
How we protect your privacy
Relationships Australia SA cares about keeping your 
personal information safe. We are committed to protecting 
the privacy of the information you share with us, and we 
make sure we collect, use, store and share your information 
in ways that comply with Australian laws and regulations, 
including the Privacy Act and Australian Privacy Principles.  

The information in this leaflet explains how we manage 
your personal information and the rights and obligations 
that both you and we have in relation to it. Please feel 
free to ask our staff about your privacy if you want more 
information. A copy of this brochure and our full privacy 
statement are available on our website. 

Why we collect your information
As an organisation that provides community, family and 
relationship services, gathering personal information from 
and about you is an essential feature of our operations.  

We use the information you give us to communicate with 
you, to make sure you get the help that you need and to 
ensure we offer you the most suitable service.  

We may also need to use your information for other 
lawful purposes, such as reporting to people who fund our 
services, educational activities or research. We will always 
ask for your prior consent, where this is needed.

How we collect information about you
We will collect information from or about you at different 
points during our work with you. We mostly collect your 
personal information directly from you: when we meet 
with you or talk with you on the phone or via telehealth. 
Generally, we only collect information about you from 
other people or organisations when you are referred to our 
services. When you have been referred to us by another 
agency, we will inform you of the information we have 
been given.   

Any information that you give us, we receive, or we record 
about you is kept safe and secure. We follow Australian 
laws and guidance about the best way to safely manage  
the personal information we collect. 

What we do with 
your information

Relationships Australia SA understands 
that privacy and confidentiality are of the 

upmost importance in providing effective and 
responsible services.
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Some services are also available from outreach locations.  

Relationships Australia SA provides a wide range of other services that 
assist individuals, families and communities.

www.rasa.org.au

Relationships Australia SA locations
City (Adelaide) 
151 South Terrace 
Adelaide SA 5000  
P: (08) 8223 4566 
F: (08) 8232 2898

West (Hindmarsh) 
49a Orsmond Street 
Hindmarsh SA 5007 
P: (08) 8245 8100 
F: (08) 8346 7333

Outer West (Port Adelaide) 
8 Butler Street 
Adelaide SA 5015 
P: (08) 8340 2022 
F: (08) 8241 5236

South (Marion) 
Suite 500a  
Westfield Shopping Centre  
297 Diagonal Road  
Oaklands Park SA 5046 
P: (08) 8377 5400 
F: (08) 8377 5411

North (Salisbury) 
Shop 7  
Salisbury Cinema Complex  
Cnr James and Gawler Streets 
Salisbury SA 5108 
P: (08) 8250 6600 
F: (08) 8285 4494

North (Elizabeth) 
13 Elizabeth Way 
Elizabeth SA 5112 
P: (08) 8255 3323 
F: (08) 8255 7753

Riverland (Berri) 
9 Kay Avenue  
Berri SA 5343 
P: (08) 8582 4122 
F: (08) 8582 4152
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Feedback and complaints
If you have any questions about your personal information or are 
worried about how we have used your information, we encourage 
you to put a request in writing to our Client Records Officer, who can 
be contacted on Inforequests@rasa.org.au. They will answer any 
questions you have, ask you questions about your concerns, and 
explain to you our processes for dealing with your concerns. They can 
also follow up and coordinate any concerns you have about how we 
are managing your information. 

If you are not happy with the response or would like to make a 
privacy-related complaint, you can submit a formal complaint to us 
via www.rasa.org.au/contact-us/feedback. We take all complaints 
seriously and regard mistakes as an opportunity to learn and improve 
our services.

Formal complaints can also be made to the Office of the Australian 
Information Commissioner by calling 1300 363 992, or completing 
their online enquiry form at www.oaic.gov.au/about-us/contact-us



Relationships Australia SA will only use personal 
information for the reason it was gathered and other 
lawful uses, including monitoring and managing services, 
clinical audits and educational purposes. To contribute 
to the quality of services, we sometimes use contractors 
or partner with universities to independently evaluate 
our services. We make sure these partnerships comply 
with our confidentiality policies and Australian Privacy 
Principles. When you first come to our service, we ask you 
if you are willing to let us use your data for evaluation and 
research purposes, and you can refuse permission for your 
information to be included in those activities.  

At times, we also work with different universities and 
government funders to analyse and understand ways 
to improve our services. In these projects, Relationships 
Australia SA will protect your privacy by making sure 
anonymous personal information (identifying details 
are removed) is used. Where this is not possible, we will 
seek your informed consent before using identifiable 
information.  

It is very unlikely we will need to share your information 
with people outside of Relationships Australia SA unless 
you have given us permission. However, if something 
serious happens, we might need to tell people about you 
without asking your permission.   

This could include: 
• If you or someone else is in danger. 
• If the law tells us we can or must, such as a court order. 

When possible, we will tell you about the information that 
has been shared with others, who it was shared with, what 
was shared, and why. 

Confidentiality under the Family Law Act 
(1975)  
Many Relationships Australia SA services are protected as 
confidential under the Family Law Act (1975). Practitioners 
are however obliged to assist any Independent Children’s 
Lawyer (ICL) that has been appointed by the court to 
represent children and promote their best interests in 
family law matters, if requested. Also, it should be noted 
that change overs and supervised contact provided by the 
Children’s Contact Services are not confidential under the 
Family Law Act.  

The kinds of information we keep about you 
We only keep information about you that is relevant to the 
services you are receiving. Generally, we keep your name, 
contact details, intake screening information, and records 
of the services you use at Relationships Australia SA.  
We also record information about actions we take, such as 
referrals we make for you or your family.  

Storing your personal information
Information we keep about you is kept electronically 
and is stored securely. Keeping accurate records about 
the services we provide to you are an important part of 
our contractual obligations to our government funders. 
Relationships Australia SA takes these responsibilities very 
seriously and complies with Australian Privacy Principles. 
Our staff can provide you with more information about the 
ways we secure your records.  

We do not let everyone who works at Relationships 
Australia SA see your personal information; only those who 
need to see it to help you. All our staff are contractually 
obliged to keep client information confidential. 

The law tells us how long we need to keep different types 
of information. When we do not need your information 
anymore, we destroy it, to make sure nobody else can  
read it.  

The law tells us that we must let you know if any of your 
information is lost, stolen, or accidentally shared; this is 
called a data breach. If this happens, we will contact  
you personally. 

Using personal information  
We use your information to: 
• Find out how to help you. 
• Find out how to improve our services.  
• Ask you how we can better help you. 
• Report to the people who fund our services. 

We also use your information to recommend other 
services that may be useful to you, or to help improve 
service quality through evaluation and research.

Using information for teaching or training  
Because we are a training institution, we may also use 
personal information that assists in the professional 
development of our staff, students, and other 
professionals. For example, we may ask you about having 
staff, students, or other professionals sit in on sessions 
with you; or seek consent for others to watch videos or 
read transcripts of sessions involving you.  

We will always explain these training activities to you and 
obtain your consent before using personal information 
in this way, unless we can be sure to protect your privacy 
by de-identifying you (removing identifying details). 
Everyone who accesses personal information about you 
will be bound by our confidentiality policies.  

Seeing your information 
You can ask to see the information we record about you, 
and most of the time we can show it to you. To access 
your information, please contact the manager of the 
service. 

When possible, we will ask you to visit us to see your 
personal information, so we can talk to you about what is 
recorded, what is not recorded and why.  

In some situations, we might need to say no to requests 
to see your information.  

This could include: 
• If it would put you or someone else in danger. 
• If it shows information about someone else. 
• If the law says we cannot. 
• If the information is part of a legal case.

Before we show you your information, you will need to 
prove who you are. If there is a lot of information to find 
in storage, we might need to charge you a small fee.  


