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1. Purpose 
This policy establishes the framework for how Veteran Life Pty Ltd collects, holds, 
uses, discloses, stores, and protects personal and sensitive information in 
accordance with: 

● the Privacy Act 1988 (Cth) 
● the Australian Privacy Principles (APPs) 
● Department of Veterans’ Affairs (DVA) information handling requirements 
● Institute of Veterans’ Advocacy (IVA) professional and governance 

expectations 
● ATDP-related standards where applicable 

This policy ensures that personal information is handled lawfully, ethically, securely, 
and in a manner that maintains client trust and organisational integrity. 

2. Scope 
This policy applies to: 

● all directors 
● shareholders 
● employees 
● contractors 
● advocates 
● volunteers and representatives 

operating under the Veteran Life Pty Ltd entity. It applies to all forms of information, 
including: 

● physical records 
● electronic records 
● audio recordings 
● transcripts 
● summaries 
● correspondence 
● data stored in approved digital systems 

that contain personal or sensitive information collected in the course of advocacy, 
wellbeing, or support services. 
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3. Types of Information Covered 
This policy applies to: 

● personal information (e.g. name, contact details, identity documents) 
● sensitive information, including: 

○ health and medical information 
○ service history and military records (outside officially classified 

information) 
○ financial information relevant to claims 
○ DVA claim and entitlement information 

● internal file notes, assessments and correspondence 
● call recordings, transcripts and summaries. 

Sensitive information is afforded a higher level of protection in accordance with the 
Australian Privacy Principles. 

4. Collection and Consent 
Lawful Collection. Veteran Life Pty Ltd collects only information that is reasonably 
necessary to provide advocacy, wellbeing, and support services, including the 
preparation, lodgement and management of DVA claims. 

Consent. Informed consent for the collection, use and disclosure of personal and 
sensitive information is obtained and documented through: 

● the Client Engagement Agreement 
● Third Party Authorities 
● verbal consent where appropriate and lawful (with file notes) 

Notification. Clients are informed of: 

● the purpose of collection 
● how their information will be used 
● who it may be disclosed to 

at or before the time information is collected. 

5. Use and Disclosure 
Personal and sensitive information may be used and disclosed for: 

● providing advocacy and support services 
● liaising with DVA 
● liaising with IVA public register 
● liaising with medical practitioners, allied health providers, diagnostic services 
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and support services 
● record-keeping and continuity of care 
● quality assurance and training 
● legal, regulatory, insurance and governance obligations. 

Information is disclosed only where reasonably necessary and authorised. 

6. Call Recording, Transcription and Digital Tools 
(Including Artificial Intelligence tools) 
Veteran Life Pty Ltd may record telephone or video conversations for: 

● accuracy 
● continuity of service 
● quality assurance 
● training purposes 

Clients are informed when calls are recorded. Veteran Life Pty Ltd approved digital 
tools may be used to support: 

● transcription 
● summarisation 
● administrative efficiency 
● secure record-keeping 

These tools: 

● do not replace professional judgement 
● are not used to determine eligibility or outcomes 
● do not make automated decisions about claims 
● are used strictly to support service delivery 

Client information will be stored, processed and handled within Veteran Life Pty Ltd’s 
approved systems and trusted service providers.  

7. Data Security and Storage 
Security Controls. Veteran Life Pty Ltd implements reasonable safeguards to 
protect information from misuse, interference, loss, unauthorised access, 
modification or disclosure, including: 

● access controls based on role 
● secure cloud storage 
● encryption in transit and at rest where available 
● approved platforms for communications and record management 
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Approved Systems. Client information must only be stored and processed within 
Veteran Life Pty Ltd’s approved systems and service providers. 

8. Retention and Destruction      
Retention and destruction of personal and sensitive information shall be conducted 
in accordance with the organisation’s Records and Data Management Policy. 

Cessation of Engagement and Access Removal 

Upon resignation, termination, or cessation of engagement of any director, 
employee, contractor, advocate, volunteer or representative: 

• access to all Veteran Life Pty Ltd systems, email accounts, digital platforms and 
records will be revoked immediately or as soon as reasonably practicable 

• any company devices, documents, or storage media must be returned 

• confidential information must not be retained, copied or removed 

• ongoing confidentiality obligations continue indefinitely beyond the period of 
engagement 

9. Access, Correction and Complaints 
Access and Correction. Individuals may request access to, or correction of, their 
personal information by contacting the Privacy Officer in writing. 

Complaints. Privacy complaints: 

● will be acknowledged within 7 days 
● will be investigated and responded to within 30 days 

If a complainant is not satisfied with the response, they may escalate the matter to 
the Office of the Australian Information Commissioner (OAIC). 

Contact Details Privacy Officer: info@veteranlife.com.au 

10. Confidentiality Obligations 
All personnel are required to: 

● maintain confidentiality of client information 
● access information only where required for their role 
● avoid unauthorised disclosure 
● comply with this policy and related governance documents 

Breaches may result in disciplinary action and/or termination of engagement. 



Privacy and Confidentiality Policy V1.0 

VL-NAT-GOV-POL-PCP-001-V1.0-PTY  

Page 7 

11. Policy Review 
This policy is reviewed at least annually, or earlier if required due to: 

● changes in legislation 
● regulatory guidance 
● technology or systems 

organisational practices or risk profile. 

 

 

 

 

 

 


