.

34. This adjustment is not an extension and should not be recorded as an extension.

Background

35. In 2019, the Department of Human Services (now Services Australia) requested advice on
how to manage the blackout period over Christmas. The due date for all applications due
during the Christmas blackout period should moved to the next business day.

36. In March 2020, the Redress Operations branch requested advice on how to manage requests
for further information to institutions and extensions relating to the impacts of COVID-19.
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Policy Advice No. 26/2019

Authorised Sharon Stuart, Branch Manager — Redress Policy and Engagement branch

Date: 11 October 2019
(updated 3 June 2021 — MOG)
(updated 14 April 2022)

Reference or Topic

1. National Redress Scheme for Child Sexual Abuse Act 2018 (the NRS Act) Issue
e Section 25 — Power to requestion information from participating institutions
e Section 26 — Failure of the applicant or institutions to comply with a request
e Section 99 — Offence — unauthorised access, recording, disclosure or use of
protected information

Issue

2. Under section 25(1) of the of the National Redress Scheme for Institutional Child Sexual
Abuse Act 2018 (the Act) the Scheme Operator must request an institution to give any
information that may be relevant to an application if:

e the application identifies a particular participating institution as being involved in
the abuse of the person; or

e the Operator has reasonable grounds to believe that a participating institution may
be responsible for the abuse of the person.
3. The Actis not clear as to what should be done if after an RFl is issued there is a change in the
function of a department due to machinery of government (MOG) changes.

4. A MOG change refers to the interconnected structures and processes of government and the
way functions can move between departments.

5. Inthe event that the Scheme does not receive any response from the requesting
department or the Scheme receives information sought from a government institution other
than the one that the RFI was issued to, this advice provides guidance on how to manage
these scenarios.

Advice

Where function remains with the same institution but there has been a change of name
6. If, as part of a MOG, a department has been renamed and given new functions but continues
its existence and retains responsibilities to which the RFI related, it will likely remain the
same institution for the purposes of the Act and is the institution/department responsible
for meeting its obligations under section 25 of the Act. The Scheme can accept information
from the department responding in its new form.
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Example - If the NSW Department of Child Services is renamed the Department of Families and
Children and its responsibilities remain substantially unchanged then an RFI does not need to be
reissued and the Scheme can accept the response provided by the Department of Families and
Children.

Where function moves to a new institution
7. Where a function of a department which is relevant to responding to a RFI moves to another
department but both departments remain unchanged as a whole then a new RFI should be
generated to the other department. In this instance, a written notice should be sent to the
department that was originally issued the RFl informing them that they no longer need to
comply with the RFI.

Example - If an RFI has been issued to the Attorney General’s Department for information on
national security and that function has been transferred to the Department of Home Affairs
before a response has been received, the Attorney General’s Department should be sent a written
notice that it is no longer required to comply with the RFI; and, a new RFI should be sent to the
Department of Home Affairs.

8. When the department where an RFl is sent is abolished and the functions of that
department are redistributed to other departments, the Scheme should issue a new RFI to
any relevant departments. For the purposes of the Act the abolished department which
relates to the RFl is considered defunct. In this situation the RFI to the abolished
department is no longer relevant. An RFI should be issued to another relevant department
and that department will have the full production period (4 or 8 weeks) to respond under
section 25(5) of the Act as if the first RFI was not issued.

Example —the Scheme sends an RFI to the Department of Child and Maternal Welfare to obtain
information they may have about an application for redress. A week after the RFl is sent the
Department of Child and Maternal Welfare has been affected by machinery of government
changes and the functions relevant to the RFl have been transferred. The Department of Welfare
has been established. Four weeks after the RFl was sent to the Department of Child and Maternal
Health, a response to the RFl is received from the Department of Welfare. An Independent
Decision Maker (IDM) can use the information provided in making their decision.

9. Where the Scheme has received information answering an RFl under the Act from a
department other than the one that the RFl was sent to, then the Scheme may use the
information received and provide it to an IDM to make a determination on an application for
redress. The Scheme does not have to issue another RFl to the government institution if they
believe that relevant necessary information has been obtained in order for the IDM to make
a determination on an application for redress.

10. Under section 26(2) of the Act if an RFI has been issued and the institution has not
responded, then the Scheme may progress the application to the IDM to assess the
application with the information that it has. Technically, if a department does not respond
because its function has transferred to another department, and the time allowed under the
notice has lapsed, the Scheme may progress the application if it believes that there is
sufficient information for an IDM to make a determination. This should only be done in
extraordinary cases such as an applicant being severely ill and expected to pass away. In all
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other situations, the Scheme should issue a new RFI to whichever relevant government
departments that it believes holds relevant and necessary information.

11. Where a government institution passes on an RFl to another relevant department then the
Scheme needs to consider relevant privacy laws.

12. If the Scheme believes that there has been a breach of privacy or breach of protected
information for the purposes of the Privacy Act or the Act then the Scheme must follow
protocols to report the suspected breach.

Summary of actions

Type of MOG Change RFI process

Department is renamed RFI does not have to be reissued
Function moves from one Department to another RFI needs to be reissued
Department

Department is abolished and functions distributed to other | RFIs need to be reissued to any
Departments relevant Department
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Policy Advice No. 3/2019

Authorised Sharon Stuart, Branch Manager — Redress Policy and Legislation

Date: 19 February 2019
(updated 3 June 2021 — MOG)

Reference or Topic

1. The request for information (RFI) process for pre self-government cases in the Northern
Territory (NT) and Australian Capital Territory (ACT), including RFI provisions under section 25
of the National Redress Scheme into Child Sexual Abuse Act (the Act) and protected
information usage under Part 4-3 of the Act.

Issue

2. Which institution(s) can be sent an RFI for different types of pre self-government cases.

Analysis / Discussion

Request for information (RFI) provisions

3. Under subsection 25(1) of the Act, if an application identifies a participating institution as
being involved in the abuse of a person, or the Operator has reasonable grounds to believe a
participating institution may be responsible, the Operator must send an RFI to the institution,
asking for information that may be relevant to determining the application.

4. Under subsection 25(2) of the Act, the Operator may also send an RFI to any other
participating institution, where they have reasonable grounds to believe that the institution
has information that may be relevant to determining the application. This might occur where:

e itisindicated in an application that the institution could have relevant information;

o the first institution(s) RFl response (as a result of potential responsibility) indicates that
the institution could have relevant information; or

e tis ascertained that the institution could have relevant information due to the nature of
the case or other publicly available information.

Protected information provisions

5. Under section 92 of the Act, protected information is:

e information about a person or an institution that was provided to, or obtained by, an
officer of the scheme for the purposes of the scheme, and is or was held in the records of
the Department of Social Services (DSS) or Services Australia (previously the Department
of Human Services) ; or
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e information to the effect that there is no information about a person or an institution held
in the records of either Department.

Information contained in an RFI (for example, parts of a person’s application form) will
generally constitute ‘protected information’.

Under paragraph 93(1)(e)(i) of the Act, a person may obtain, record, disclose or use protected
information for the purposes of the Scheme. Under paragraph 98(2)(a) of the Act, a
participating institution may also obtain, record, disclose or use protected information for the
purposes of complying with a request for information.

If an RFI containing protected information is sent to an institution incorrectly, this may be an
unauthorised disclosure of that information and an offence (see section 99 of the Act).

Pre self-government in the Territories

9.

The NT became self-governing from 1 July 1978.

10. The ACT became self-governing from 11 May 1989.

Commonwealth institutions

11.
12.

13.

Under section 108 of the Act, all Commonwealth institutions are participating in the Scheme.

Under section 109 of the Act, an institution is a Commonwealth institution if: it is or was part
of the Commonwealth; it is or was a Commonwealth entity (within the meaning of the Public
Governance, Performance and Accountability Act 2013); it is or was a wholly-owned
Commonwealth company; it is or was a body (whether or not incorporated) established by or
under a law of the Commonwealth, or it is prescribed in the Rules.

Institutions operated by the Commonwealth in a Territory before self-government, where the
institution transferred to Territory control after self-government, will generally constitute
‘Commonwealth institutions’ for the period they were operated by the Commonwealth.

Representative arrangements

14.

15.

16.

17.

Where an institution, including a defunct institution or an institution in a participating group,
has a representative, any notice (including an RFI) that the Operator is required or authorised
by the Act to give to the institution must be given to the representative, and any act that may
be done by the institution (including responding to an RFI) can instead be done by its
representative (see sections 121-122 and sections 139-140 of the Act).

Under section 118 of the Act, the representative for a defunct Commonwealth institution is
‘the Commonwealth’, and the representative for a defunct participating Territory institution
is ‘the participating Territory’. Similarly, under section 136 of the Act, the representative for a
participating group of Commonwealth institutions is ‘the Commonwealth’, and the
representative for a participating group of Territory institutions is ‘the participating Territory’.

The ACT and the NT have each formed a participating group, as per section 13 of the National
Redress Scheme for Institutional Child Sexual Abuse Declaration 2018 (the Declaration). Both
jurisdictions have nominated a single point of contact to act as the ‘Territory representative’.

Following agreement by the Prime Minister, the Hon Scott Morrison MP, a Commonwealth
participating group was also declared by the Minister for Families and Social Services, the
Hon Paul Fletcher MP, and came into effect on 13 December 2018.
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19. To operationalise this, DSS proposes to restructure the list of Commonwealth institutions on
the Extranet, so that they are grouped according to portfolio, or in relation to pre self-
government cases, ‘ACT pre-self government institutions’ and ‘NT pre self-government
institutions’ (both with DITRDC as the representative of the Commonwealth).

Responsibility provisions
20. An institution can be found primarily or equally responsible for the abuse of a person under

the Act. The circumstances that may be relevant for determining responsibility are listed
under subsection 15(4) of the Act and are:

o whether the institution was responsible for the day-to-day care or custody of the person
when the abuse occurred;

e whether the institution was the legal guardian of the person when the abuse occurred;

o whether the institution was responsible for placing the person into the institution in
which the abuse occurred;

e whether the abuser was an official of the institution when the abuse occurred;

o whether the abuse occurred on the premises of the institution, or where the activities of
the institution took place; and

e whether the abuse occurred in connection with the activities of the institution.

21. Section 12 of the National Redress Scheme for Institutional Child Sexual Abuse Rules 2018
(the Rules) sets out that a government authority will not be responsible for abuse in a
non-government institution, where their only connection to the abuse is that they regulated,
funded or established under legislation the non-government institution.

22. Section 10 of the Rules also sets out the automatic deeming of Commonwealth and
State/Territory responsibility in child migrant cases.

Advice

23. Before an RFl is sent to participating institution(s), it must first be ascertained whether the
case is in fact a ‘pre self-government case’.

24. A case will be a pre self-government case where it involves a government institution that
operated in a Territory prior to that Territory’s self-government (therefore being a
Commonwealth institution), and the institution eventually transferred to the control of the
relevant Territory government after the Territory’s self-government.

25. This institutional information will generally be obtainable through the Institution database
record which is also publicly available via nationalredress.gov.au .
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26. Where there is a pre self-government case, the RFl should go to DITRDC for initial input. If

they are unable to access all the relevant records or details required, DITRDC will send the RFI

back to the Scheme identifying that another RFI needs to be sent to another participating

institution(s).

27. An RFlI may be issued through the portal or via secure email depending on the institution.

28. Below sets out a number of common scenarios to illustrate this policy.

29. Complex pre self-government cases can be escalated to the Redress Policy Helpdesk for

advice, including where it is necessary to establish the relevant responsible institution(s).

Scenarios
Summary of scenarios
Scenario PSG case? | RFlsent to
1. Government institutionin a Yes e DITRDC
Territory before self-government, T .
. . e Any other participating institution with relevant
which transfers to Territory . .
information (only after DITRDC RFI)
control after self-government
2. Government institutionin a No e Relevant Commonwealth portfolio Department
Territory before self-government, e .
. . e Any other participating institution with relevant
which remains under . .
information
Commonwealth control
3. Government institution in a No e |f Commonwealth institution — relevant
Territory after self-government Commonwealth portfolio Department
e [f Territory institution — Territory representative
e Any other participating institution with relevant
information
4. Government institution in a Partially e For abuse before self-government — DITRDC
Territory before self-government, .
. . e For abuse after self-government — Territory
which transfers to Territory .
representative
control after self-government —
but abuse spans pre and post e Any other participating institution with relevant
self-government information (only after DIRDC RFI)
5. Non-government institution in a Maybe e Participating non-government institutions(s)

Territory, prior to that Territory’s
self-government

If government institution is equally responsible:
DITRDC or relevant Commonwealth portfolio
Department (depending on institution transfer)

If child migrant — Department of Home Affairs

Any other participating institution with relevant
information (only after DITRDC RFI)
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Scenario 1 — Abuse occurred in a Government institution in a Territory before self-government
(institution transfers to Territory control after self-government)

30.

31.

32.

33.

As the potentially responsible institution is a government institution operating in a Territory
before that Territory’s self-government (i.e. under Commonwealth control), and the
institution later transferred to a Territory government’s control, the case is a

‘pre self-government’ case.

In this scenario, the RFI must be sent to DITRDC, as the Department representing the
Commonwealth for pre self-government cases.

The RFI can also be sent to any other participating institution that may have information that
may be relevant to determining the application, after DITRDC has completed an initial RFI.
For example, this could be a Territory institution (through the Territory representative).

Example: A hospital in the NT was a Commonwealth institution at the time of the abuse in
1970 (later becoming a NT government institution after self-government). The RFI must go to
DITRDC, as the Department representing the Commonwealth in relation to the institution.
DITRDC indicate that a NT government institution has information relevant to determining
the application, so the NT representative can also be issued an RFI.

Scenario 2 — Abuse occurred in a Government institution in a Territory before self-government,
which remains under Commonwealth control

34.

35.

36.

37.

As the potentially responsible institution is a government institution operating in a Territory
before that Territory’s self-government, but the institution remained under Commonwealth
control after the Territory’s self-government, the case is not a ‘pre self-government’ case.

The RFI must therefore be sent to the relevant Commonwealth Department representing the
institution in their portfolio.

The RFI can also go to any other institution that has information that may be relevant to
determining the application.

Example: A person was abused at a military base (a Commonwealth institution) in the NT in
1950. The military base remained under the control of the Commonwealth after the NT's
self-government. The RFI must be sent to the Department of Defence, as the Department
representing the Commonwealth in relation to the institution (per its portfolio responsibility).

Scenario 3 — Abuse occurred in a Government institution in a Territory after self-government

38.

39.

40.

41.

42.

As the potentially responsible institution is a government institution operating in a Territory
after that Territory’s self-government, the case is not a ‘pre self-government’ case.

The Scheme must therefore examine whether the institution is a Territory institution (for
example, a Territory school) or a Commonwealth institution (for example, a Defence base).

If the institution is a Commonwealth institution, the RFI must be sent to the relevant
Commonwealth Department representing the institution in their portfolio.

If the institution is a Territory institution, the RFI must be sent to the Territory representative.

The RFI can also go to any other institution that has information that may be relevant to
determining the application.
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43. Example: A person was abused at Aboriginal Hostels Limited (a Commonwealth institution) in
the ACT in 1990 (after ACT's self-government commenced). The RFI must be sent to the
Department of the Prime Minister and Cabinet, as the Department representing the
Commonwealth in relation to the institution (per its portfolio responsibility).

Scenario 4 — Abuse in a Government institution in a Territory before self-government, which
transfers to Territory control after self-government — abuse spans pre and post self-government

44. As the potentially responsible institution is a government institution operating in a Territory
before that Territory’s self-government, and the institution later transferred to a Territory
government’s control, the case is partially a ‘pre self-government’ case.

45. In relation to abuse that occurred before the Territory’s self-government, an RFI must be sent
to DITRDC, as the Department representing the Commonwealth for pre self-government
cases.

46. In relation to abuse that occurred after the Territory’s self-government, an RFI must be sent
to the Territory representative.

47. The RFl can also go to any other institution that has information that may be relevant to
determining the application. However, this should only be done after DIRDC has completed
the initial RFI (in relation to the abuse that occurred before the Territory’s self-government).

48. Example: A person was abused at a public school in the ACT between 1987 and 1990. The
school is a Commonwealth institution before 11 May 1989 and an ACT institution after that.
The RFI must be sent to DITRDC, as the Department representing the Commonwealth in
relation to the school at the time it was a Commonwealth institution, and the
ACT government representative, in relation to the school now that it is an ACT institution.

Scenario 5 — Non-government institution in a Territory, prior to that Territory’s self-government
49. In this scenario, which participating institution(s) the RFI must go to will depend on the case
and which institution(s) are likely to be responsible.

50. If the case has no likelihood of government responsibility (for example, if the abuse occurred
in a church that had no links to government) then the RFl is only sent to the relevant
participating non-government institution(s).

51. If the case could result in equal responsibility between a non-government institution and a
Commonwealth government institution(s), then the RFl must go to the relevant participating
non-government institution(s) as well as:

e DITRDC, as the Department representing the Commonwealth for pre self-government

cases:
o if the institution transferred to Territory control after self-government; or

o if the child was under the guardianship or parental responsibility of the
Commonwealth at the time of the abuse (for example, as a state ward); or

e the relevant Commonwealth Department representing the institution in their portfolio —
if the institution remained under Commonwealth control after self-government.



52.

53.

54.

55.
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The RFI can also go to any other participating institution that has information that may be
relevant to determining the application. Again, this should only be done after DITRDC has
completed the initial RFI (where applicable).

As above, a Commonwealth government institution (and other government institutions)
cannot be found responsible where the only link(s) between them and a responsible
non-government institution are of funding, establishing or regulating nature.

Additionally, if the child was a child migrant, the automatic deeming of Commonwealth
responsibility (section 10 of the National Redress Scheme for Institutional Child Sexual Abuse
Rules 2018) may apply, so an RFI must also be sent to the Department of Home Affairs.

Example: A child in the NT was sent to a children’s home run by a non-government institution
in 1970, where they were abused. At the time, the child was a ward of the Commonwealth.
The RFI must go to DITRDC, as the Department representing the Commonwealth in relation
to the institution holding wardship, and the relevant participating non-government
institution.





