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Privacy Policy 

Version 1.4  |  Effective Date: 1 Sep 2026  |  Review Cycle: Annual 

1. Introduction 
Minds Support Network Pty Ltd (referred to in this document as “Minds Support Network”, “We”, “Us” or “Our”) 
is an Australian provider of online therapeutic support, delivering counselling, psychology, occupational 
therapy, art therapy and related services through interactive digital environments. We are a registered 
provider with the National Disability Insurance Scheme (NDIS) and operate nationally across Australia. 

This Privacy Policy explains how We collect, use, store, disclose and protect personal information about the 
participants who engage with Our services, the people who interact with Us on their behalf, and the 
contractors and visitors who connect with Our organisation. 

We are committed to protecting the privacy of every person We work with. Privacy is fundamental to 
therapeutic trust and to the dignity of every person who engages with Our service. This Policy sets out the 
standards We hold Ourselves to and the rights every person holds in relation to their personal information. 

This Policy is governed by: 

• The Privacy Act 1988 (Cth) and the Australian Privacy Principles (APPs). 
• The National Disability Insurance Scheme Act 2013 (Cth) and applicable NDIS legislation, rules, 

standards and regulatory requirements. 
• The Notifiable Data Breaches (NDB) scheme under Part IIIC of the Privacy Act 1988 (Cth). 
• Other applicable Australian federal and state, territory privacy and health record laws (e.g., state-

based health information Acts). 

2. Scope 
This Privacy Policy applies to all personal information collected by Us in connection with Our services, 
including: 

• Information collected through Our website at mindssupportnetwork.com. 
• Information collected through Our enquiry, registration, referral and contact forms. 
• Information collected during onboarding, intake assessments and ongoing service delivery. 
• Information collected through Our practice management software. 
• Information collected during phone, email and other direct communications. 
• Information collected from authorised third parties including parents, guardians, support coordinators, 

plan managers and clinical professionals. 
• Information collected from contractors and prospective contractors during their engagement with Us. 

3. What Personal Information We Collect 
Personal information is any information or opinion about an identified individual, or an individual who is 
reasonably identifiable, whether the information is true or not and whether it is recorded in material form or 
not. 

Some of the information We collect is classified as sensitive information under the Privacy Act 1988 (Cth), and 
We protect this information in accordance with the Act. Sensitive information includes information about a 
person’s health, disability, race, ethnic origin, religious beliefs, sexual orientation, gender identity, and other 
categories listed in the Act. 

3.1 Participant Information 
In the course of providing Our services, We typically collect: 
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• Name, date of birth, age and contact details. 
• Residential address, including state or territory for compliance with state-based health record 

retention laws and mandatory reporting purposes. 
• Information about disability, diagnoses, mental health conditions and presenting concerns. 
• Therapeutic goals and history. 
• Information about the participant’s support network, including names and contact details of parents, 

guardians, support coordinators, plan managers, or other authorised representatives 
• NDIS plan information where applicable, including plan number, plan management arrangements and 

funding categories. 
• Information relevant to safeguarding, including trauma history where disclosed and risk factors. 
• Session records, case notes, assessments, observations and progress documentation. 
• Communication preferences, including preferred platforms, communication styles and accessibility 

needs. 
• Cultural identity, including where the participant identifies as Aboriginal or Torres Strait Islander, 

culturally and linguistically diverse, LGBTQIA+, or any other identity relevant to their care. 
• Payment and financial information necessary for invoicing and managing NDIS or private funding 

arrangements. 

3.2 Authorised Representative Information 
Where a participant has a parent, guardian, support coordinator, plan manager or other authorised 
representative, We collect: 

• Name and contact details. 
• Relationship to the participant. 
• Authority to act on behalf of the participant. 
• Communications relevant to the participant’s care. 

3.3 Contractor Information 
In engaging and managing Our contractor network, We collect: 

• Name, contact details, business name and Australian Business Number (ABN). 
• Professional qualifications, credentials and registration details, including AHPRA registration numbers 

for registered practitioners, where applicable. 
• Working with Children Check, national police clearance, NDIS Worker Screening Check and 

professional indemnity insurance details. 
• References, employment history and tax information. 
• Payment information for invoicing. 
• Records relevant to the management of the contractor engagement. 

3.4 Website Visitor Information 
Our website may collect information from visitors including: 

• IP address, browser type, operating system and device information. 
• Pages visited, time spent on pages, and navigation patterns. 
• Referring website or source. 
• Information voluntarily provided through enquiry, contact, registration or referral forms. 
• Cookies and similar tracking technologies, where consented to. 

4. How We Collect Personal Information 
Personal information is collected in the following ways: 

4.1 Directly from the Individual 
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Most personal information is collected directly from the individual or their authorised representative. This 
includes information provided through enquiry forms, registration forms, intake assessments, conversations 
during onboarding, and information disclosed during the course of service delivery. 

4.2 From Authorised Representatives 
For participants who are minors or who have an authorised representative, information may be collected from 
that representative, for example, a parent providing information about their child during onboarding. 

4.3 From Third Parties 
With the individual’s consent where required, and otherwise as permitted or required by law, We may collect 
information from: 

• Other healthcare professionals or treating clinicians involved in the participant’s care. 
• Support coordinators, plan managers, schools or other agencies engaged in the participant’s support. 
• NDIS plan documentation provided by the participant or their representative. 

4.4 Through Our Service Delivery 
Personal information is generated through the delivery of Our services, including session notes, observations, 
psychological assessments and progress documentation completed by Our practitioners or team members. 

4.5 Through Our Website 
Information about website visitors is collected automatically through standard web analytics tools and cookies, 
as well as information voluntarily provided through online forms. 

5. Why We Collect Personal Information 
We collect personal information for the following purposes: 

• To provide therapeutic and allied health services to participants. 
• To match participants with appropriate credentialed practitioners. 
• To plan, schedule, deliver and document therapy and allied health services. 
• To ensure participant safety and discharge Our safeguarding obligations. 
• To communicate with participants, their families and support networks. 
• To engage and manage Our contractor network. 
• To meet Our obligations as a registered NDIS provider, including reporting and audit requirements. 
• To comply with mandatory reporting obligations under state and territory law. 
• To invoice for services and process payments. 
• To respond to enquiries and feedback. 
• To manage complaints and incidents. 
• To improve Our services through internal review and quality assurance. 
• To comply with applicable Australian law. 

6. How We Use and Disclose Personal Information 
We use personal information for the purposes for which it was collected, for purposes reasonably related to 
those purposes, and for purposes permitted or required by law. We do not sell personal information to any 
third party under any circumstances. 

6.1 Within Minds Support Network 
Personal information is shared within Our organisation on a need-to-know basis. Only practitioners and team 
members who need access to specific information in order to deliver services or carry out Our operations 
have access to that information.  

6.2 With the Participant’s Support Network 



PP_v1.4_0826 © Minds Support Network Pty Ltd 2026 

With the individual’s consent where required, and otherwise as permitted or required by law, We may share 
information with authorised members of a participant’s support network, including parents, guardians, support 
coordinators, plan managers, schools and other healthcare professionals, where this is necessary for 
coordinated care and the participant’s wellbeing. 

6.3 With Third-Party Service Providers 
We use third-party service providers to support the delivery and administration of Our services and the 
operation of Our organisation. Depending on the service involved, these providers may process, store or 
provide access to personal information on Our behalf. 

These providers may include: 

• practice management and record-keeping providers; 
• cloud storage, hosting and information technology providers; 
• accounting, payment and financial administration providers; 
• communication, video conferencing and telehealth platform providers; 
• website and technical service providers; and 
• professional advisors, including accountants, auditors and legal advisors. 

We take reasonable steps to select and manage third-party service providers in a manner that supports the 
protection of personal information. Where appropriate, We use contractual or other measures to establish 
requirements for the secure handling of personal information and to limit its use to authorised purposes. 

Personal information handled through Our systems is subject to the security and information-handling controls 
set out in Our Cyber Security and Information Handling Policy, including controls relating to access, 
authentication, storage, email handling, system security and incident response. 

Where a third-party service provider handles personal information outside Australia, We will manage the 
disclosure in accordance with the requirements of the Privacy Act 1988 (Cth), including Australian Privacy 
Principle 8 where applicable. 

 

6.4 Where Required or Authorised by Law 
We may disclose personal information where required or authorised by law, including: 

• Mandatory reporting obligations to state and territory child protection authorities, police or other 
regulatory bodies. 

• Notification of reportable incidents to the NDIS Quality and Safeguards Commission under the NDIS 
(Incident Management and Reportable Incidents) Rules 2018. 

• Notifications to the Australian Health Practitioner Regulation Agency (AHPRA) or a relevant National 
Board, where required or authorised by applicable law. 

• Response to subpoenas, court orders, search warrants or other lawful requests. 
• Cooperation with police investigations and inquiries from regulatory bodies. 
• Notifiable data breach reporting under Part IIIC of the Privacy Act 1988 (Cth). 

6.5 In Emergencies 
Where We reasonably believe that the use or disclosure of personal information is necessary to lessen or 
prevent a serious threat to the life, health or safety of an individual, We may disclose relevant information 
without consent where permitted by law. This may include disclosure to emergency services, healthcare 
providers or other appropriate persons where necessary to respond to the threat. 

Where practicable and appropriate, We will consider the participant’s wishes and seek consent before making 
a disclosure. Any disclosure will be limited to information that is reasonably necessary to address the 
circumstances. 

6.6 Anonymised and Aggregated Information 
We may use information that has been appropriately de-identified or aggregated for purposes such as service 
improvement, quality assurance, statistical analysis and internal reporting. 
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We take reasonable steps to ensure that information used in this way does not reasonably identify an 
individual. 

Where information remains personal information, We will handle it in accordance with this Privacy Policy and 
the Privacy Act 1988 (Cth). 

7. Sensitive Information 
Some of the personal information We collect is sensitive information under the Privacy Act 1988 (Cth), 
including health information and information about racial or ethnic origin, religious beliefs, sexual orientation 
and gender identity. 

We only collect sensitive information where the collection is reasonably necessary for Our functions or 
activities and where We have the individual’s consent, unless an exception under the Privacy Act 1988 (Cth) 
applies. This may include circumstances where collection is required or authorised by law, or where a 
permitted health situation or other permitted situation applies. 

Sensitive information We collect is used for purposes connected with providing and managing Our services, 
participant safety, compliance with Our legal and regulatory obligations, and other purposes permitted by the 
Privacy Act 1988 (Cth). 

We apply appropriate access controls, confidentiality requirements and security measures to protect sensitive 
information. 

8. How We Store and Protect Personal Information 
Personal information is stored and protected through a range of physical, technical and administrative 
safeguards. Our approach includes: 

8.1 Designated Practice Management Software 
Splose is Our designated practice management system and the canonical record for participant information. 
Participant service agreements, case notes, session records, assessment information and other clinical 
documentation are primarily maintained within Splose. 

Participant information may also be temporarily or incidentally present in other authorised systems used in the 
course of Our operations, such as through email, Google Workspace and Xero, where necessary for the 
relevant business, administrative or service-delivery purpose. Our Cyber Security and Information Handling 
Policy sets out the systems We use and the security and information-handling controls applied to them. 

8.2 Access Controls 
Access to personal information is restricted to individuals who require access to perform their role within Our 
service. We apply role-appropriate access controls and seek to limit access to the information reasonably 
necessary for the relevant role or function. 

Access to Our systems is managed in accordance with Our Cyber Security and Information Handling Policy, 
including requirements relating to authentication, access restrictions and removal of access when an 
engagement ends. 

8.3 Device and Network Security 
Our contractors and team members are required to use password-protected devices, secure internet 
connections and approved platforms for all work involving personal information. Personal information must not 
be stored on personal devices, external drives or unapproved systems beyond what is reasonably necessary 
for authorised work.  

8.4 Encryption 
Where supported by the relevant system, We use encryption and other technical security controls to protect 
personal information in transit and at rest. 

8.5 Training and Awareness 
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All Our contractors and team members are made aware of their privacy and data handling obligations at 
onboarding and through ongoing professional development. 

8.6 Where Information Is Stored 
Personal information may be stored or processed in Australia or overseas, depending on the systems and 
service providers We use. 

Our primary practice management system, Splose, is used as the canonical record for participant information. 
Other authorised systems, including Google Workspace, Xero, email and other service providers, may 
process or store information in Australia or overseas. 

Where personal information is disclosed to an overseas recipient, We take reasonable steps to ensure that 
the disclosure is managed in accordance with the Privacy Act 1988 (Cth), including Australian Privacy 
Principle 8 where applicable. 

Our Cyber Security and Information Handling Policy sets out the systems We use and the security and 
information-handling controls applied to those systems. 

9. How Long We Retain Personal Information 
We retain personal information for as long as it is needed for the purposes for which it was collected, and for 
any additional period required or permitted by law. 

9.1 Clinical and Psychological Records 
Clinical and service records are retained for the period required by applicable Australian law, regulatory 
requirements and professional obligations. 

As a general minimum, participant records are retained for seven (7) years after the conclusion of the 
engagement. Where a participant was a minor at the time of engagement, records are retained until the 
participant reaches twenty-five (25) years of age, or for seven (7) years after the conclusion of the 
engagement, whichever is later. 

Where services are provided by an AHPRA-registered practitioner, records are also retained in accordance 
with the applicable requirements of the relevant National Board. 

Where multiple retention requirements apply, We retain records for the longer applicable period. 

Our Cyber Security and Information Handling Policy sets out the operational arrangements for the storage and 
retention of participant records. 

9.2 NDIS Records 
Records relating to NDIS-funded services are retained in accordance with NDIS Practice Standards and any 
applicable NDIS legislation, rules, standards and regulatory requirements. 

9.3 Financial Records 
Financial records, including invoicing and payment information, are retained for the period required by 
Australian Taxation Office requirements, typically a minimum of five (5) years. 

9.4 Contractor Records 
Contractor records, including credentialing, clearances and engagement documentation, are retained for the 
duration of the engagement and for a period afterwards consistent with audit, regulatory and legal obligations. 

9.5 Enquiry Records 
Information collected from enquiries that do not progress to service engagement is retained for a reasonable 
period to enable follow-up, after which it is destroyed or de-identified. 

9.6 Destruction or De-identification 
When personal information is no longer needed for any purpose for which it may be used or disclosed under 
this Policy, and is not required by law to be retained, We take reasonable steps to destroy the information or 
ensure it is de-identified. 
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10. Your Rights 
Under the Privacy Act 1988 (Cth) and this Privacy Policy, individuals have the following rights in relation to 
their personal information held by Us. 

10.1 Right to Access 
Individuals have the right to request access to the personal information We hold about them. We will respond 
to access requests within a reasonable period and generally within thirty (30) calendar days. Access will 
generally be provided unless access is restricted or refused under the Privacy Act 1988 (Cth) or another 
applicable law.  

10.2 Right to Correction 
Individuals have the right to request correction of personal information that is inaccurate, out-of-date, 
incomplete, irrelevant or misleading. We will correct information promptly upon being satisfied that correction 
is appropriate. We will respond to correction requests within a reasonable period and take reasonable steps to 
correct information where appropriate. 

10.3 Right to Withdraw Consent 
Where We rely on consent to collect, use or disclose personal information, individuals have the right to 
withdraw that consent at any time. Withdrawal of consent may affect Our ability to continue providing certain 
services or sharing information with particular people or organisations. 

10.4 Right to Complain 
Individuals have the right to complain about how We handle personal information. Complaints can be raised 
through: 

• Direct contact with Our Compliance team via complaints@minds.care. 
• The Office of the Australian Information Commissioner (OAIC) on 1300 363 992 or at oaic.gov.au. 
• The NDIS Quality and Safeguards Commission on 1800 035 544 for matters relating to NDIS 

services. 
• The Australian Health Practitioner Regulation Agency (AHPRA), where the complaint relates to the 

conduct or professional practice of an AHPRA-registered practitioner.” 

10.5 How to Exercise Your Rights 
To exercise any of these rights, contact Our Compliance team at compliance@minds.care. Requests are 
generally responded to within thirty (30) days. We may require verification of identity before fulfilling a request 
to ensure information is not disclosed to or amended by an unauthorised person. 

11. Cookies and Online Tracking 
Our website uses cookies and similar tracking technologies to support functionality, analyse usage patterns 
and improve the user experience. Types of cookies and tracking technologies We use include: 

• Essential cookies necessary for website functionality. 
• Analytics cookies (such as Google Analytics) to understand how visitors use Our website. 
• Marketing and advertising cookies, where consented to, to support Our marketing activities. 

Most browsers allow users to control cookies through their settings. Disabling certain cookies may affect the 
functionality of Our website. Where required by law, We provide a cookie notice and obtain consent before 
placing non-essential cookies. 

12. Changes to This Policy 
We may update this Privacy Policy from time to time to reflect changes in Our practices, services or applicable 
law. The current version is available at all times on Our website at mindssupportnetwork.com. Significant 
changes are communicated through Our website and, where appropriate, directly to participants and 
contractors. 
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13. Contact and Enquiries 
For any questions, requests or complaints relating to privacy and the handling of personal information, please 
contact: 

• Compliance: compliance@minds.care  
• General enquiries: register@minds.care  
• Website: mindssupportnetwork.com  
• Office of the Australian Information Commissioner (OAIC): oaic.gov.au  |  1300 363 992 
• NDIS Quality and Safeguards Commission: 1800 035 544 
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