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It is the responsibility of the user of this document to ensure that only the current version is being 
used. City West Housing Pty Ltd may amend this document at any time. 

 

DOCUMENT AND AMENDMENT HISTORY 

 

VERSION 
BOARD/CEO APPROVAL 
DATE 

SUMMARY OF CHANGES 

1.0 Board - Dec 2014 First publication 

2.1 Board - April 2019 Amendments as per the Privacy Act 1988 

3.0 Board - July 2022 
Review and Inclusion of CWH group of 
companies 

3.1 CEO - October 2024 
Review and minor changes to personal 
information 

4.0 Board – 23 July 2026 
Full review and update of policy 

 

This document can be downloaded from www.citywesthousing.com.au 

 

 

 

 

 

 

 

 

 

 

 

 

 

All correspondence should be directed to: 

Privacy Officer 

City West Housing Pty Ltd 

PO Box 141, Pyrmont NSW 2009 

 

For Enquiries: 

Email address: enquiries@citywesthousing.com.au 

Phone number: (02) 8584 7500 

http://www.citywesthousing.com.au/
mailto:enquiries@citywesthousing.com.au
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1. PURPOSE 
This Privacy Policy outlines the circumstances under which City West Housing Pty Limited and its 
subsidiaries (CWH) collect, use, store and disclose personal and health information.  It also 
explains the circumstances under which CWH may share this information with other parties.  CHW 
is committed to complying with the Privacy Act 1988 (Cth) (Privacy Act), including the Australian 
Privacy Principles (APP’s), and other applicable privacy laws. 
 
Protecting the privacy of our customers is important. CWH recognises that individuals entrust the 
organisation with personal information, including sensitive personal information, when applying 
for housing or accessing its services. CWH is committed to treating that information with care, 
respect and confidentiality. 
 
CWH collects only personal information that is necessary to provide its services, meet its legal and 
regulatory obligations and fulfil its role as an affordable housing provider. CWH is committed to 
protecting personal information through appropriate security measures, maintaining accurate and 
up-to-date information where appropriate, retaining information only for as long as required and 
securely disposing of personal information that is no longer needed. In doing so, CWH complies 
with applicable privacy laws and regulatory requirements while maintaining the information 
necessary to deliver safe, effective and responsive housing services. 
 

2. SCOPE 
This Privacy Policy applies to all staff, directors, residents, housing applicants, and other 
individuals whose personal information is collected, used, stored, or disclosed by CWH in the 
course of providing housing and housing-related services. This includes, but is not limited to, 
applicants for housing, tenants and members of their households (residents), job applicants, 
staff, volunteers, contractors/consultants, and visitors.  

 

3. GLOSSARY OF TERMS AND ABBREVIATIONS 
APP’s or Australian Privacy Principles mean the principles set out in Schedule 1 of the Privacy 
Act. 
 
Health information has the meaning given to that term in the Privacy Act 1988 (Cth) and Health 
Records and Information Privacy Act 2002 (NSW). 
 
Personal information means information or an opinion about an identified individual, or an 
individual who is reasonably identifiable: 

 whether the information or opinion is true or not; and 
 whether the information or opinion is recorded in a material form or not. 

 
Sensitive information has the meaning given to that term in the Privacy Act 1988 (Cth). 
 
Subsidiary has the meaning given to that word in section 46 of the Corporations Act 2001 (Cth). 
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4. COLLECTION OF PERSONAL INFORMATION 
TYPES AND PURPOSE OF COLLECTION 

CWH collects personal information to provide housing services (including maintaining a waiting 
list, assessing eligibility for housing, allocating approved applicants to homes, calculating rent, 
property and tenancy management), facilitate access to support services, engage with employees 
and suppliers and comply with legal obligations, including work health and safety requirements.  
Some personal information collected may include sensitive information or health information.  
Personal information collected may include, but is not limited to: 

 Names, addresses and other contact details; 
 Dates of birth; 
 Next of kin details; 
 Nationality, country of birth and languages spoken at home; 
 Cultural practices, including seasonal movement or communal movement; 
 Government identifiers; 
 Signatures; 
 Photographs; 
 Bank account details;  
 Income information; and 
 Sensitive information, such as health information, race, ethnicity, religion, criminal record 

or political affiliation; 

Where possible, CWH will collect personal information personally from the individual.  However, 
given the nature of CWH operations, personal information may also be collected through email, 
letters, notes, telephone calls, text messages, face-to-face meetings, financial transactions, 
utility bills and surveillance activities (such as the use of closed circuit television or security 
cameras or swipe card information).  Personal information may also be provided to third parties 
providing services to CWH, for example, a supplier conducting a survey on behalf of CWH or a 
contractor undertaking maintenance work at properties on behalf of CWH. 

CWH may record phone calls customer facing staff have with individuals.  An individual can 
request that a phone call not be recorded at any time.  Staff will inform individuals that the call 
may be recorded.   

Information may also be collected from third parties such as referring agencies, service providers 
or independent sources. 

 

NOTICE OF COLLECTION 

At or around the time CWH collects personal information, CWH will endeavour to provide a notice 
outlining how CWH will hold, use and disclose the personal information.  Collection of information 
from third parties will only occur when it is not reasonable or practical to obtain the information 
from the individual.  Collection will always occur in accordance with this policy. 

 

UNSOLICITED PERSONAL INFORMATION 

Unsolicited information that is not relevant to CWH’s services will be destroyed, permanently 
deleted or de-identified in accordance with data retention policies, unless it can be lawfully 
retained. 
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5. USE AND DISCLOSURE OF PERSONAL INFORMATION 
CWH will only use or disclose personal information for the purpose for which it was collected, or 
for a related purpose (or a directly related purpose for sensitive information) unless: 

 The individual has consented to the use or disclosure for another purpose; 
 The individual would reasonably expect the use or disclosure for another purpose; 
 The use or disclosure is required or authorised by Australian or NSW law or a 

court/tribunal order; 
 The use or disclosure is necessary for enforcement-related activities; or 
 The use or disclosure is necessary to reduce or prevent a serious threat to the life, health 

or safety of any person, or to public health or safety. 

CWH may also use or disclose government-related identifiers, such as driver’s licence numbers or 
Centrelink reference numbers, where necessary for its functions or activities. 
 
CWH may use personal information such as images in social media or promotional materials.  CWH 
will seek consent from participants for this use. 
 
CWH may use computer programs to review personal information collected from individuals.  The 
following table sets out detail of how computer programs are used in decision making by CWH. 
 

Activity Personal 
information used by 
computer program 

Kinds of decisions 
made solely by 
computer programs 

How use of computer 
program is related to 
making the decision 

Review of 
income evidence 
on rent review if 
fraud is 
suspected 

• Pay slips 
• Documents 

supporting 
evidence of 
tenant income 

Nil Identifies fraudulent 
documents.  Computer 
program information may 
inform decision making 
regarding ongoing housing 
eligibility and rent 
assessment. 

 

6. STORAGE AND SECURITY OF PERSONAL INFORMATION 
CWH takes all reasonable steps to protect personal information from misuse, interference, loss 
and unauthorised access, modification or disclosure.  Measures include: 

 Restricting access to information based on staff roles and responsibilities; 
 Ensuring secure access points and physical security measures; 
 Implementing robust information technology and cyber security systems; 
 Conducting due diligence on third party service providers to ensure compliance with the 

APP’s or similar privacy regimes; and 
 Securely destroying or de-identifying personal information that is no longer required. 

CWH may upload or process personal information within third party artificial intelligence 
platforms.  All use of artificial intelligence will be in accordance with CWH’s policies and 
procedures, including use of a proprietary platform to manage confidentiality and privacy 
considerations.  
 
If a data breach occurs that is likely to result in serious harm to individuals, CWH will comply with 
its obligations under the Notifiable Data Breaches Scheme, including notifying affected 
individuals and the Office of the Australian Information Commissioner. 
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7. ACCESS TO AND CORRECTION OF PERSONAL INFORMATION 
Individuals may request access to their personal information or request corrections to ensure its 
accuracy.  CWH will verify the individual’s identity before granting access or making corrections.  If 
a request is denied, CWH will provide reasons for the decision. 

CWH may charge a fee for collating and providing access to an individual’s personal information. 

 

8. COMPLAINTS AND FURTHER INFORMATION 
CWH is committed to resolving privacy-related issues and concerns.  Individuals may direct any 
privacy-related enquiries, questions, complaints or appeals to CWH’s Privacy Officer: 

 

Email:  enquiries@citywesthousing.com.au  

Phone: +61 2 8584 7500 

Mail: Privacy Officer, PO Box 141, Pyrmont NSW  2009 

 

If a complaint is not resolved to the individual’s satisfaction, they may refer the matter to the Office 
of the Australian Information Commissioner or, in the case of health information, to the 
Information and Privacy Commission NSW. 

 

9. OTHER RELEVANT POLICIES 
When implementing this policy, CWH will have regard to relevant legislation and the following 
policies: 

• Allocations and Eligibility policy 
• Rent policy 
• Complaints and Appeals policy 
• AI Policy 
• Data Governance Policy 

 

10. UPDATES TO THIS POLICY 
CWH may update this policy from time to time to reflect changes in legal requirements or 
organisational practices.  The most current version of the policy will be available on CWH’s 
website. 
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