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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 RFI 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.  

• If a report 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 RFI is sent.  

➢ Complete red sections of the template according to the RFIs for the group.  

➢ Download email draft to your desktop. 

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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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.  

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. 
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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. 

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 ‘RFIs 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
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TC – NRS025-150922 – Filing RFI documents in Case Manager 5 

Institution [ID number]’ folders. 

5. 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.

2. 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. 
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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 

RFI/RFFI 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.  
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Information Sharing Framework  2 

Purpose  

This document outlines the Scheme’s authority to share protected information and personal 

information in the Request for Information (RFI) process, including: 

 the information the Scheme must share 

 the circumstances in which it may or must be disclosed 

 the information that must not be shared and must be redacted 

 

Request for information 

 

 

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):  

 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: 

 for the purpose of the Scheme 

 with the consent of the person or information the institution relates to  

 to reduce or prevent a serious threat of harm. 

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

 a person 

 an institution 

 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 about a person or institution   
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Information Sharing Framework  4 

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: 

o be used for the purpose of the Scheme  

o does not reveal current circumstances of the applicant or others named in 

relation to the abuse 

o to reduce 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:  

 the Application for Redress, including attachments,  

 case note files 

 Case Manager comments that note interactions with the applicant or their 

nominee 

 RFI responses 

 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: 

 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 

By an IDM to: 

 To determine the application.  

To determine relevance you must: 

 be familiar with the intent and limitations of the 13 questions contained within 

the RFI Master RFI Form   

 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 A receipt. Financial records may be the only record type an institution 

has retained. It may not appear to be related to abuse, but may help 
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Information Sharing Framework  5 

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) 

 Understand institutions may have created, but no longer have access to, 

documents provided in an application. 

 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 

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

 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.  

 The applicant has not consented to share. 

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

 Swear words 

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

 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 

 

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.  
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Information Sharing Framework 13 

Step 5 Check Package 

Checking for meaning 

Read over the package, it must 

 Make sense so that others can read it

 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 

• 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

• Master RFI Form

• National Redress Scheme Privacy Policy

• Redacting using the Adobe Pro

• Request the Adobe Pro DC software.

• 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: 

• reviewing institutions’ requests for additional information, 

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

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

Redress Operations Team - 
Assistant Directors 

Assistant Directors have responsibility for determining whether: 

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

• additional information provided by an applicant or institution after an 
initial RFI has been issued would assist an institution to respond, or 
provide a more meaningful response, to an RFI. 
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3 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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4 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: 

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

• that has already been issued an initial RFI 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? 

• If yes, go to Step 6 

• If no, go to Step 5 

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? 

• If yes, go to Step 7 

• If no, go to 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 

• Use email template: Request for additional information – Declined to inform institution 

• 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 RFI Package} 
The following information has been loaded in the Portal: 

• <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: 

• <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 RFI 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 RFI 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.RFI.Notice 
To: < RFI Contact from Extranet> 
Subject: Request for Additional Information <RA Number> – Declined 
 
Dear <RFI 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 RFI 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 RFI 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: 

 4 weeks, for a priority (urgent) application, and 

 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 RFI due date.    

Institutions respond to an RFI by: 

 recording their responses to the RFI questions in the Portal 

 submitting their RFI Response in the fillable-PDF or supporting documents via the Portal,  

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

 requesting an extension prior to the RFI due date.   

Note: It is not mandatory for a participating institution to respond to an RFI. Where a RFI 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: 

 the status of an RFI updates to ‘Responded’, or 

 the due date for an RFI is reached 

This task prompts the Case Coordinator to: 

 validate the response by changing the RFI status to ‘Validated’ or ‘Invalidate’ 

 upload an institution’s RFI Response (if provided by email) 

 associate and issue RFIs to other identified institutions 

 make a Child Safe Report  

 wait until responses are received from all RFIs, 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

Table 1:  Validate Institution Response Task 

Step Action 

1 Identify an RFI Response that requires action 

Select ‘Case Coordinator’ User Role and navigate 
to the Work tab. 

Locate and open the Validate response from 
institution task. 

Hints: 

 Use the Filter to search by “step name” -
‘Validate response from institution’

 Use the Filter to search by “case
coordinator ID”.

 Click “My tasks” to identify validation
tasks assigned to your cases

2 In the Response to action tab, check Institution 
Name. 
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3 

 

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’: 

 If Yes, go to Step 8 

 If No, go to Step 4 

4 

 

Confirm if RFI 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: 

 If Yes, go to Step 5 

 If No, wait until after close of business on 
the due date or the next business day. 
Process ends here. 

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: 

 If Yes, go to Step 7 

 If No, got to Step 6 
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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 RFI under s.25 of the Act.
Add an ‘Associate institution’ discretionary task and issue an RFI.  For further information
see Issuing 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 RFI 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 RFI 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  

 Locate and open the RFI mail folder in 
Case Manager 

 Click Add and select Add document 
from local system  

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

 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 

 

 

 

 

 

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 RFI 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: 

 Courtesy email 

 Manual RFI response 
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Validating a RFFI Response 
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 RFFI 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 RFFIs 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 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 RFFI 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: 
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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 
Response received through the Portal  

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: 

• From the Case Coordinator User Role, navigate to the Work tab 
• Use the Filter to search for the relevant Survivor ID (RV) or Step Name 
• 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. 
 

• Navigate to the RFFIs to action twisty 
• Each individual question issued using the Manage institution further information task 

will be assigned an RFFI RM Number (i.e. RFFI RM001106055) 
• Under each RFFI RM twisty, the following information is available:  

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

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: This field will show the answer the Institution entered into the Portal 
o RFFI response date: This is a system populated date and will reflect the date on 

which the institution changed the RFFI status to Responded 
o 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? 

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

3 Review RFFI Response 
 
Additional action will be required where the institution’s response: 

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

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

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

• 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? 

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

• No, proceed to Step 4. 

4 Finalise the Validate institution response task 
 

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

• Where all RFI 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. 

 
Response received by email   

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: 
• From the Case Coordinator User Role, navigate to the Work tab 
• Use the Filter to search for the relevant Survivor ID (RV) or Step Name 
• 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. 
 

• Navigate to the RFFIs to action twisty 
• Each individual question issued using the Manage institution further information task 

will be assigned an RFFI RM Number (i.e. RFFI RM001106055) 
• Under each RFFI RM twisty, the following information is available:  

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

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: This field will show the answer the Institution entered into the Portal 
o RFFI response date: This is a system populated date and will reflect the date on 

which the institution changed the RFFI status to Responded 
o 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? 

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

3 Review RFFI Response 
 
Additional action will be required where the institution’s response: 

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

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

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

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

• No, proceed to Step 4. 

4 Finalise the Validate institution response task 
 

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

• Where all RFI 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 

• No, proceed to Step 2 
• Yes, Proceed to Step 3 

2 For RFFIs issued and responded to manually (by email) 
 

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

• If the response is in an attachment: 
• 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 you required a password, contact the 
mailbox 

o Once opened, remove the password before saving to desktop by: 
• Select ‘File’ then ‘Properties’ 
• Open Security tab and ensure Security Method shows ‘No 

Security’ 
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• Save 

 
Once saved 

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

• Original email can be saved in RFI Mail folder 
 

3 For RFFIs issued through Case Manager - Has the response timeframe lapsed? 
• No, proceed to Step 4.  
• Yes, proceed to Step 5. 

4 Initiate the Manage institution further information task through the Add task function 
 

• 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 

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

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

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

• 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 

• In the Select action field, select Validate or manually enter existing RFFIs 

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

• To trigger 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: 

• From the Case Coordinator User Role, navigate to the Work tab 
• Use the Filter to search for the relevant Survivor ID (RV) or Step Name 
• 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. 
 

• Navigate to the RFFIs to action twisty 
• Each individual question issued using the Manage institution further information task 

will be assigned a RFFI RM Number (i.e. RFFI RM001122333) 
• Under each RFFI RM twisty, the following information is available:  

o RFFI status: Where the institution has not responded through the Portal, 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: 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 RFFI 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: 

• RFFI status: Update to Validated 
• RFFI response date: This is the date on which the email response was received by the 

Scheme  
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• 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 

• 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. 

• Save a PDF version of the email and any attachments to your desktop 

• Identify the relevant Request package 

o In Case Manager, navigate to the Institution Reponses tab and identify the 
Request Package number (RP0000000) 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. 

• 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 

•     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 

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

• Where all RFI 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. 

No response received 

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: 

• From the Case Coordinator User Role, navigate to the Work tab
• Use the Filter to search for the relevant Survivor ID (RV) or Step Name
• 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. 

• Navigate to the RFFIs to action twisty
• Each individual question issued using the Manage institution further information task

will be assigned a RFFI RM Number (i.e. RFFI RM001106055)
• 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? 

• Yes, go to the process for Response received by email.
• No, proceed to Step 4.

4 Confirm if the institution requested an extension 

Institutions may request an extension via email. Check the 
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? 

• Yes proceed to the RFFI Extension of Time section.
• 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 

• Ensure that the From field is @dss.gov.au

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

• 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

• Complete the email template and Send

• Save the sent email to your desktop

Proceed to Step 6. 
6 Upload the courtesy email to Case Manager 

• Locate and open the RFI Mail folder in Case Manager

• Click Add and select Add document from local system

• Select Browse to locate and attach the email from your desktop.
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• Expand the drop down menu to update the Document Class to Email

• Update the relevant details

• 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 

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

• Where all RFI 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. 

RFFI Extension of Time 

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: 

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 RFI Support Team. 

Has the request for extension been granted? 
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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 RFIs

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 RFIs

may need to be sent, or further information (RFFI) is required from the applicant.

➢ It is 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.
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Where a RFI response reveals information that was not previously 

included in the application: 

Information about a prior payment  

 

➢ 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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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  

• Request Information From Institution QRG 

• Drafting the Section 25 notice Task Card 

• RFIs for State and Territory Departments 

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

• Issuing 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 

➢ RFIs for State and Territory Departments.pdf 

➢ Protected Information Guideline for Engaging with Institutions and Applicants.pdf 

 

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 

• 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 
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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 RFI necessary? 

A manual RFI 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.  

• 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 RFIs is 

conducted by the same teams who do so for standard RFIs.  

However, a manual RFI should only be prepared on the advice from the Participating 

Institutions or ICOS teams. This advice could take several forms: 

• Case-specific advice from the Participating Institutions team advising that a 

manual RFI is an appropriate measure to manage a conflict of interest 

• 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 
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Links 

• RFIs 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: 

• the relevant institution (either identified in the application or during the application 

process) has joined the Scheme, or  

• 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: 

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

• 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. 

• 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. 

• 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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4 Confirm whether newly participating institution is ready for RFIs 

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 RFIs. 

Please email ICOS at @dss.gov.au if: 

• If an institution’s readiness for RFIs cannot be ascertained from the above 

documents 

• If it is unclear if the information in the above documents is current 

• An institution isn’t ready for RFIs 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 RFIs 

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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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. 

 

 

4 Validating the Work Task 

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

 

 

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 RFIs 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 ( @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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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: 

• If required, refer the issue to Participating Institutions for relationship 

management (e.g. RFI contact changes, Institution Portal access issues, 

etc). 

• If 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). 

• 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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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 NGIs. 

 

➢ 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. 
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Select Proceed to assessment to complete the task. 

 

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 @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, 

[Team name]. 
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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 (RFFIs), 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 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 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. 
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Links  

• Draft RFFI – Task Card 

• Information Sharing Framework – NRS092-280922  

• RFIs for State and Territory Departments 

• RFI – Section 25 Notice – LOCKED TEMPLATE 

• RFI email to institution 

• 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 RFIs 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. 
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➢ Select the issue from the first dropdown menu. 
  

 

 

➢ Select the Subissue from the second dropdown menu 

 

 
➢ 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. 
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2 When all issues have been recorded, click the Proceed to add them to the task. 

 

3 Added issues will be visible in the ‘Issues’ section of the overview screen. 

 

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. 

 

 

➢ Enter a comment in the pop-up box and click the Proceed button. 
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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 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. 
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Once the task has been completed the documents, including online data files, will 
be visible within each of the RP packages. 

 

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. 

 

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. 
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Sending an RFI to state and territory governments TC - NRS25 -120526 2   

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  

 
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 RFIs 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. 
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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). 

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 RFI 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. 
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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 

• Location where the abuse took place. 
 
Note: For NSW Police Force (UID: 0011245) RFIs relating to abuse prior to 1994 please 
refer to CRM notes. 

 
 
 
 
 
 
 
 
 

FOLR – EFOLR 
 

For FOLR – EFOLR RFIs please refer to Institution Content Types Expanded FOLR task 

card. 

 

 
Links 

• 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  

• Institutions CRM - User Guide 

• Policy Advice 26 of 2019: RFIs and Machinery of Government changes.PDF 

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 
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Purpose  

This document outlines the process for 

• drafting a Request for Further Information (RFFI) 

• issuing a RFFI through case manager  

• issuing the section 25 Alert email for RFFIs. 

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 RFFI is essentially the Scheme’s way of responding to the RFI from an institution.   

Every RFFI 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: 

- 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; 

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 RFIs.  Scheme officers 

should check the priority level of the application prior to issuing a RFI or RFFI. 

Examples of when to issue a RFFI  

• 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.  
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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  

➢ Identify 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 RFFI 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 RFI and RFFIs. 

➢ 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  
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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.  
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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  

b. 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 RFFIs.  

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  

➢ 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.  

DSS - FOI LEX 56662 - Document 16
D

ocum
ent released under the Freedom

 of Inform
ation Act 1982 (C

th) 
by the D

epartm
ent of Social Services



 

 

TC – NRS025 – 300621 – Issuing a requesting for further information 6 

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 

• Expanded FOLR Task Card  

• Request Information From Institution QRG 

• Drafting the Section 25 notice - Task Card 

• RFIs for State and Territory Departments 

• Protected Information Guideline for Engaging with Institutions and Applicants 

• Institution Conflict of Interest 

• Issuing a manual Request for Information (RFI) - Task Card 
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 RFFI – Step 1: Draft RFFI - NRS025-200525  2 

  

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 RFI 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. 
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Links  

• Drafting RFIs Task Card 

• Information Sharing Framework – NRS092-280922  

• RFIs for State and Territory Departments 

• RFI – Section 25 Notice – LOCKED TEMPLATE 

• RFI email to institution 

• RFI – Case File Note TEMPLATE - Updated 

• Application Workload Management Policy 

• Add and Remove Case Comment 

• Search Case Comments – NRS290922 

• Application Workload Management SOP – Keywords 

• Keyword Hub 
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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) Officers1

 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:

• the enforcement of the criminal law; or

• 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. 
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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.3 
 

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.  

• As of 1 January 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: 

• 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; 

• 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 

• 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  
(such as state and territory government officials), where protected information is received outside of section 96. This policy advice is 
focused on disclosure under section 96.  

DSS - FOI LEX 56662 - Document 18
D

ocum
ent released under the Freedom

 of Inform
ation Act 1982 (C

th) 
by the D

epartm
ent of Social Services



 

Page 3 of 9 
 

disclosure for that person, and confirm that if the protected information is disclosed, the person’s safety and 
wellbeing is not at risk. 

 
19. 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). 

 
20. 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.  

 

21. 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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If Scheme Officers are unsure about whether or not a disclosure of protected information is reasonably necessary, 
they should contact 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  

II. makes a record of information; or  
III. discloses information to another person; or  
IV. 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. to disclose the information; or  
III. to use the information; and  

c) the information 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, I am unable to disclose the protected information you requested because [insert reason]. 
If you have any further information that is relevant to this assessment, I 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. 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

Issue 

2. 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.

4. 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.

5. 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.

6. 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.

7. 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.

8. 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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9. There are a number of reasons why relevant information in the application form and 

attachments should be shared with an institution:  

o An institution 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 RFI 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. 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.  

11. 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.  

12. Examples:  

Attachment should be provided Attachment should NOT be provided 

o If a person refers to an “attached 
police report” in their response to 
Question 44 on the application 
form, which asks the person to 
describe the sexual abuse that 
happened, the police report should 
be provided to the institution as 
part of the RFI.  

o If a person attached a 
school report which relates 
to the person’s first 
experience of abuse at a 
school, this should not be 
provided to the church 
which was the subject of a 
second separate experience 
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o If a person attached a photo of 
themselves outside a school 
building to the application form, 
this photo should be provided to 
the school as part of the RFI. 

o If a person 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 a person 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.  

of abuse in the person’s 
application.  

 

Child Safe Reporting 

13. 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.  

14. A copy of the report could be provided to the institution as part of the RFI, on request.  

15. 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.  

16. 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.  

17. A copy of this report may assist jurisdictions to meet their own obligations under mandatory 

reporting and reportable conduct schemes.  

 

Advice Summary 
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18. 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.  

19. 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.  

20. 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.  

21. 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.   
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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)

• Section 10 – General principles guiding actions of officers under the Scheme
• Section 25 – Power to request information from participating institutions
• Section 26 – Failure of the applicant or institutions to comply with a request
• Section 29 – The Operator must make a determination on the application

2. National Redress Scheme for Institutional Child Sexual Abuse Rules 2018 (NRS Rules)
• Section 17 – Circumstances in which determination may or must be revoked

3. Acts Interpretation Act 1901 (AIAct)
• 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 RFIs is impacted.

Background 
5. Some institutions are unable to respond to RFIs 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 RFI to a

participating institution where:
• the application identifies the institution as being involved in the abuse; or
• there are reasonable grounds to believe the institution may be responsible for the

abuse of the person.
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10. 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). 

11. The AIActt 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 AIAct). 

12. 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).  

13. 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.  

14. 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).   

15. 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. 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. 

17. 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. 

18. Where an institution advises that it is not currently operating (i.e. is in hibernation), section 
36(2) of the AIAct may apply. This means an RFI cannot be made due on a day where an 
office is closed. Determining whether the AIAct applies should be done on a case-by-case 
basis, as responding to an RFI may not require an office to be physically open.  

19. 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.   

20. 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.  

21. 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 
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avenues of recourse (i.e. revocation) for an institution or applicant should further 
information be made known. 

22. If the institution has not responded to the RFI 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.   

23. 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.  

24. 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. 

25. 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.  

26. 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.  

27. 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 RFI from an institution as the IDM does not have enough 
information to make a determination on their application.  

28. 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 RFI 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)

• Section 10 – General principles guiding actions of officers under the Scheme
• Section 25 – Power to request information from participating institutions
• Section 26 – Failure of the applicant or institutions to comply with a request
• Section 29 – The Operator must make a determination on the application

2. National Redress Scheme for Institutional Child Sexual Abuse Rules 2018 (NRS Rules)
• 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 RFI to a
participating institution where:

• the application identifies the institution as being involved in the abuse; or
• 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 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).

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.
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10. 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. This advice does not apply to RFIs 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. 

12. All valid applications should be progressed through to the RFI stage, and relevant 
participating institutions should be sent RFIs.  

13. 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 RFIs 
for both priority and non-priority applications. Policy advice 16 of 2018 outlines where an 
application is considered a priority. 

14.  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.  

15. 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.  

16. 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.  

17. 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). 

18. 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. 

19. 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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• 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.  

• 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 
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.  

21. 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. 

22. 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 RFI 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):

 Section 10 - General principles guiding actions of officers under the Scheme

 Section 25 - Power to request information from participating institutions; and

 Section 26 - Failure of the applicant or institutions to comply with a request.
2. Acts Interpretation Act 1901 (AIAct):

 Section 36 - Calculating time.

Issue 

3. What is the policy on approving requests for information (RFI) extensions because of
extenuating and genuinely exceptional circumstances?

 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:

 the application identifies a particular participating institution as being involved in the abuse of
the person; or

 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:

 four weeks, if the application is considered urgent, or

 eight weeks, if the application is not urgent.

8. The Act does not distinguish between an initial RFI and any follow up RFIs (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 AIAct 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 AIAct). 
 

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 RFI 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 is made 

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 in exceptional 
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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) AIAct). 

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 RFI and adjust the 

production period accordingly to ensure it does not fall on a Saturday, Sunday or holiday. 

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. 

DSS - FOI LEX 56662 - Document 22
D

ocum
ent released under the Freedom

 of Inform
ation Act 1982 (C

th) 
by the D

epartm
ent of Social Services



1 

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

 Section 25 – Power to requestion information from participating institutions

 Section 26 – Failure of the applicant or institutions to comply with a request

 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:

 the application identifies a particular participating institution as being involved in
the abuse of the person; or

 the Operator has reasonable grounds to believe that a participating institution may
be responsible for the abuse of the person.

3. The Act is not clear as to what should be done if after an RFI 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. In the 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 RFI 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 RFI 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 RFI 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 RFI is sent the 
Department of Child and Maternal Welfare has been affected by machinery of government 
changes and the functions relevant to the RFI have been transferred.  The Department of Welfare 
has been established. Four weeks after the RFI was sent to the Department of Child and Maternal 
Health, a response to the RFI 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 RFI under the Act from a 

department other than the one that the RFI 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 RFI 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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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:

• it is indicated in an application that the institution could have relevant information;

• the first institution(s) RFI response (as a result of potential responsibility) indicates that
the institution could have relevant information; or

• it is 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:

• 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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• information to the effect that there is no information about a person or an institution held 
in the records of either Department.  

6. Information contained in an RFI (for example, parts of a person’s application form) will 
generally constitute ‘protected information’. 

7. 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.  

8. 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. Under section 108 of the Act, all Commonwealth institutions are participating in the Scheme. 

12. 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.  

13. 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. 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). 

15. 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’.  

16. 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’.  

17. 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:   

• whether the institution was responsible for the day-to-day care or custody of the person 
when the abuse occurred; 

• whether the institution was the legal guardian of the person when the abuse occurred; 

• whether the institution was responsible for placing the person into the institution in 
which the abuse occurred; 

• whether the abuser was an official of the institution when the abuse occurred; 

• whether the abuse occurred on the premises of the institution, or where the activities of 
the institution took place; and 

• 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 RFI 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 RFI 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 RFI 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? RFI sent to  
1. Government institution in a 

Territory before self-government, 
which transfers to Territory 
control after self-government   

Yes • DITRDC  

• Any other participating institution with relevant 
information (only after DITRDC RFI) 

2. Government institution in a 
Territory before self-government, 
which remains under 
Commonwealth control    

No • Relevant Commonwealth portfolio Department 

• Any other participating institution with relevant 
information 

3. Government institution in a 
Territory after self-government   

No  • If Commonwealth institution – relevant 
Commonwealth portfolio Department 

• If Territory institution – Territory representative 

• Any other participating institution with relevant 
information 

4. Government institution in a 
Territory before self-government, 
which transfers to Territory 
control after self-government – 
but abuse spans pre and post 
self-government 

Partially  • For abuse before self-government – DITRDC  

• For abuse after self-government – Territory 
representative  

• Any other participating institution with relevant 
information (only after DIRDC RFI) 

5. Non-government institution in a 
Territory, prior to that Territory’s 
self-government 

Maybe  • Participating non-government institutions(s) 

• 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. 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.  

31. In this scenario, the RFI must be sent to DITRDC, as the Department representing the 
Commonwealth for pre self-government cases.   

32. 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). 

33. 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. 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.  

35. The RFI must therefore be sent to the relevant Commonwealth Department representing the 
institution in their portfolio. 

36. The RFI can also go to any other institution that has information that may be relevant to 
determining the application.  

37. 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. 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. 

39. 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).  

40. If the institution is a Commonwealth institution, the RFI must be sent to the relevant 
Commonwealth Department representing the institution in their portfolio. 

41. If the institution is a Territory institution, the RFI must be sent to the Territory representative. 

42. 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 RFI 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 RFI 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 RFI must go to the relevant participating 
non-government institution(s) as well as: 

• 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  

• the relevant Commonwealth Department representing the institution in their portfolio – 
if the institution remained under Commonwealth control after self-government.  
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52. 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).  

53. 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.    

54. 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. 

55. 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. 
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