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GPO Box 700 
Canberra  ACT  2601 
1800 800 110 

ndis.gov.au 

 
 
OAIC references:     

  Agency references:  
 

 
 
 
Ms Alice Linacre  
FOI Commissioner 
Office of the Australian Information Commissioner 
 
By email to: @oaic.gov.au  
 
 
Dear Ms Linacre  
 

FOI Complaint Investigation - Notice of completion  
 
I refer to your letter of 28 November 2025, attaching your Complaint Investigation - Notice of 
completion, with accompanying recommendations and suggestions.  
 
Please see below a table that summarises each of your recommendations and suggestions.  
 
The National Disability Insurance Agency (NDIA) is committed to improving statutory 
compliance, particularly with respect to participant requests and lifting NDIA capability. I am 
pleased to acknowledge the alignment between your recommendations and the NDIA’s 
current FOI practice build initiatives and to be able to advise you that several 
recommendations are completed or already commenced and having a positive impact on the 
NDIA’s compliance to date.   
 
The NDIA will continue to meet with the Office of the Information Commissioner on a regular 
basis to seek guidance and assistance as it implements the remaining initiatives yet to be 
completed.  
 
Due to current peak work volumes the NDIA is currently experiencing, and to ensure that the 
NDIA can maintain the improvement of compliance rates, I request an extension to the 
implementation of the OAIC’s remaining recommendations by 30 June 2026.  
 
If your team would like to discuss this response in further detail, please pass on the contact 
details of the NDIA’s Branch Manager, Information Access and Privacy Fiona Castles 

@ndis.gov.au.  
 
Yours sincerely  
  
 
 
 
 
  
Graeme Head AO  
Chief Executive Officer  
National Disability Insurance Agency  
  
15 December 2025 
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 Attachment A 

Page 2 of 5 

 
OAIC recommendation  OAIC due date  NDIA Response  NDIA commentary  

1. The NDIA provide evidence that its information access 
Smartform has been implemented. 

30 Jan 2026 Accepted  NDIA accepts this recommendation and 
implementation by the due date. 

2. The NDIA provide an implementation report, including 
statistical evidence, to demonstrate the effectiveness of the 
strategies employed under the NDIA’s ‘FOI Practice Build’. 

30 Jan 2026 Accepted The NDIA’s quarterly data will reflect a significant 
improvement statutory compliance. The NDIA will 
also share a more detailed analysis of this with 
OAIC, demonstrating improved statistical compliance 
and reduced work on hand prior to the due date. 

3. The NDIA review, and update, its FOI processing manual 
and ensure that, at a minimum, the manual: 
a) addresses the steps that will be taken to ensure 

compliance with statutory processing timeframes, 
including the requirement for staff to conduct an early 
assessment of whether an extension of time is required 

b) provides guidance to staff on how and when to utilise the 
available extensions of time under ss 15AA, 15AB, and 
15AC of the FOI Act14 to ensure concerted efforts in 
complying with statutory processing timeframes, 
consistent with OAIC guidance 

c) highlights the importance of keeping applicants informed 
of progress, and engaging with applicants to explore 
options for faster outcomes, and 

d) refers to relevant provisions of the FOI Guidelines. 

30 Jan 2026 Accepted, propose 
that an additional 3 
months is required 
for implementation 
by 30 April 2026. 

NDIA accepts this recommendation and notes that it 
is in the current FOI Practice Build to create this 
resource. Additional time is sought given the current 
high work volumes and focus on improving statutory 
compliance.  
 

4. The NDIA ensure the FOI processing manual is publicly 
available on the NDIA’s website, consistent with the 
requirements of the Information Publication Scheme. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 

As above. 
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Page 3 of 5 

OAIC recommendation  OAIC due date  NDIA Response  NDIA commentary  
implementation by 
30 April 2026. 

5. The NDIA review, and update (if necessary), internal policies 
that support the FOI processing manual,  
including training and guidance materials for FOI decision 
makers,15 to support decision makers to comply with 
statutory processing timeframes and make decisions 
independently.16 These internal policies should reflect 
current revisions to Part 3 of the FOI Guidelines and include 
references to relevant OAIC resources18 to support FOI 
processing officers and decision makers. 

30 Jan 26  Accepted  Completed. 
The Information Access and Privacy Branch has 
developed a new suite of internal SOPs, process 
guides and templates that are internally published 
and available to the whole team to support them in 
their roles. These resources are aligned and 
embedded into our dedicated training program that is 
in development.  

6. The NDIA enhance governance arrangements, promote 
proactive release of information and support compliance with 
IPS (Information Publication Scheme) and disclosure log 
requirements, by developing a process for identifying 
updates to the IPS entries on the NDIA’s website, to support 
proactive release of information in accordance with the IPS. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

Commenced. 
The Agency has commenced work to transition to 
making documents of new decisions directly 
downloadable on the disclosure log in early 2026. 
This will provide downloadable copies of suitable 
FOI requests. The Agency will also commence 
backdating previous decisions throughout 2026 to 
make sure they are also available by direct 
download.  
The Information and Access Branch will continue to 
work across the Agency to promote and support 
proactive release of information in accordance with 
the IPS.  

7. The NDIA ensure that all FOI team staff and other relevant 
staff (including FOI decision makers) have received training 
in relation to the formal guidance referred to in 
recommendations (4) and (6), and that new staff joining the 
FOI Section are trained in relation to this formal FOI 
guidance within 2 weeks of commencing in the FOI team. 

30 Jan 26  Accepted; propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

Partially complete. 
All existing staff have received comprehensive 
training to address recommendation 4 and 6. As 
these recommendations are implemented and 
further guidance material created; all staff will be 
trained accordingly. 
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OAIC recommendation  OAIC due date  NDIA Response  NDIA commentary  

8. The NDIA develop or update, and deliver, training to all 
business areas responsible for compliance with general FOI 
obligations, including IPS obligations, disclosure log 
requirements, and compliance with search and retrieval 
requests, including the statutory timeframes and the 
requirement to take all reasonable steps to find relevant 
documents under s 24A of the FOI Act. This training should 
be made broadly available to all staff, and ongoing refresher 
training completed at regular intervals. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

Commenced.   
The NDIA employs a decentralised model in relation 
to the management of FOI responses. The Agency 
consists of 31 divisions across nine groups. A 
product is currently in development.  Additional time 
is sought given the current high work volumes and 
the size and span of the Agency to finalise delivering 
the sessions. 

9. The NDIA develop training for all relevant Senior Executive 
staff about the NDIA’s general obligations under the FOI Act, 
which specifically addresses the requirements of the 
Information Publication Scheme under Part II of the FOI Act. 
This training should be delivered as part of the NDIA’s 
induction process for new staff, and form part of any 
refresher training for SES employees. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

As above. 

10. The NDIA assess the impact of the potentially invalid s 15AA 
agreements on its FOI timeliness statistics as reported to the 
OAIC during the 2023-24 financial year and report back to 
the OAIC with adjusted FOI timeliness statistics and an 
explanation of the identified impact 

30 Jan 26 Accepted, propose 
that an additional 3 
months is required 
for implementation 
by 30 April 2026 

The Agency proposes to review the matters that 
were recorded “in time” and that had a 15AA 
agreement. The Agency proposes to post pone 
reviewing matters that were deemed to have been 
refused, regardless of the 15AA in the current peak 
high work volume environment. 
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OAIC suggestion OAIC due date  NDIA Response  NDIA commentary  

1. The NDIA create a dedicated resourcing pool from across 
the agency (an FOI surge pool) to provide FOI processing 
support during peak periods, as well as to assist with higher 
volumes, or backlogs, to provide improved and more stable 
capacity to meet FOI processing demands where necessary. 

Commencing 30 
Jan 26 

Completed The Information Access and Privacy Branch has 
resourced the team with 35 additional staff in 
2025 and is in the process of building structured 
training packages for FOI and Information 
Release functions. 

2. The NDIA seek to more actively utilise the available 
extension of time provisions under ss 15AB and 15AC (in 
appropriate circumstances), to demonstrate increased 
attempts to comply with the statutory processing timeframe 
under the FOI Act. 

Commencing 
30 Jan 26 

Accepted The Agency notes our submission comments 
made in respect to the OAIC’s approach to 
decisions and consideration of applications.  
Decisions to seek an extension under s 15AB or 
further time s 15AC, will be informed by the 
prospects of outcome. 

3. The NDIA create an auto-acknowledgement to complement 
its Smartform and ensure compliance with s 15(5)(a) of the 
FOI Act. 

Commencing 
30 Jan 26 

Accepted  The Agency will consider automation of 
acknowledgment for web form applications. 

4. The NDIA mandate the attendance of at least one staff 
member from each of its FOI teams to attend the OAIC’s 
online training webinars (as advertised through the OAIC’s 
fortnightly ‘ICON’ newsletter). 

Commencing 
30 Jan 26 

Accepted Many staff in the Information Access are 
subscribed to the newsletter and a coordinated 
approach to attendance and sharing learning is 
adopted.  

5. The NDIA review the OAIC’s FOI complaint investigation 
outcomes at a minimum of every 12 months, to ensure that 
any learnings identified through those outcomes are 
incorporated into training for FOI staff, as well as the FOI 
processing manual and/or policies and guidance materials 
that support the processing manual. 

Commencing 
30 Jan 26 

Accepted The Agency will incorporate this suggestions 
into the policy, quality assurance and processed 
being developed over 2026.  

6. The NDIA uplift the technical and administrative capability of 
its Disclosure Log to enable access to the documents in that 
log via download link. 

Commencing 30 
January 2026 

Accepted The Agency has commenced work to transition 
to making documents directly downloadable on 
the disclosure log. 
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From: CASTLES, Fiona @ndis.gov.au>  
Sent: Monday, 19 January 2026 1:07 PM 
To: LODGE,Justin @oaic.gov.au> 
Cc:  < @ndis.gov.au> 
Subject: . Freedom of information complaint investigation – Notice on completion [SEC=OFFICIAL] 

CAUTION: This email originated from outside of the organisation. Do not click links or open attachments unless you recognise the sender and know the content is safe. 

Dear , 

Thank you for meeting with me last week to discuss the NDIA’s request for an extension of time for implementing our recommendations in . 

As we discussed, to assist your consideration and advice to the Commissioner, I have inserted some additional context and commentary on why the Agency 
is seeking these extensions. I have used the same table that we submitted with our response so you have all of the information in one place and headed the 
additional information under ‘January 2026 commentary’ in a different shade text. 

If there is any aspect that you would like to discuss or require more information, please reach out at your convenience. 

OAIC recommendation OAIC due date  NDIA Response  NDIA commentary  

1. The NDIA provide evidence that its information 
access Smartform has been implemented. 

30 Jan 2026 Accepted  

June 2026 (TBC 
pending website 
functionality).

NDIA accepts this recommendation and implementation by the 
due date. 
January 2026 commentary: The Agency has prepared an FOI 
Webform and sought legal advice on it to ensure that it is 
compliant with the requirements of the legislation and would be 
very happy to provide the OAIC with a copy of the design of this 
form to show our progress on this item. However, in early 
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OAIC recommendation OAIC due date  NDIA Response  NDIA commentary  
January 2026 the Information Access and Privacy Branch has 
been informed that the NDIS website is being redeveloped and 
there are technical issues with forms, particularly those that 
require document upload that inhibit them from being 
implemented on the NDIS website at this time. There are limited 
resources allocated to this fix, and where there are, it is for 
prioritised New Framework Planning and not website 
functionality for corporate functions. The Agency doesn’t have a 
set timeframe when this will be made possible but will continue 
to monitor and advise OAIC.  

2. The NDIA provide an implementation report, 
including statistical evidence, to demonstrate 
the effectiveness of the strategies employed 
under the NDIA’s ‘FOI Practice Build’. 

30 Jan 2026 Accepted 

Completed

The NDIA’s quarterly data will reflect a significant improvement 
statutory compliance. The NDIA will also share a more detailed 
analysis of this with OAIC, demonstrating improved statistical 
compliance and reduced work on hand prior to the due date. 
January 2026 commentary: The Agency has completed this 
item and submitted to OAIC on 16/01/2026. We are pleased to 
demonstrate with statistical evidence the success of the 
Agency’s focus on building the FOI function and improved 
compliance with the FOI Act over the last 6 months. 

3. The NDIA review, and update, its FOI 
processing manual and ensure that, at a 
minimum, the manual: 
a) addresses the steps that will be taken to 

ensure compliance with statutory 
processing timeframes, including the 
requirement for staff to conduct an early 
assessment of whether an extension of 
time is required 

b) provides guidance to staff on how and 
when to utilise the available extensions of 
time under ss 15AA, 15AB, and 15AC of 
the FOI Act14 to ensure concerted efforts 
in complying with statutory processing 
timeframes, consistent with OAIC 
guidance 

c) highlights the importance of keeping 
applicants informed of progress, and 
engaging with applicants to explore 
options for faster outcomes, and 

d) refers to relevant provisions of the FOI 
Guidelines. 

30 Jan 2026 Accepted, propose 
that an additional 3 
months is required 
for implementation 
by 30 April 2026. 

NDIA accepts this recommendation and notes that it is in the 
current FOI Practice Build to create this resource.  
January 2026 commentary: We are seeking this additional 
time to develop and implement a participant-centric FOI 
processing manual that is fit for purpose of the NDIA. The 
additional time to sought to ensure that we draft and consult this 
artefact in alignment with our other planned FOI Practice Build 
initiatives in 2026. It is our intention that the publishing and 
implementation of the manual will be aligned with the training 
packages, SOPs, Guides, internal and external webpages and a 
range of templates that are concurrently being produced in FOI 
Practice Build initiatives.  
The policy team that will be responsible for developing the new 
FOI processing manual has been reallocated from other duties 
in the division to focus on the FOI Practice Build and is working 
on internal SOPs, Guides, Templates and Work flows that are 
essential for the success of the FOI team’s capability uplift and 
will be critical for the FOI practice manual.    
Additionally, the Agency has the added commitment to ensure 
that all documents published by the NDIA are accessible and 
are written in plain English. The Agency will consider accessible 
formats, easy read formats and all of the associated web pages 
when finalising this recommendation.  

4. The NDIA ensure the FOI processing manual 
is publicly available on the NDIA’s website, 
consistent with the requirements of the 
Information Publication Scheme. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 April 2026. 

As above. 
January 2026 commentary: The FOI Practice Manual will be 
published and made publicly available when it is finalised. The 
Agency will consider and work across Agency business areas to 
ensure that it is published in an accessible format, easy read 
format and all of the associated web pages are aligned and 
updated in alignment with the manual when finalising this 
recommendation.  

5. The NDIA review, and update (if necessary), 
internal policies that support the FOI 
processing manual,  
including training and guidance materials for 
FOI decision makers,15 to support decision 
makers to comply with statutory processing 
timeframes and make decisions 
independently.16 These internal policies 
should reflect current revisions to Part 3 of the 
FOI Guidelines and include references to 
relevant OAIC resources18 to support FOI 
processing officers and decision makers. 

30 Jan 26  Accepted  

Completed. 

Completed. 
The Information Access and Privacy Branch has developed a 
new suite of internal SOPs, process guides and templates that 
are internally published and available to the whole team to 
support them in their roles. These resources are aligned and 
embedded into our dedicated training program that is in 
development.  

6. The NDIA enhance governance arrangements, 
promote proactive release of information and 
support compliance with IPS (Information 
Publication Scheme) and disclosure log 
requirements, by developing a process for 
identifying updates to the IPS entries on the 
NDIA’s website, to support proactive release 
of information in accordance with the IPS. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

The Agency will 
have the disclosure 
log component 
commenced by 27th 
February 2026. 

Commenced. 
The Agency has commenced work to transition to making 
documents of new decisions directly downloadable on the 
disclosure log in early 2026. This will provide downloadable 
copies of suitable FOI requests. The Agency will also commence 
backdating previous decisions throughout 2026 to make sure 
they are also available by direct download.  
January 2026 commentary: This is on track to commence in 
February 2026.
The Information and Access Branch will continue to work across 
the Agency to promote and support proactive release of 
information in accordance with the IPS.   
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OAIC recommendation OAIC due date  NDIA Response  NDIA commentary  
January 2026 commentary: The IAP Branch is underway 
designing and implementing Agency training packages that will 
include the IPS to enhance awareness and engagements with 
the Agency’s IPS requirements. The Branch intends on aligning 
governance arrangements with other functions of the Agency 
and will require support from various business areas in the 
Agency whereby delay may be incurred with current transform 
initiatives. There are also known technical issues and resource 
constraints in some of these areas. 

7. The NDIA ensure that all FOI team staff and 
other relevant staff (ie. FOI decision makers) 
have received training in relation to the formal 
guidance referred to in recommendations (4) 
and (6), and that new staff joining the FOI 
Section are trained in relation to this formal 
FOI guidance within 2 weeks of commencing 
in the FOI team. 

30 Jan 26  Accepted; propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

Could be ‘marked as 
‘Complete’ with 
minor update of 
wording, please see 
proposed revision in 
purple text for 
consideration. 

Partially complete. 
All existing staff have received comprehensive training to 
address recommendation 4 and 6. As these recommendations 
are implemented and further guidance material created; all staff 
will be trained accordingly. 
January 2026 commentary: If ‘all other relevant staff’ could be 
removed from this recommendation this recommendation could 
be marked as complete and will be considered an ongoing BAU 
initiative for the FOI team. Therefore, a request for extension 
would not be required.  ‘All other relevant staff’ are covered in 
the Agency’s business areas (as per Recommendation 8) and 
support staff which we are proposing to add to Recommendation 
9. All staff will be suitably trained with various training products 
that the IAP Branch has in development.  

8. The NDIA develop or update and deliver, 
training to all business areas responsible for 
compliance with general FOI obligations, 
including IPS obligations, disclosure log 
requirements, and compliance with search and 
retrieval requests, including the statutory 
timeframes and the requirement to take all 
reasonable steps to find relevant documents 
under s 24A of the FOI Act. This training 
should be made broadly available to all staff, 
and ongoing refresher training completed at 
regular intervals. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 
30 March 2026, 

Commenced.   
The NDIA employs a decentralised model in relation to the 
management of FOI responses. The Agency consists of 31 
divisions across nine groups. A product is currently in 
development.  Additional time is sought given the current high 
work volumes and the size and span of the Agency to finalise 
delivering the sessions. 
January 2026 commentary: The Information Access & Privacy 
Branch is developing an online training module that will be 
available Agency wide via it’s centralised learning ICT platform 
‘LEAP’.  A copy of this product can be provided to OAIC for 
visibility, and it is highly likely this module will be rolled out 
ahead of the requested extension. However, the branch must 
engage with the Agency’s national Learning & Development 
team for this to occur.  Their current priorities include New 
Framework Planning, and this could impact delivery dates.  The 
Agency is comfortable in agreeing to a date of 30 March 2026, 
on the understanding that there may be a delay beyond the 
developing branch’s immediate control.   

9. The NDIA develop training for all relevant 
Senior Executive staff and their support staff
about the NDIA’s general obligations under the 
FOI Act, which specifically addresses the 
requirements of the Information Publication 
Scheme under Part II of the FOI Act. This 
training should be delivered as part of the 
NDIA’s induction process for new staff, and 
form part of any refresher training for SES 
employees. 

30 Jan 26 Accepted, propose 
that an additional 
time is required for 
implementation by 
30 June 2026. 

As above 
January 2026 commentary: The Agency has approximately 
125 SES level staff and employs a decentralised model in 
relation to collating documents sought under FOI.
A specific product will be developed for SES and their relevant 
support staff. It will be aligned with the all-staff training product 
and is due for completion at the end of March 2026.  The 
Agency is happy to provide a copy of that product, once cleared, 
but note the size of the Agency and number of SES staff means 
a practical roll out and uptake is more realistically achieved by 
30 June 2026.   
For clarity we have included ‘relevant support staff’ in this 
response to allow for Recommendation 7 to be closed.  

10. The NDIA assess the impact of the potentially 
invalid s 15AA agreements on its FOI 
timeliness statistics as reported to the OAIC 
during one quarter or a sample set of data in 
the 2023-24 financial year and report back to 
the OAIC with adjusted FOI timeliness 
statistics and an explanation of the identified 
impact. 

30 Jan 26 Accepted, propose 
that an additional 3 
months is required 
for implementation 
by 30 April 2026 

The Agency proposes to review the matters that were recorded 
“in time” and that had a 15AA agreement. The Agency proposes 
to post pone reviewing matters that were deemed to have been 
refused, regardless of the 15AA in the current peak high work 
volume environment.  
January 2026 commentary: The IAP Branch could finalise with 
a shorter extension if OAIC could consider providing the Agency 
with a data set, or preferably consider requesting a much 
smaller data sample from within the year to enable us to do a 
deep dive of this work and to address potential continuous 
improvement reflections of work done in 23-24. The IAP Branch 
is very focused on reducing the highest workloads in the 
Agency’s history and is prioritising resources on implementing 
capability and capacity uplift programs in the FOI Practice Build. 
Deploying staff without more time available to this work may 
cause delays in others priority areas. Please see proposed 
revised wording in purple for your consideration.   
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Again, I am very happy to discuss any of these items with you in more detail and provide ongoing updates to ensure OAIC is comfortable with our progress.  

We look forward to keeping you informed of our progress in building the FOI capability and capacity.  

Kind regards, Fiona  

Fiona Castles
Branch Manager 
Information Access & Privacy
Reviews & Information Release Division 
National Disability Insurance Agency

Phone: 
Email @ndis.gov.au
EA: @ndis.gov.au
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