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Introduction 

When does this Policy apply? 

This Privacy Policy (Policy) sets out how Southern Cross Care (Qld) Ltd (ABN 65 104 033 471) (SCC, "we", 
"us", "our") collects, handles, and protects the privacy of your personal information. This Policy applies to 
all the activities operated by Southern Cross Care (Qld). 

SCC provides compassionate care and inclusive support to older Australians, including retirement living, 
home care, and residential care services.  

SCC is committed to protecting your privacy. We aim to maintain a safe and secure system of handling your 
personal information, while providing access to your personal information when required. For this reason, 
we aim to ensure that your personal information is handled in strict compliance with the Australian Privacy 
Principles (APPs) which are part of the Commonwealth Privacy Act 1988 and the Aged Care Act 2024 (Cth). 

This Policy applies to prospective employees but does not apply to employee records. 

Key Definitions 

In this Policy: 

Personal information  means any information or an opinion about an identified individual or an individual 
who is reasonable identifiable (whether true or not and whether recorded in a material form or not). It 
does not include information that is de-identified.  

Sensitive information is personal information that includes information about an individual's racial or ethnic 
origin; political opinions; membership of a political association; religious beliefs or affiliations; philosophical 
beliefs; membership of a professional or trade association; membership of a trade union; sexual orientation 
or practices; criminal record; health information; genetic information; biometric information used for 
automated biometric verification or identification or biometric templates.  

Health information means personal information about the health of an individual, an individual's expressed 
wishes about the future provision of health services or a health service provided or to be provided to the 
individual, as well as other personal information collected to provide, or in providing a health service. 
Health information also includes other personal information collected in connection with the donation of 
body parts or organs or genetic information that could be predictive of the health of the individual or a 
genetic relative of the individual. 

AI system means a machine-based system that, for explicit or implicit objectives, infers, from the input it 
receives, how to generate outputs such as predictions, content, recommendations, or decisions that can 
influence physical or virtual environments. 

Information for SCC residents, clients and service users  

This section applies to SCC residents, prospective residents, clients, family members, and other individuals 
who may receive or interact with SCC services. 

What personal information do we collect? 

We only collect personal information about you that is reasonable and necessary for us to carry out our 
business functions. The information we collect depends upon the nature of our dealings with you. This may 
include (but is not limited to) information such as: 

• your contact details and name 
• your interests and preferences 
• your current and past medical history, including relevant family medical history 
• allergies 
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• Medicare, health fund, Department of Veterans Affairs details, and information about your 
entitlements under these arrangements 

• Referrals, medical reports, medical assessments, and treatment plans 
• your religious beliefs, sexual orientation, family type, country of birth, and language spoken at home 
• information to assist in the resolution of complaints 
• information about payment for services, including financial information 
• any additional information you provide through our forms or website 
• information about your legal advisors, guardians, individuals legally responsible for your healthcare 

and finances 
• images of you. 

Dealing with us using a pseudonym or anonymously 

Where possible and lawful, you can interact with us anonymously or using a pseudonym. For example, if 
you contact us with a general question, or to complete an anonymous survey, we will not record your name 
unless required to adequately handle your question. However, for many of our functions and activities we 
need your name, contact information and other details to enable us to provide our services or products to 
you or a related party. If you do not provide your personal information in these circumstances, we may not 
be able to provide services or products to you.  

We collect/view health information where we provide or propose to provide care and other services to 
you. We do not use or share that information for any other purpose or disclose it to any person other than 
in accordance with the terms of any consent that you provide to us or where we are permitted to do so by 
the APPs. For example, we may provide health information held by us to a medical practitioner or hospital 
in a medical emergency or to provide necessary medical care. This may include accessing and viewing your 
My Health Record. 

How do we collect personal information? 

As part of our functions, we may collect personal information about you directly from you, such as: 

• through interactions with us 
• when you complete a form (including in electronic format on our website) 
• through technology including mobile applications and devices. 

In some instances, we may receive information about you from other sources and third parties, such as 
from: 

• your My Health Record 
• your health practitioners, health professionals and carers 
• nominated representative 
• you relatives, next of kin and other support person, which might include a registered supporter 
• individuals nominated or authorised by you, such as a substitute decision-maker, attorney, or legal 

representative. 

We might also collect personal information by using AI systems (e.g. large language model transcription 
services) when you or your representative interact with them. We may also use AI systems to generate 
personal information. The kinds of personal information that may be generated by AI systems include those 
set out above under the heading 'what personal information do we collect'. 

Importantly, our AI systems will have been assessed and approved by SCC as meeting the security standards 
required for handling and managing personal information in accordance with this Policy, the Privacy Act 
1988 (Cth), and the APPs. If AI systems are used to generate or infer personal information about you, we 



Privacy Policy Statement 

 

 
SharePoint\P&P\BoardGov\POL_SCC(Qld) Privacy Policy Statement  Page 3 of 7 
Effective Date: 09/05/2026   Version 8 
Review Date: 09/05/2027    CoSec 

will only use AI systems to generate or infer personal information about you that is reasonably necessary 
for our functions and activities, and only by lawful and fair means. SCC will manage any personal 
information collected, inferred, or generated by AI systems in accordance with this Policy. 

Purposes for which we collect, use and disclose personal information 

We collect your personal information for the following purposes:  

• to provide our services 
• to manage, improve, and conduct our business 
• to obtain feedback or manage complaints 
• to respond to queries and 
• to plan for future services to meet the needs of our Community. 

We may also use your personal information in technology systems, including AI systems, in connection with 
our functions and activities, including to: 

• to support quality improvement in services delivered to you 
• to support the performance and delivery of our services 
• perform administrative tasks 
• support and improve the performance of our functions. 

We may also de-identify your personal information. We may use de-identified information for various 
purposes, including: 

• quality improvement 
• research 
• to satisfy our reporting obligations. 

Cookies 

When you visit our website, we also use 'cookies' or other similar tracking technologies that help us track 
your website usage and remember your preferences. A cookie is a small data file that may be placed on the 
computer of a web user (usually in the browser software folder) the first time a computer visits a web site 
which operates cookies. Cookies are necessary to facilitate on-line transactions and ensure security. If you 
do not wish to receive any cookies you should set your browser to refuse cookies. 

Whilst we do not use browsing information to identify you personally, we record certain information about 
your use of our website, such as which pages you visit, the time and date of your visit, search engine 
referrals and the internet protocol address assigned to your computer. 

Automated decision-making 

Whilst AI Systems (e.g. large language model transcription services) might be used to collect personal 
information, these systems are not to be used to make automated decisions regarding any person’s care, 
services or interactions with SCC.  We do not use personal information in the operation of computer 
programs to make, or assist us in making, certain decisions (automated decisions). 

Disclosure of personal information 

While providing our products and services to you, we may need to disclose your personal information to 
third parties, including the following: 

• other Southern Cross Care related bodies corporate 
• your representatives, registered supporters, relatives, or carers, or support persons, with your 

consent 
• external contractors or third parties who provide services on our behalf such as software suppliers 
• anyone to whom part or all of our assets or businesses are transferred or sold 
• government agencies, regulatory bodies, and law enforcement agencies, or other similar entities 



Privacy Policy Statement 

 

 
SharePoint\P&P\BoardGov\POL_SCC(Qld) Privacy Policy Statement  Page 4 of 7 
Effective Date: 09/05/2026   Version 8 
Review Date: 09/05/2027    CoSec 

• our professional advisers, including lawyers, accountants, or auditors 
• where disclosure will prevent or lessen a serious or imminent threat to the life, health or safety of 

any individual, or to public health or safety and 
• the disclosure is reasonably necessary to take appropriate action in relation to a suspected unlawful 

activity or serious misconduct. 

We will not disclose your personal information to an overseas recipient. Where personal information is 
disclosed to any third-party we will take reasonable steps to ensure that the person receiving your personal 
information keeps it confidential and does not misuse it or improperly disclose it to any other person. 

SCC Direct Marketing 

We will not provide or send you any direct marketing to you without your prior consent. If we receive your 
consent, we may use personal information to send you information about other SCC products and services 
which may be of interest to you. If you have consented and you no longer wish to receive those sorts of 
communications from us, you should contact our Privacy Officer and we will ensure that this is corrected. 
If we undertake direct-marketing we acknowledge that we are bound by the Spam Act 2003 and the Do 
Not Call Register Act 2006. Any other use or disclosure we make of your personal information will only be 
as required by law or permitted by the Privacy Act 1988 (Cth). We will not sell your personal information 
to other organisations. 

Information for job applicants 

This section applies to individuals who apply for a job (employment, contract of engagement, or volunteer 
position) with us. 

What personal information do we collect? 

We only collect personal information about you that is reasonable and necessary for us to carry out our 
business functions. The information we collect depends upon the nature of our dealings with you. If you 
are a contractor, or associated provider, or are applying for a job with us, we may collect your personal 
information, including: 

• your name and date of birth 
• employment history and qualifications 
• academic records 
• references 
• health information 
• tax file number 
• right to work status 
• personal alternative contact details 
• superannuation fund details and 
• sensitive information such as your criminal history record. 

Dealing with us using a pseudonym or anonymously 

Where possible and lawful, you can interact with us anonymously or using a pseudonym. For example, if 
you contact us with a general question, we will not record your name unless required to adequately handle 
your question. However, we may not be able to assess your application for employment or engagement.  
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How do we collect personal information? 

If you apply for a job or hold a volunteer or contract position with us, we may collect personal information 
about you directly from you such as when you submit to us your CV. We may also collect personal 
information about you from third parties and publicly available sources, including: 

• recruiters 
• government departments to verify your entitlement to work in Australia 
• police agencies to obtain your criminal history record 
• academic institutions 
• consulting medical practitioner 
• superannuation fund provider 
• your current or previous employers 
• your referees 
• other third parties, with your consent. 

We might also collect personal information by using AI systems (e.g. large language model transcription 
services) when you or your representative interact with them. We may also use AI systems to generate 
personal information. The kinds of personal information that may be generated by AI systems include those 
set out above under the heading 'what personal information do we collect'.  

Importantly, our AI systems will have been assessed and approved by SCC as meeting the security standards 
required for handling and managing personal information in accordance with this Policy, the Privacy Act 
1988 (Cth), and the APPs. If AI systems are used to generate or infer personal information about you, we 
will only use AI systems to generate or infer personal information about you that is reasonably necessary 
for our functions and activities, and only by lawful and fair means. SCC will manage any personal 
information collected, inferred, or generated by AI systems in accordance with this Policy. 

Purposes for which we collect, use and disclose personal information 

We collect your personal information for the following purposes, including (but not limited to): 

• considering your suitability for employment or a contractor or volunteer position and (if 
successful) engaging you 

• administering your contract or 
• for insurance purposes. 

Cookies 

When you visit our website, we also use 'cookies' or other similar tracking technologies that help us track 
your website usage and remember your preferences. A cookie is a small data file that may be placed on the 
computer of a web user (usually in the browser software folder) the first time a computer visits a web site 
which operates cookies. Cookies are necessary to facilitate on-line transactions and ensure security. If you 
do not wish to receive any cookies you should set your browser to refuse cookies. 

Whilst we do not use browsing information to identify you personally, we record certain information about 
your use of our website, such as which pages you visit, the time and date of your visit, search engine 
referrals and the internet protocol address assigned to your computer. 

Automated decision-making 

We use personal information in the operation of computer programs to make, or assist us in making, certain 
decisions (automated decisions).  Whilst AI Systems (e.g. large language model transcription services) might 
be used to collect personal information, these systems are not to used to make automated decisions 
regarding any person’s employment with SCC. 
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Disclosure of personal information 

If you apply for a job with us, we may disclose your personal information to third parties, including: 

• other Southern Cross Care related bodies corporate 
• external contractors or third parties who provide services on our behalf, such as recruitment 

agencies 
• anyone to whom part or all of our assets or businesses are transferred or sold 
• government agencies, regulatory bodies, and law enforcement agencies, or other similar entities 
• our professional advisers, including lawyers, accountants, or auditors 
• where disclosure will prevent or lessen a serious or imminent threat to the life, health or safety of 

any individual, or to public health or safety and 
• the disclosure is reasonably necessary to take appropriate action in relation to a suspected unlawful 

activity or serious misconduct. 

We will not disclose your personal information to an overseas recipient. Where personal information is 
disclosed to any third-party we will take reasonable steps to ensure that the person receiving your personal 
information keeps it confidential and does not misuse it or improperly disclose it to any other person. 

Direct Marketing 

We do not use personal information collected about job applicants for direct marketing purposes. 

How we manage personal information 

How do we store and secure personal information? 

We will hold your personal information through a combination of physical records and electronic storage. We 
will take reasonable and appropriate steps (including technical and organisational measures) to protect the 
information from misuse, loss or unauthorised access, modification or disclosure both physically and through 
computer security methods. 

We will only keep your personal information for as long as it is required for the purpose for which it was 
collected, for example when you cease receiving care and/or services or close a transaction with us, or as 
otherwise required by applicable laws. If we no longer need to hold your personal information for any reason 
or we are no longer required by law to keep it, we will take reasonable steps to de-identify or destroy that 
information. These steps can vary depending on the nature of the information, the way it was collected and 
how it was stored. 

Access to and correction of your Information 

We will endeavour to ensure that the personal information collected from you is up-to-date, accurate, and 
complete. 

If you are a consumer of our care or other services and you want to access, correct or raise a query or 
concern about the personal information we hold about you, you should contact the Manager of the care 
or service you are receiving.  Alternatively, you can contact the Southern Cross Care Support Office for 
assistance.  We will need to verify your identity before responding to your request. Subject to any applicable 
exceptions or requirements, we will provide you with access to the personal information you request within 
a reasonable time and usually within 10 business days. If we decide to refuse your request, we will tell you 
why in writing and how to complain. 

Consumers or their representatives (in cases where the individual lacks decision-making capacity) can 
modify or withdraw consent for SCC to access their personal information at any time. To do so, they should 
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contact the manager of the care or service they are receiving and express their desired changes or 
withdrawal of consent. 

How can you make a complaint? 

If you have a complaint about a suspected breach of the APPs then you should put your complaint in writing 
and send it to the Privacy Officer using the details set out in this Policy. We will review and respond to your 
complaint within a reasonable timeframe and inform you of the next steps we will take in dealing with your 
complaint.  We will advise you if we need further information in order to make a decision. 

If you are not satisfied with our response, you can complain to the Office of the Australian Information 
Commissioner (OAIC) via the OAIC website, www.oaic.gov.au.  

Privacy Officer Details 

You can contact the Southern Cross Care (Qld) Ltd Privacy Officer as follows: 

Telephone: (07) 3340 3200 

Email: privacy@sccqld.com.au  

Mail: SCC 2078 Logan Road, Upper Mt Gravatt QLD 4122 

Updates or changes to this Policy 

This Policy is subject to regular review at least every twelve (12) months. We may update this Policy from time to 
time by publishing the updated Policy on our website. 
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