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POL: Client Confidentiality 
 
1. Objective 

• To protect the privacy and preserve the confidentiality of clients. 

• To outline circumstances where the parameters of confidentiality may change. 
 

2. Scope 
This policy applies across all clinical services delivered by Holyoake including DRUMBEAT 
therapeutic programs and will be adhered to by all employees who have contact with clients or client 
information. However, this policy does not apply to Holyoake’s NEMCADS, as the Integrated 
Services policy Confidentiality of Client Information applies. 

 

3. Definitions 
Identifying information – Information that identifies an individual, is likely to identify an individual, 
or from which the identity could be deduced. 
 

4. Maintaining confidentiality 
Holyoake is committed to ensuring that the personal information of clients is protected and managed 
in accordance with the POL: Privacy. Holyoake and its employees have an obligation to take all 
reasonable steps to ensure all information disclosed by clients in confidence, whether individually 
or in a group setting, is not disclosed without the client’s consent or otherwise disclosed unfairly or 
inappropriately. 
 
On the first occasion the client attends the service they are informed about Holyoake’s confidentiality 
and privacy policies and are provided with the Confidentiality Statement.  This will be done to ensure 
that clients are able to provide ‘informed consent’ to their participation in the services provided by 
Holyoake.  
 
Holyoake will: 

• only collect information with prior knowledge and consent; 
• only use the information provided for the purposes for which it was collected; 
• require consent from a client prior to information sharing with other agencies except if 

required by law or other regulation or there is a serious threat of harm; 
• ensure information held is relevant and objective;  
• have processes and policies to protect the information that Holyoake has possession of; 
• ensure client information is kept secure and that access to areas containing confidential 

information will be restricted to authorised personnel only; 
• ensure that recorded information of a personal nature or identifying information will not be 

left unattended; 
• ensure unbiased, professional, non-judgemental and appropriate language is used in client 

records; 
• ensure that all interactions with clients follow culturally secure practices (refer to X:\OTHER 

SHARED DATA\Resources for Accreditation\Cultural Security\Aboriginal Cultural Security 
Guidelines for Human Services Organisations_First ed.pdf ); and  

file://///holyoake.local/shared/Data/OTHER%20SHARED%20DATA/Resources%20for%20Accreditation/Cultural%20Security/Aboriginal%20Cultural%20Security%20Guidelines%20for%20Human%20Services%20Organisations_First%20ed.pdf
file://///holyoake.local/shared/Data/OTHER%20SHARED%20DATA/Resources%20for%20Accreditation/Cultural%20Security/Aboriginal%20Cultural%20Security%20Guidelines%20for%20Human%20Services%20Organisations_First%20ed.pdf
file://///holyoake.local/shared/Data/OTHER%20SHARED%20DATA/Resources%20for%20Accreditation/Cultural%20Security/Aboriginal%20Cultural%20Security%20Guidelines%20for%20Human%20Services%20Organisations_First%20ed.pdf
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• ensure that the release of non-identifying information is checked by the authorising person 
prior to release to ensure the information is truly non-identifying. 

 

5. Release of information and disclosure of information 
Holyoake offers a strictly confidential service to all its clients.  This requires that prior to the external 
verbal or written release of any client information to individuals or organisation, the client (and where 
appropriate the parent if the client is 16 years or under) must give written permission.  In exceptional 
and urgent circumstances, verbal consent from the client to release information may be accepted 
on the understanding that the client will provide written consent at a later time.  Such arrangements 
will be documented on the client file.   
 
Personal information can be disclosed without the client’s consent :  

• if it is required by law or under a court order (If this is the case, the request will be referred 
to the General Manager of Operations); 

• when serious criminal acts are known; 
• where there is serious risk of abuse or physical harm to the individual or other person, 

including Holyoake’s employees; and 
• suspected child abuse or neglect. 
 

6. Collection and storage of information 
Clients will be informed about Holyoake’s policy on confidentiality.  Clients receiving clinical services 
will also be requested to enter into a confidentiality agreement with Holyoake.  
 
Employees will ensure clients are made aware of: 

• the primary purpose for which the information is collected; 

• the circumstances under which this information may be disclosed; 

• how this information is recorded and stored; and  

• the right of the client to access the information collected. 
 

This information will be provided to the clients of clinical services in writing and discussed with them 
to allow the client to give informed consent for their participation in the services Holyoake provides.  
Further details are available in the QMS Manual 11: CLINICAL SERVICE PROVISION. 
 
Access to client records is restricted to appropriate employees and the policies that guide storage 
and access to records are contained within QMS Manual 3: RECORDS MANAGEMENT. In 
accordance with Privacy Legislation, clients are entitled to access records and information held 
about them (PROC Client Access to their Record).  
 

7. Public use of information and use of media 
Under Holyoake’s contractual obligations to state and federal funding bodies, Holyoake is required 
to periodically supply de-identified demographic and attendance data. 
 
Where Holyoake may use information in the public domain (e.g. for promotional/marketing 
purposes, research or data reports) written consent will be obtained prior to use. Individuals will not 
be photographed or filmed without seeking prior permission which outlines the proposed use of the 
photograph or film.  As a general rule, images used to promote Holyoake services will not include 
any clients. 
 
Refer to QMS Manual 13: CORPORATE COMMUNICATION for the relevant forms and additional 
guidance information. 
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8. Children and young people 
Young people aged 16 -17 years, whilst not legally adults, must be asked for consent to disclose 
information. Young people under 16 who have sufficient understanding and intelligence can also 
give consent (when assessed as a mature minor), otherwise the parent or guardian will be asked 
for consent.   
 
Once a child is assessed as a “mature minor” and deemed competent to consent to treatment on 
his or her own behalf, the child’s confidentiality must be respected and permission must be obtained 
before the proposed treatment is discussed with another person, including the child’s parent or legal 
guardian. Any assessment of a child as a ‘mature minor’ and that child’s consent to treatment should 
be clearly documented in the child’s file. (For further information see POL Mature Minor) 
 
In the case of children not deemed a mature minor, parents will be informed of their child’s general 
progress only however, consultation with parents will be considered based on the child’s 
circumstances.  Specifically, the child’s right to confidentiality should be clearly explained at initial 
contact.  Feedback should be provided in the form of general therapeutic observations and themes from 
counselling, rather than detailed accounts of sessions. When deciding to provide feedback to a parent, several 
factors should be considered by the counsellor; the best interests of the child, the child’s wishes in relation to 
material they want kept private and the parent/carers’ capacity to reflect on the psychological well-being of 

their child.  Information regarding any serious concerns for the child’s psychological, emotional or 
physical wellbeing will be dealt with in accordance with section 5 above. Wherever possible, the 
counsellor should speak with the child about the need to breach their confidentiality. 
 
Where there are real or perceived issues of child protection, the interests of the child will be 
safeguarded as outlined in POL Child Protection. It may be necessary to pass on information 
without the consent of the parent or guardian. In these cases, the Business Unit Manager will be 
fully informed and take part in decision making prior to action being taken.  
 

9. Employee obligations 
Employee obligations to maintain confidentiality and preserve privacy as outlined in this 
Confidentiality Policy are contained within the QMS Manual 4: HUMAN RESOURCES.  Employees 
will be required to sign Confidentiality and Non-Disclosure incorporated into their contract when 
appointed to a position at Holyoake.  A breach of confidentiality may lead to disciplinary action.  

Procedures used to implement this policy 
PROC  Case Notes DOCID-14-585 

PROC  Receiving and Handling Subpoenas DOCID-14-586 

PROC Client Access to their Record DOCID-14-697 

PROC Client File Transport and Storage DOCID-14-732 
 

Other related documents 

POL Case Management DOCID-14-772 

POL Child Protection DOCID-14-580 

POL  Reports and Release of Client Information to External 
Services 

DOCID-14-584 

POL Consumer Rights and Responsibilities DOCID-14-355 

POL Privacy DOCID-14-771 

POL Mature Minor DOCID-14-948 

 

http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section04%20Client%20Records,%20Reports%20and%20Data/PROC%20Case%20Notes.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section04%20Client%20Records,%20Reports%20and%20Data/PROC%20Receiving%20and%20Handling%20Subpoenas.docx
http://holsps02/QMS/Documents/09%20Consumer%20Focus/Section01%20General/PROC%20Client%20Access%20to%20Their%20Record.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section02%20Components%20of%20Service%20Delivery/PROC%20Client%20File%20Storage%20and%20Transport.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section02%20Components%20of%20Service%20Delivery/POL%20Case%20Management.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section05%20Children%20and%20Youth/POL%20Child%20Protection.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section04%20Client%20Records,%20Reports%20and%20Data/POL%20Reports%20and%20Release%20of%20Consumer%20Information%20to%20External%20Services.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section04%20Client%20Records,%20Reports%20and%20Data/POL%20Reports%20and%20Release%20of%20Consumer%20Information%20to%20External%20Services.docx
http://holsps02/QMS/Documents/09%20Consumer%20Focus/Section01%20General/POL%20Consumer%20Rights%20and%20Responsibilities.docx
http://holsps02/QMS/Documents/09%20Consumer%20Focus/Section01%20General/POL%20Privacy.docx
http://holsps02/QMS/Documents/11%20Clinical%20Service%20Provision/Section05%20Children%20and%20Youth/POL%20Mature%20Minors.docx

