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Yours faithfully 
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Crown Solicitor’s message 

I am pleased to share the annual report for the Crown Solicitor’s Office (CSO) for the financial year 
ended 30 June 2022.  

The year was not without its challenges as we responded to the ongoing impacts of the global COVID-19 
pandemic and environmental disasters impacting the State and the country. I am deeply grateful for the 
unwavering commitment that CSO staff have shown in delivering high-quality and cost-effective legal 
services to our clients – the NSW Government and its agencies. 

The CSO has continued to focus on providing clear and authoritative legal advice and resolving legal 
disputes efficiently and effectively for our clients, including advising on new and interesting matters 
related to the various COVID-19 Public Health Orders. 

We delivered our annual CPD Conference and our second NSW Government Solicitors’ Induction 
Training via livestream for clients. We also hosted two separate livestreams on the impacts of COVID-19 
vaccination mandates and privacy law related developments. 

The CSO achieved a net surplus of $5.2M, $2.4M higher than the budgeted $2.8M. The office will make 
a distribution payment of $0.8M from the distributable operating surplus, as approved by the Treasurer. 
Revenue of $74.6M was materially on budget of $74.3M, and $3.4M higher than 2020-21. The volumes 
of work in each legal practice group remained broadly in line with the previous year and budget. 

Looking ahead, we will direct our resources and effort on activities aligned with the CSO core values of 
high quality and cost-effective legal services, client focus, and a culture of continuous improvement. We 
will continue to build on our initiatives for growing non-core legal work. 

Central to the delivery of our legal services are the excellent legal and support staff who work at the 
CSO. The CSO comprises a diverse range of capable and committed professionals who help to solve 
complex legal problems for our clients. 

One of the things I have been most proud of during 2021-22 is the way we are more effectively using our 
knowledge and expertise to collaborate and support each other, to strive together to provide the 
highest quality legal services for our clients. 

Karen Smith 
Crown Solicitor 
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Highlights 2021-2022 

3,641 New matters opened. 

$5.2M Net surplus. 

Partnered with Ngalaya Indigenous Corporation to implement a 
mentoring program for Indigenous graduates.  

Partnered with CareerSeekers to offer employment to university 
students who are asylum seekers or refugees. 

Participated in the Positive Action towards Career Engagement 
(PACE) Mentoring Program, connecting students and jobseekers 
with disabilities to mentors from the CSO. 

Delivered two major CPD events to over 700 clients: the annual 
CSO CPD Conference and the NSW Government Solicitors’ 
Induction Training. 

Won the 2021 Micro Focus Information Management and 
Security Award for our work on the Content Manager upgrade to 
improve our electronic document and records management 
system. 
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About the CSO 

The CSO is the largest provider of legal services to the NSW Government and its agencies. 
Our objective is to provide effective and efficient legal advice and representation to our 
clients, to support them in delivering policies, programs and projects for the people of NSW. 

Our strategic direction is guided by the State Outcome, ‘effective and efficient resolution of 
legal disputes.’ 

The CSO is a public service executive agency under the Government Sector Employment Act 2013. The 
head of the agency, the NSW Crown Solicitor, is the solicitor on the record for legal proceedings 
when representing the State, agencies, or Ministers. 

The CSO is part of the Stronger Communities cluster. The cluster’s Principal Department is the 
Department of Communities and Justice. 

Services 
Through her office, the Crown Solicitor is the sole 
provider of legal services to the NSW -Government in 
all matters that are regarded as ‘core legal work’.  

Premier’s Memorandum 2016-04 directs that the 
Crown Solicitor must be engaged by government 
agencies (subject to that Memorandum) to perform 
such work. 

A matter constitutes core legal work where: the best 
interests of the NSW Government as a whole require 
a single source of authoritative legal advice and 
central management; or it relates to the statutory or 
common law functions of the Attorney General. 

Approximately 70% of the CSO’s work is core legal 
work, performed at cost recovery rates. The Crown Solicitor’s legal fees and disbursements for core 
legal work are met from the Attorney General’s Legal Fund, unless some other source of funding is 
available, such as the Treasury Managed Fund (TMF). 

The legal services provided by the CSO include legal advice, representation in litigation, 
representation at inquests and other inquiries, negotiating property and commercial transactions, 
drafting documents and agreements, including intergovernmental agreements, assisting Royal 
Commissions and other inquiries, and preparing publications and training for government agencies. 

The CSO competes with the private sector to deliver non-core legal work to government agencies, 
including under the new icare legal services panel and alongside the NSW Government Legal 
Services Panel.  

Agency aims 
 Deliver high-quality, cost-

effective legal services.

 Provide exceptional customer
service to our clients – the
NSW Government and its
agencies.

 Foster a culture of continuous
improvement in the way we
work.
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Clients 
Under s.44 of the Legal Profession Uniform Law Application Act 2014, the Crown Solicitor may act as 
solicitor for: 
 the State of NSW
 a person suing or being sued on behalf of the State of NSW
 a Minister of the Crown acting in his or her official capacity
 a body established by an Act or other law of NSW
 a statutory officer or employee of the Public Service or any other service of the State of NSW or

of a body established by an Act or other law of NSW
 a person holding office under an Act or other law of NSW or because of the person’s appointment

to that office by the Governor or a Minister of the Crown
 any other person or body, or any other class of persons or bodies, approved by the Attorney

General.

The Crown Solicitor does not provide legal services to the general public. 

Key priorities and initiatives 
During 2021-22, our key priorities included growing non-core revenue while controlling costs, 
ensuring all core legal work is performed cost effectively in accordance with the core legal work 
guidelines, and supporting our people so that we have a healthy, resilient and engaged workforce. 

We identified several strategic initiatives to focus on in 2022-23 to ensure we continue to provide 
high quality legal advice and representation. The Non-Core Working Group (NCWG), established in 
March 2021, identified opportunities to increase the volume and range of non-core legal work 
performed by the CSO. The NCWG developed 8 key initiatives that will be pursued by the CSO over 
the next year, including: reinvigorating the CSO’s Key Relationship Manager (KRM) arrangements; 
progressing secondment arrangements; and developing key enablers within the office. Other 
strategic initiatives include: 
 increasing awareness of the CSO’s expertise in key areas
 providing support for client relationship skill development
 identifying and implementing workstream-specific initiatives
 enhancing knowledge management and information sharing
 embedding digital-first practices and ensuring business support aligns with our business

requirements
 ensuring appropriate resource profile for growth
 implementing a revised wellbeing framework, including enhanced proactive measures focussed

on staff wellbeing.

Sustainability 
The CSO pursues a digital-first strategy to reduce the need for printing, power, multi-function devices 
and physical archive storage. 

The CSO’s integrated electronic practice management system (Elite) replaced paper-based and 
partially computerised legacy systems in December 2019. The use of applications such as Kiteworks, 
Dekko and Sharepoint for digital document exchange further reduces the need for printing 
documents. Paper consumption dropped by two-thirds in the first 18 months of implementing these 
new digital solutions. 
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The CSO’s sustainable office management priorities include recycling all photocopier/printer toners 
with Close the Loop, purchasing carbon neutral certified copy paper and replacement of single use 
plastic kitchen items with bio-degradable varieties. The CSO sustainably disposes of laptops and 
mobile phones. 

Where permitted by applicable laws and court rules, the CSO uses digital signatures and document 
exchange (Adobe Sign). 

The CSO leases a portion of a Sydney CBD building and has secured a NABERS rating of 5.5* in the 
most recent review (valid until February 2023) and ensures that new appliances meet the minimum 
star rating. 

The CSO is on track to meet the Medium Ambition target for emissions reductions from FY18/19 
levels. 

Legal practice groups 
The CSO comprises specialist practice groups including: 

Child Protection 
Specialises in child protection law in the State and federal jurisdictions, contested and non-contested 
adoptions and statutory wills for children. 

Commercial Law 
Delivers targeted, specialist assistance in areas of commercial law that apply to agencies, including 
government procurement, public finance and Crown copyright. The team also acts in State revenue 
litigation and provides representation and assistance in sensitive contractual disputes. 

Constitutional and Administrative Law 
Specialises in constitutional law, intergovernmental agreements, statutory interpretation, 
administrative law, privacy and access to information. 

Employment Law and Industrial Relations 
Manages all aspects of employment law and industrial relations in both State and federal 
jurisdictions, including in relation to workplace discrimination, licensing, and work, health and safety 
obligations. 

Government Law 
The Crown Solicitor heads a small practice group focussed on significant government legal issues, 
including Parliament and executive power. 

Inquiries 
Specialises in coronial inquests, royal commissions and special commissions of inquiry, and matters 
concerning investigatory powers and procedures. 

Property and Native Title 
Provides advice and representation in all native title and Aboriginal land rights matters for the State, 
as well as property transactions and representation and advice regarding Crown land, compulsory 
acquisitions and land valuation appeal matters. 
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Public Interest and Protection 
The Public Interest and Protection practice group (formerly known as the Community Law practice 
group) sits under the newly formed Commercial, Public Interest and Property Law division. It 
specialises in highly sensitive and complex matters for the State, including public interest immunity 
claims, charitable trusts, and adult guardianship and non-employment related discrimination matters. 

Public Safety and Justice 
Provides advice and conducts proceedings including in relation to post-sentence supervision and 
detention of high-risk offenders, parole, reviews of convictions and allegations of contempt of court. 

Regulatory and Environment 
Conducts summary prosecutions for environmental and other regulatory offences, and advises 
regulators on issues including enforcement, criminal law and procedure, and evidence. 

Torts (Justice/Law Enforcement Agencies) 
Undertakes all aspects of the defence and settlement of civil claims, specialising in claims for 
intentional torts involving law enforcement and justice agencies, and historical abuse claims. 

Torts (Service/Regulatory Agencies) 
Specialises in the defence and settlement of civil claims, with a focus on personal injury and 
negligence actions against health and other state service agencies. The practice group also 
represents agencies in coronial inquests. 
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Management and structure 

Organisational structure 
As at 30 June 2022. 

Crown Solicitor, Karen Smith 

Divisions Practice groups 

Civil Law Torts (Justice and Law Enforcement 
Agencies) 
Director, Richard Kelly 

Torts (Service and Regulatory Agencies) 
Director, Lucy Pinnock (acting) 

Commercial, Public Interest and Property Law 

Assistant Crown Solicitor, Felicity Shaw 

Public Interest and Property Law 
Director, Penny Csenderits 

Commercial Law 
Director, Michael Granziera 

Property and Native Title 
Director, Jodi Denehy 

Inquiries and Criminal Law  

Assistant Crown Solicitor, Naomi Malhotra 

Inquiries 
Director, Alana McCarthy 

Public Safety and Justice 
Director, Brett Thomson 

Regulatory and Environment 
Director, Johanna Geddes (acting) 

THRO 
Director, Enzo Camporeale 

Administrative Law, Employment and Child Protection 
Assistant Crown Solicitor, John McDonnell 

Child Protection 
Director, Nick Mitrevski 

Constitutional and Administrative Law 
Director, Paolo Buchberger 

Employment Law and Industrial Relations 
Director, Lucy Boyle 

Corporate Services Finance and Support Services 
Director, Anna Brennan 

Information Management and Technology 
Director, David Schneider 

People and Transformation 
Director (Role vacant) 
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The CSO Executive 
The CSO Executive comprises the Crown Solicitor and three Assistant Crown Solicitors, as at 30 June 
2022. 

Executive profiles 

Karen Smith, Crown Solicitor 

Karen was appointed to the role of Crown 
Solicitor in April 2019. She has spent more than 
20 years as a lawyer with various NSW 
Government agencies. Prior to commencing as 
Crown Solicitor, Karen was General Counsel 
and Deputy Secretary at the Department of 
Premier and Cabinet, with responsibilities 
encompassing legal, governance and corporate 
services. 

Qualifications: BEc, LLB, LLM 

Naomi Malhotra, Assistant Crown Solicitor 

Naomi leads the Inquiries and Criminal Law 
division. Naomi has over 18 years’ experience in 
government law and litigation, specialising in 
criminal and inquisitorial proceedings. She 
previously led, as Director, the CSO’s Criminal 
Law practice group and, prior to that, was 
Special Counsel in the Inquiries practice group. 

Qualifications: BA, LLB (Hons) 

John McDonnell, Assistant Crown Solicitor 

John leads the Administrative Law, Employment 
and Child Protection division. His expertise 
includes representing State government 
agencies in relation to statutory interpretation, 
judicial and merits review, access to 
information and privacy. 

Qualifications: BA, LLB 

Felicity Shaw, Assistant Crown Solicitor 

Felicity leads the Commercial and Property Law 
division. Her prior experience in the public 
sector (in both state and commonwealth 
agencies) involved a range of commercial 
initiatives, including asset divestments and 
infrastructure projects. 

Qualifications: BSc, LLB (Hons), MEL, GAICD 
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Operations and achievements 

Delivering legal services to the State of NSW 
The CSO accepted instructions in 3,641 new matters during 2021-22. 

Along with providing legal advice and representation to agencies for work that constitutes core legal 
work,1 the CSO competes with the private legal profession to perform non-core legal work for 
government agencies, including through the Government Legal Services and icare panels. Over the 
year, the CSO continued to provide legal services on major icare panels covering areas including 
Health, Intentional Torts, Personal Injury and Privacy.  This work covers a wide range of NSW agencies 
including Police, Communities and Justice, Education and Health entities. 

Major litigation and representation 
During the financial year, the CSO represented NSW agencies in several major matters, including 
those related to revenue, breach of contract claims, liquor licensing, employment, child protection, 
adoptions, privacy, the Government Information (Public Access) Act 2009, judicial review, valuation of 
land under the Valuation of Land Act 1916 and compensation with respect to the compulsory 
acquisition of land.  

The CSO acted for the State of NSW in over 40 Supreme Court applications for extended supervision 
orders and continuing detention orders under the Crimes (High Risk Offenders) Act 2006 (CHRO Act) 
and the Terrorism (High Risk Offenders) Act 2017 (THRO Act). 

We acted for the State in significant matters, including the first successful application for a second 
extended supervision order under the THRO Act (Hardy v State of New South Wales [2021] NSWCA 
338), and in a High Court proceeding that clarified the common law doctrine of honest and 
reasonable mistake of fact (Bell v Tasmania [2021] HCA 42). We successfully appealed the decision to 
dismiss an application for an extended supervision order in a matter which clarified the threshold 
requirements of the CHRO Act (State of New South Wales v Kaiser [2022] NSWCA 86).  

We advised and assisted the State in connection with an appeal to the full Federal Court brought by 
the ACCC alleging breach of s. 45 of the Competition and Consumer Act 2010 (Cth) by the State and 
NSW Ports. The judgement is reserved and is expected to address the principles concerning Crown 
immunity and derivative Crown immunity. 

In addition, the CSO acted for the prosecutor in a range of prosecutions and appeals concerning 
environmental and other regulatory offences. This included over 20 prosecutions under water 
legislation for the Natural Resources Access Regulator and Department of Planning and Environment 
in the Land and Environment Court, Supreme Court, Local Court and Court of Criminal Appeal. This 
water legislation aims to provide for the sustainable and integrated management of the water 
sources of the State for the benefit of present and future generations. 

Ongoing response to COVID-19, NSW floods and bushfires 
The CSO advised and assisted NSW Government agencies on a range of initiatives addressing the 
social and economic effects of the COVID-19 pandemic and the recent NSW flood and bushfire 
disasters, including ex gratia voucher and payment schemes.  

We advised clients on important issues relating to the COVID-19 pandemic, including constitutional, 
administrative law and private law challenges to the validity of public health orders in the significant 
matters of Kassam v Hazzard; Henry v Hazzard [2021] NSWSC 1320, Larter v Hazzard (No 2) [2021] 
NSWSC 1451, Can v State of New South Wales [2021] NSWSC 1480, and Davis v Minister for Health 
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[2021] NSWCATAD 310. The CSO also advised clients on the legality of mandatory vaccinations and 
the unfair dismissal claims arising from them. 

We acted in Frankcom v Commissioner of Corrective Services [2022] NSWSC 225, in which the 
Supreme Court held that the Commissioner of Corrective Services cannot be compelled to exercise 
his power under s. 276 of the Crimes (Administration of Sentences) Act 1999 to release inmates on 
parole during the COVID-19 pandemic. 

Complex inquests and inquiries 
The CSO continued its ongoing advice to NSW Government agencies in the Inquiry into the 2019/2020 
Bushfire Season and related Inquests. Stage 1 of the Inquest was held between September 2021 and 
1 July 2022, and involved investigating the cause and the origin of 37 fires, and manner and cause of 
25 deaths. Stage 2 hearings, dealing with nominated case studies, are underway. 

In 2021-22, the CSO assisted the State Coroner and Deputy State Coroners in over 60 inquest 
hearings at Lidcombe Coroners Court and in regional centres across NSW. These included inquests 
concerning missing persons, such as the Inquest into the death of Ursula Barwick who went missing at 
the age of 17 in 1987. The CSO also assisted in matters falling within the new Coronial First Nations 
Protocol, which commenced in April 2022. 

Special Commissions and Royal Commissions 
The CSO has assisted the Commissioner, Justice Sackar, in the Special Commission of Inquiry into 
LGBTIQ hate crimes. The Inquiry is reviewing a substantial number of unsolved homicide and missing 
persons cases concerning members of the LGBTIQ community in the period 1970-2010. The Inquiry is 
due to report to the Governor by June 2023. 

We continued to represent the State of NSW in two ongoing Royal Commissions: 
 The Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability, in

which the CSO has represented the State before 19 public hearings and produced a large volume
of material, witness statements and submissions. The Royal Commission’s final report is due to be
released by September 2023.

 The Royal Commission into Defence and Veteran Suicide, in which the CSO appeared for the State
in all 5 of the public hearings held during 2021-22. The Royal Commission has been extended until
June 2024.

Constitutional law matters 
The CSO advised and represented the Attorney General and agencies in significant matters involving 
constitutional law issues in the High Court, including in relation to: 

 determining the jurisdiction of the Tasmanian Anti-Discrimination Tribunal in Citta Hobart Pty Ltd v
Cawthorn [2022] HCA 16

 challenges to the validity of the Commonwealth Electoral Act 1918 (Cth) in Ruddick v
Commonwealth [2022] HCA 9

 challenges to Western Australian contracts legislation in Mineralogy Pty Ltd v Western Australia
[2021] HCA 30; Palmer v Western Australia [2021] HCA 31.

Resolution of native title and Aboriginal land claims 
The CSO is the NSW Government’s representative in native title and Aboriginal land rights matters 
and acted for clients in several complex native title and Aboriginal land claim matters during 2021-22. 
One of these was the Wongkumara connection hearing, which was the first connection hearing 
involving NSW since 2002. It concerned an area that crosses the NSW border with Queensland. 

We also provided advice in the Darkinjung Aboriginal land claim appeal, which confirmed that land 
used for supported employment of persons with a disability was land ‘needed for an essential public 
purpose’ and was therefore not claimable land under the Aboriginal Land Rights Act 1983. 



NSW Crown Solicitor’s Office 11 

Employment law and industrial relations 
In 2021-22, the CSO’s employment law and industrial relations practice group provided advice to NSW 
Government agencies on key matters related to industrial action and awards, including advising on 
the amended Industrial Relations (Public Sector Conditions of Employment) Regulation 2014 and 
ensuring salary increases were consistent with the amended regulation in Application for Crown 
Employees (Public Sector – Salaries 2022) Award [2022] NSWIRComm 1057. 

The CSO provided urgent advice and representation in various industrial disputes before both the 
Industrial Relations Commission and the Fair Work Commission. This included disputes in the areas of 
Education, Health and Transport, and proceedings in the Fair Work Commission in State of NSW & Ors 
v Australian Rail, Tram and Bus Industry Union & Or (2022) 74 AILR 103-561; [2022] FWC 1746. 

We advised and represented various agencies regarding employment related licensing matters and 
working with children checks and appeared in the NSW Civil and Administrative Tribunal and the 
Supreme Court in respect of such matters. 

Child protection 
The CSO continued its work on complex and sensitive child protection and adoption matters for the 
Department of Communities and Justice and other clients such as the NSW Ministry of Health. 

We advised and represented agencies in multiple jurisdictions, including the Children’s Court, District 
Court and Supreme Court (appeals, parens patriae applications and contested adoption applications). 

We worked on several significant judicial review matters, including representing the Secretary, 
Department of Communities and Justice in In re a Child [2022] NSWSC 671, which clarified the two-
step test for joinder under s. 98(3) of the Children and Young Persons (Care and Protection) Act 1998. 

The CSO also acted for the State in Principal Officer, Family Spirit Adoption Services v D 
(ANONYMISED) [2022] NSWSC 142, which clarified standing to seek parentage declarations and the 
application of the Aboriginal child placement principles under the Status of Children Act 1996. 

Our non-core work for accredited adoption service providers, including Barnardos, Life without 
Barriers, Anglicare, Family Spirit, and Key Assets, saw steady growth in the 2021-22 financial year. 

Judicial review 
The CSO advised and represented various agencies in a range of judicial review matters in the 
Supreme Court in 2021-2022, including representing the plaintiff in NSW Electoral Commissioner v 
Kempsey Shire Council (No 2) [2022] NSWSC 282, a matter which involved the operation of the iVote 
system. 

We acted for the State in Hamzy v Commissioner of Corrective Services NSW [2022] NSWCA 16, a 
matter where the Court of Appeal considered access to lawyers and communication rights at 
Goulburn Supermax.  

Settlement of civil claims 
The CSO represented NSW Government agencies in civil tort claims and inquests for NSW Health 
agencies, acting for NSW Health agencies in 376 claims. The CSO also acted for NSW Health 
agencies in many privacy claims. 

The CSO continued to act for NSW Government agencies in historic child abuse claims, managing 672 
claims during the 2021-22 financial year. We remained at the forefront of trauma-informed settlement 
approaches to survivors of institutional child abuse, consistent with the NSW Guiding Principles and 
Model Litigant policy. 

Public interest immunity 
Public interest immunity matters continued to be a busy area of work in 2021-22, particularly in 
relation to police operations. We acted in a broad range of matters concerning the protection of 
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information subject to public interest immunity, in both criminal and civil matters, including in the 
Supreme Court and the Court of Criminal Appeal. Where appropriate, applications for suppression and 
non-publication orders were also, or alternatively, pursued. 

Transactions and major projects 
The CSO drafted and reviewed agreements for a range of significant commercial and property 
projects, as well as for job creation policy initiatives. This extended to commercial arrangements for 
several major public events and industry collaborations, as well as arrangements for the acquisition of 
land for national and state infrastructure projects. The CSO also continues to develop services to 
support clients with the efficient electronic lodgement of conveyancing transaction documents and 
the undertaking of online property settlements via PEXA, the national e-conveyancing platform. 

Advice and statutory interpretation 
The CSO continued to provide authoritative and strategic advice to NSW Government agencies on a 
range of matters, including in circumstances where commercial, property and public law intersect. 
This encompassed advice in relation to management of government funds, Crown intellectual 
property, public finance and deemed appropriations, and leasing of property. We also provided 
various advices interpreting a range of different NSW and Commonwealth statutes. 

Charitable trusts 
The CSO acted for and advised the Attorney General and NSW Government agencies in matters 
concerning charitable trusts, including applications for cy-pres and administrative schemes, referrals 
from the Australian Charities and Not-for-profits Commission, and with respect to Supreme Court 
proceedings concerning the administration of trusts.  

Guardianship 
The CSO acted for the Public Guardian in matters before the Guardianship Division of the Civil and 
Administrative Tribunal as well as in appeals to the Supreme Court. 

Growth in research workstreams 
In 2022, the CSO commenced a new work stream providing genealogical advice and family history 
research on matters including those involving children in out of home care and other areas requiring 
specialised research. Significant matters included providing expert evidence in The Adoption of A 
[2022] NSW 567 and The Adoption of O [2021] NSWSC 1517. 
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Value-adding services 

NSW Government Solicitors’ Induction Training 
In February 2022, the CSO delivered its second annual induction training for solicitors new to the 
NSW Government sector. This included 3 hours of livestreamed sessions on subpoenas and public 
interest immunity, advice writing and courtroom advocacy. It also included a post-event networking 
session which involved group discussions on the session topics. 

Continuing Professional Development (CPD) for NSW Government solicitors 
CSO solicitors shared their expertise and 
knowledge with NSW Government legal 
practitioners through free CPD sessions. We 
delivered a livestreamed CPD Conference in 
March 2022, with 6 hours of sessions over 3 days 
on topics including acting in the NCAT, Aboriginal 
land claims, employment law and COVID-19, 
privacy law, procurement compliance risk 
management and regulatory prosecutions. CPD 
seminars were also delivered on COVID-19 
mandatory vaccination requirements and 
2021/2022 privacy law updates. 

Specialised training and education 
The CSO continued to deliver training to NSW Government agency staff on the Government 
Information (Public Access) Act 2009 and NSW privacy legislation, assisting agencies to understand 
and meet their obligations under the relevant legislation. This included providing training tailored to 
specific agencies. 

We shared our specialised knowledge with agencies on topics including Aboriginal land claims, e-
conveyancing, family history research for children in out-of-home care, genealogical research for first 
nations families, and parole and post-sentence proceedings for NSW terrorism offences. 

Legal alerts and updates 
The CSO launched its new Administrative Law Quarterly in December 2021, sharing with clients 
summaries of significant legal decisions relating to administrative law, constitutional law, privacy, the 
Government Information (Public Access) Act 2009, judicial review and merits review. 
In 2021-22, we issued four legal alerts on key decisions, legislative updates and other critical legal 
developments, including on the temporary reforms to facilitate electronic signing of documents by 
companies, and COVID-19 vaccine mandates and consultation obligations. 

The Regulatory and Environment practice group published 4 issues of its R&E Insights newsletter on 
topics including vicarious liability for actions of an independent contractor, the limits of the 
accusatorial principle, the role of costs in sentencing, and maximum penalties and jurisdictional limits. 

Secondments and reverse secondments 
Twenty-one legal and administrative secondments and fifteen reverse secondments were in place 
during 2021-22. These arrangements promote knowledge sharing and relationship building between 
the CSO and our client agencies.  

All the speakers were impressive. 
Even topics not directly relevant to 

my area of law were still interesting 
and I felt that I benefitted from them. 

Survey feedback, CPD Conference 2022 
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Major projects 
During 2021-22, the CSO progressed major projects that align with our key priorities and initiatives. 

Information management and technology 
The CSO’s investment in information and communication technology capabilities continued to place 
us in a strong position to support our staff working flexibly throughout 2021-22. 

We continued our ongoing efforts to support a more flexible, digital-first work environment, by 
enhancing the office’s digital capabilities whilst meeting business objectives and security 
requirements. 

Working together with the Department of Communities and Justice (our shared services technology 
provider), the CSO delivered several projects including rollout of next generation Lenovo laptops, 
upgrades to our printer/copier fleet, and ongoing upgrades to our video conferencing equipment. 

We continued to refine both our information and communication technology architecture roadmap 
and our digital-first information management and technology strategy, ensuring alignment with the 
Stronger Communities Cluster ICT strategy. 

Our use of Microsoft technology expanded, with extensive use of MS Teams for team collaboration, 
livestreaming and video conferencing. The CSO also undertook a significant project to migrate 
practice group working files from file-share servers to Microsoft SharePoint.  

Digital improvements reduced business continuity risk and enabled a further reduction in paper 
usage, and reduced printing costs and hard-copy records storage fees. 

Document management and practice 
management systems 

During 2021-22, the CSO rolled out several 
upgrades to our practice management 
system, Thomson Reuters Elite, providing 
enhanced functionality and streamlining 
business processes. Specific enhancements 
were made to support new legal panel 
arrangements in place from 1 July 2021 (the 
iCare legal service panel and the NSW 
Government Legal Services panel).  

We continued to deliver enhancements in 
document management, including developing 
a prototype workflow tool for streamlining 
document approvals, and deploying a new 
product to automate the Adobe PDF 
conversion of documents in Content 
Manager.  

As part of our commitment to continuous improvement, in September 2021 we engaged an external 
organisation to undertake a post-implementation review of the system. The review led to the 
development of several improvement initiatives which are being integrated.  

In late 2021, the CSO commenced implementation of NSW government branding guidelines across 
our suite of templates and documents. 
  

We received the Information 
Management and Security Award from 
Micro Focus for our work on the 2021 
upgrades to the Micro Focus Content 
electronic document and records 
management system.  

The CSO was commended for ‘securely 
modernising the capturing, finding and 
management of its highly-sensitive and 
protected information – in the cloud – 
whilst meeting compliance obligations 
with the Content Manager Select 
solution.’ 
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Looking ahead 

During 2022-23, focus areas for the CSO will be:  
 undertaking an application upgrade of the Elite system to ensure that the CSO remains on current 

and supported versions of the platform, and can take advantage of any new improvements to the 
product 

 expanding our use of the Microsoft Office 365 environment to provide improved access to 
information by CSO staff 

 improving methods of communication and engagement with staff 
 ongoing upgrade of the CSO website and staff intranet 
 participation in the whole of government SAP PATH program, which includes migration to the new 

SAP HR/Payroll system for the CSO 
 completing implementation of the new NSW Government brand guidelines 
 planning for the next upgrade of the CSO content manager system, to ensure we remain on 

current and supported versions of the software 
 working closely with the Department of Communities and Justice to ensure our office’s cyber 

security compliance, including increased deployment of multi-factor authentication for access 
management. 
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Human Resources 

Officers and employees by category 
The figures below are estimates compiled from the Annual Workforce Profile, showing the current 
reporting period plus the previous three years for comparison.  

Occupation classification (ANZSCO) 2018-19 2019-20 2020-21 2021-22 

Managers 2 1 1 4 

Professionals 251 270 247 293 

Technicians and Trades Workers 1 3 3 1 

Clerical and Administrative Workers 184 178 170 157 

Note: Headcount as at 23 June 2022. These figures do not include agency staff. 

Senior executives 

Number of senior executives by band and gender 

  2020-21 2021-22 

Band CSO senior executive roles Female  Male  Female  Male  

Band 4 (Secretary) – –   

Band 3 Crown Solicitor (Agency Head) 1 – 1  

Band 2 Assistant Crown Solicitors and Practice 
Manager (Executive Director equivalent) 

3 1 2 1 

Band 1 Directors and Special Counsel 9 8 12 9 

 
Total 

13 9 15 10 

 22 25 

Note: Five senior executive roles (one Band 2, four Band 1) were vacant as at the census date for the 2021-22 reporting period. 
Three senior executive roles (one Band 2, two Band 1) were vacant as at the census date for the 2020-21 reporting period. 

Average total remuneration package for senior executives 

  Average remuneration  

Band CSO Senior Executive roles 2020-21 2021-22 Ra nge  

Band 4 (Secretary) N/A N/A N/A 

Band 3 Crown Solicitor (Agency Head) $487,017 $499,192 $354,201 - 
$499,250 

Band 2 Assistant Crown Solicitors and Practice 
Manager (Executive Director equivalent) 

$298,602 $310,495 $281,551 to 
$354,200 

Band 1 Directors and Special Counsel $236,781 $237,853 $197,400 to 
$281,550 

Note: salaries are averaged at the full-time rate. 

Percentage of total employee-related expenditure (senior executives) 
The percentage of total employee-related expenditure in 2021-22 associated with senior executives 
was 11.8%, compared with 12.1% for 2020-21. 
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Exceptional movements in wages, salaries, allowances 
Public service senior executives are remunerated in accordance with the annual determination of the 
Statutory and Other Offices Remuneration Tribunal made under the Statutory and Other Offices 
Remuneration Act 1975. Non-executive employees of the CSO are covered by the Crown Employees 
(Public Sector – Salaries 2021) Award. 

Personnel policies and practices 
During 2021-22, the CSO continued to review and develop policies and practices to meet the needs of 
the business and our people. 

Flexible working 
In line with our commitment to the Public Sector’s ‘If not, why not?’ approach to flexible working, we 
published our Flexible Working Framework and Flexible Working Guideline, which outline our team- 
based approach to flexible working. The Framework and Guideline: 
 promotes shared responsibility to support the best outcomes for everyone: the employee, our 

teams, our clients and the agency as a whole. 
 clarifies what flexible working arrangements are available at CSO 
 provides guiding principles for deciding on flexible working arrangements, setting up a flexible 

working arrangement, and things to consider before approving flexible working arrangements. 

Recruitment and onboarding 
Ongoing improvement to our recruitment and onboarding process is a key focus for CSO. We 
continued to improve efficiencies in recruitment and onboarding through: 
 adoption of VidCruiter (a software tool that enabled us to conduct online assessments and 

interviews) 
 use of a predictive hire assessment tool to provide graduate applicants with automated feedback 

on their application 
 online skill-based testing for legal support staff 
 launch of online rotation development planning for our graduates.  

Learning and development programs 
The CSO continued to deliver learning and development programs virtually, including conducting 
team-based Lunch and Learn sessions on legal topics relevant to employees’ areas of practice.  

To support the skill development of leaders in the organisation, we implemented a series of 
leadership development workshops focused on leadership and communication, and launched the 
People Manager Fundamentals module for our people managers. 

A Learning and Development Reference Group was established to implement fit-for-purpose training 
programs for CSO staff, focused on legal skill development. We also delivered training to develop key 
skills in management/leadership, client service and engagement, legal supervision, performance and 
development, and continuing legal education/professional development. 

Staff continued to participate in external seminars in areas relevant to their expertise.  

In CSO has formed a staff-led Recognition and Awards Working Group, with the aim of developing 
and implementing a formal staff recognition program to recognise professional achievements across 
the organisation.  
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Industrial relations policies and practices 
The CSO continued active engagement with employees and their industrial representatives through 
regular Joint Consultative Committee forums. 
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Diversity and inclusion 

Workforce diversity 

Trends in the representation of EEO groups 

EEO group Benchmark/ 
target 2017 2018 2019 2020 2021 2022 

Women1 50% 73.3% 75.1% 74.7% 73.7% 73.2% 75.8% 

Aboriginal people and Torres 
Strait Islanders2 

3% 0.6% 0.8% 0.7% 0.7% 0.5% 0.2% 

People whose first language 
was not English3 

23.3% 16.6% 13.4% 11.7% 10.6% 11.4% 12.3% 

People with a disability4 5.6% 2.1% 1.8% 1.8% 1.5% 2.6% 2.2% 

People with a disability 
requiring work-related 
adjustments5 

N/A 0.3% 0.8% 0.9% 0.7% 0.9% 0.9% 

Notes on trends in the representation of EEO groups:  
1 The benchmark of 50% for representation of women across the sector is intended to reflect the gender composition of the 
NSW community.  
2 The NSW Public Sector Aboriginal Employment Strategy 2019-25 sets a target of 3% Aboriginal employment at each grade 
of the public sector by 2025.  
3 A benchmark from the Australian Bureau of Statistics (ABS) Census of Population and Housing has been included for people 
whose first language spoken as a child was not English. The ABS Census does not provide information about first language but 
does provide information about country of birth. The benchmark of 23.2% is the percentage of the NSW general population 
born in a country where English is not the predominant language.  
4 The NSW Premier’s Priorities aim to have 5.6% of government sector roles held by people with a disability by 2025.  
5 Work is underway to improve the reporting of disability information in the sector to enable comparisons with population data. 
For this reason, no benchmark has been provided for People with a Disability Requiring Work-Related Adjustment.  

Trends in the distribution of EEO groups 

EEO group Benchmark/ 
target 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 

Women 100 101 296 326 333 309 345 

Aboriginal people and Torres 
Strait Islanders 

100 N/A N/A N/A N/A 2 1 

People whose first language 
was not English 

100 87 53 51 48 55 56 

People with a disability 100 N/A N/A N/A N/A 11 10 

People with a disability 
requiring work-related 
adjustment 

100 N/A N/A N/A N/A 4 4 

Notes on trends in the distribution of EEO groups:  
1 A Distribution Index of 100 indicates that the centre of the distribution of the workforce diversity group across salary levels is 
equivalent to that of other employees. Values less than 100 mean that the workforce diversity group tends to be more 
concentrated at lower salary levels than is the case for other employees. The more pronounced this tendency is, the lower the 
index will be. In some cases, the index may be more than 100, indicating that the workforce diversity group is less concentrated 
at lower salary levels. The Distribution Index is not calculated where workforce diversity group or non-workforce diversity 
group numbers are less than 20.  
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Workforce diversity strategy and achievements 
The CSO has an ongoing commitment to attract and build a diverse workforce. In 2021-22 we 
continued our partnership with the Australian Network on Disability to employ two interns. 

The CSO participated in the PACE (Positive Action towards Career Engagement) Mentoring Program 
for the first time, connecting students and jobseekers with disabilities to 5 mentors in the CSO. 

Continuing with our commitment to work with Indigenous organisations, in 2021-22 we commenced a 
partnership with Ngalaya Indigenous Corporation to implement a mentoring program for CSO 
Indigenous Graduates and to employ an Indigenous cadet. 

The CSO employed one legal intern via CareerSeekers, an organisation that pairs university students 
who are asylum seekers or refugees with employers who are able to offer them industry experience.  

We continued with our visible and active commitment to support a diverse and inclusive environment 
by raising awareness of and celebrating days such as International Women’s Day, Harmony Day, 
National Reconciliation Week, NAIDOC week, and International Day of People with Disability. Our 
activities included publishing an interview with one of our solicitors, Breaking the bias against women 
of colour in the legal profession for International Women’s Day, and hosting a morning tea for National 
Reconciliation Week, where a Bundjalung, Kungarykany woman, Dani Larkin, spoke about the Uluru 
Statement from the Heart. We also partnered with Acknowledge This! to organise a training program 
for our employees on delivering a genuine acknowledgement of country.  

In late 2021, the CSO established a Reconciliation Action Plan (RAP) Working Group. The RAP Working 
Group is drafting a ‘Reflect’ RAP to be submitted to Reconciliation Australia. 

Strategies for 2022-23 
The CSO’s Belonging and Inclusion Framework and Action Plan is in development and will be 
published in 2022-23. The plan aligns to the Stronger Communities diversity and inclusion plans, and 
the Public Service Commission’s plans, including the NSW Public Sector Aboriginal Employment 
strategy (2019-2025). 

We will progress our efforts to increase Aboriginal representation in our workforce by continuing to 
partner with external providers. 

Disability Inclusion Action Plan 
The CSO is not required to have a Disability Inclusion Action Plan, under the terms of the Disability 
Inclusion Act 2014. However, the CSO is dedicated to supporting the NSW Government’s commitment 
to remove systemic and attitudinal barriers, and to providing access to, and inclusion in, meaningful 
employment. 

The CSO maintained its Silver membership with the Australian Network on Disability. Membership 
provides us with access to resources and advice on development and implementation of disability and 
inclusion practices. 

The CSO continued to apply the Department of Communities and Justice’s Reasonable Adjustments 
Guidelines to ensure that employees with disabilities can work to their full potential and have 
equitable access to opportunities for development within the office. 
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Multicultural Policies and Services Program 
The CSO is committed to implementing multicultural principles in the way we work and do business, 
and to supporting the themes of the Multicultural Policies and Services Program. We support our 
culturally, linguistically, and religiously diverse workforce. 

Multicultural strategies for 2022-23 
The CSO’s multicultural strategies are tied to our workforce diversity strategies.  

A key focus for the CSO in 2022-23 is developing our Diversity and Inclusion Framework and Action 
Plan. The goal of the Action Plan will be to: 
 increase Aboriginal representation in our workforce, including options for targeted early-career 

roles and traineeships 
 improve access to career opportunities at CSO for people with disabilities and Culturally And 

Linguistically Diverse people.  
 develop our people and leaders to foster an inclusive and diverse workplace, including through 

awareness of unconscious bias 
 promote and celebrate the diverse backgrounds of our people. 

Agreements with Multicultural NSW 
The CSO does not have any agreements in place with Multicultural NSW. The CSO provides services 
directly to NSW Government agencies. The Crown Solicitor does not provide legal services to the 
general public. 
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Work, health and safety 

WHS performance 

Response to COVID-19 
In 2021-22, the CSO continued to maintain a COVID-safe workplace to protect health and wellbeing of 
our staff, contractors and visitors. 

We managed COVID-19 work health and safety risks through lockdowns and evolving hybrid working 
arrangements. Our approach, built on measures implemented during 2020-21, continued to be 
informed by NSW Government advice and SafeWork NSW guidelines. Actions included: 
 continuing office-wide measures for physical distancing  
 using our customised digital attendance registration platform during peak outbreak periods 
 regular publication of the CSO’s Wellbeing Connection newsletter for staff to support optimal 

physical, mental and emotional health before, during and after lockdowns 
 strengthening messaging around COVID-19 safety measures through an internal campaign that 

involved staff email alerts, office signage, and intranet resources 
 creating a regular forum, ‘Connect & Communicate’, for all staff to connect virtually and share 

stories, including around mental health and wellbeing during the extended lockdowns 
 developing a COVID-19 event safety process to minimise risks associated with the transition back 

to face-to-face client training events and seminars. 

Mental health and wellbeing 
The CSO continued to embed wellbeing into organisational culture to build a healthy workplace that 
is safe and inclusive, including by mitigating risks and trauma that may be associated with the 
sensitive and complex nature of work undertaken for clients.  

Where injury does occur, we have set processes in place to ensure we operate in a person-centred 
manner that enables staff to recover from injury and return to work in a timely, safe and sustainable 
way.  

In 2021-22, the CSO partnered with Benestar, our EAP provider, to implement a Well-Check program 
to support the health and wellbeing of employees. Between July and September 2021, approximately 
185 staff members from our high-risk teams were given the opportunity to receive support and talk 
through the challenges they experience as part of their roles. 

The organisational Well-Check report identified key issues and areas of focus. Actions taken and 
changes implemented included implementing pro-active wellbeing support for employees involved in 
a sensitive Special Inquiry, including providing a combination of individual and group sessions 
delivered at regular intervals by an Accredited Mental Health Social Worker (AASW) specialising in 
the effects of workplace-oriented vicarious trauma, stress and burnout We also facilitated training on 
vicarious trauma and compassion fatigue for graduate solicitors who commenced as part of the CSO’s 
2022 Graduate Development Program. 

We began development of a wellbeing framework, based on a holistic approach to wellbeing that 
considers physical, mental, emotional, environmental, social and cultural wellbeing, to reinforce the 
CSO’s commitment and outline our responsibility and approach to setting wellbeing objectives. 

Other actions included increasing communication on support services and mental health training 
programs offered to employees by Benestar, engaging FBG Group to provide training on viewing of 
objectional material to our high-risk legal teams, and commencing development of the CSO’s 2022-
2025 Wellbeing Action Plan, which builds on the strong foundation of work already done to promote 
wellbeing. 
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WHS statistics 
The CSO responded to one workplace injury that resulted in workers compensation claims. The case 
was a physical injury resulting in no lost time. The claim remains open as at 30 June 2022. 
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1. Financial statements
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2. Payment of accounts 
The payment of accounts for goods and services is closely monitored to ensure accounts are paid in 
accordance with NSW Treasury directions. 

Initiatives to improve payment performance 
The CSO targets satisfactory payment performance through: 
 the provision of Purchasing Cards, where appropriate, to ensure prompt payment of low-value 

invoices 
 use of EFT as the preferred method of paying creditors 
 payment of major suppliers by way of consolidated invoicing 
 ensuring that CSO employees are aware of and abide by the payment performance requirements. 

Aged analysis at the end of each quarter 

Measure $’000 Sep 2021 Dec 2021 Mar 2022 Jun 2022 

All suppliers     

Current not yet due  6,852 5,113 7,096 5,445 

Overdue 1–30 days  4 346 93 94 

Overdue 31–60 days 3 - 26 6 

Overdue 61–90 days - - - 0 

Overdue 91 days and over 1 1 1 1 

Small business suppliers     

Current not yet due  560 496 474 718 

Overdue 1–30 days  4 346 70 94 

Overdue 31–60 days 3 - 26 6 

Overdue 61–90 days - - - - 

Overdue 91 days and over - - - - 

Note: the amounts listed above comprise invoices yet to be paid. The reasons may include: 
• non-compliant invoices (for example. missing or incorrect purchase order details, vendor details, amounts) 
• invoices that require additional approvals (e.g. due to financial delegations limits)  
• invoices that are being disputed or put on hold (for example, vendors failing to provide goods/services as per the 

original arrangement) 
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Accounts due or paid within each quarter 

Measure Unit Sep 2021 Dec 2021 Mar 2022 Jun 2022 

All suppliers 
     

Accounts due for payment Number 2,180 1,971 1,644 2,093 

Accounts paid on time Number 2,000 1,765 1,460 1,907 

Accounts paid on time (based on number 
of accounts) 

% 92 90 89 91 

Accounts due for payment ('000) $ 24,793 24,021 22,115 30,912 

Accounts paid on time ('000) $ 22,940 22,205 20,893 29,614 

Accounts paid on time % 93 92 94 96 

Payments for interest on overdue accounts Number - - - - 

Interest paid on overdue accounts $ - - - - 

Small business suppliers 
     

Accounts due for payment Number 973 920 680 916 

Accounts paid on time Number 831 757 511 744 

Accounts paid on time (based on number 
of accounts) 

% 85 82 75 81 

Accounts due for payment ('000) $ 6,696 5,467 4,283 5,791 

Accounts paid on time ('000) $ 5,121 4,300 3,100 4,523 

Accounts paid on time % 76 79 72 78 

Payments for interest on overdue accounts Number - - - - 

Interest paid on overdue accounts $ - - - - 

Note: The reasons for overdue invoices may include: 
• non-compliant invoices (for example. missing or incorrect purchase order details, vendor details, amounts) 
• invoices that require additional approvals (e.g. due to financial delegations limits)  
• invoices that are being disputed or put on hold (for example, vendors failing to provide goods/services as per the 

original arrangement). 

3. Promotion 
In the 2021-22 financial year, there were no overseas visits by CSO officers or employees. 

4. Consultant expenditure 
Total consultant expenditure in 2021-22 was $120,900 comprising one engagement.: QVC Solutions Pty 
Ltd, Information Technology consultants were engaged to undertake a Post-Implementation Review of 
Elite, the CSO’s integrated legal and financial practice management system, and an Elite Improvement 
Plan. 
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5. Management and activities 

Financial performance 
The CSO achieved a net surplus of $5.2M, $2.4M higher than the budgeted $2.8M. The office will make 
a distribution payment of $0.8M from the distributable operating surplus, as approved by the Treasurer. 

The Other Gain of $2.3M was not budgeted and results from the derecognition of AASB 16 Leases. 
Revenue of $74.6M was materially on budget of $74.3M, and $3.4M higher than 2020-21. The volumes 
of work in each legal practice group remained broadly in line with the previous year and budget. 

Performance measures 

 2020-21 2021-22 

Measure Actual  Budget  Actual  Budget  

Net surplus $0.6M $0.8M $5.2M $2.8M 

New matters 3,926 n/a 3,641 n/a 

Employee utilisation1 
(solicitors’ average daily billable hours) 

4.6hrs 4.7hrs 4.6hrs 4.7hrs 

% of clients rating the CSO's legal services as 
better than or equal to that of other law firms 
they use2 

90% 85% 79% 85% 

1 Solicitors’ average daily billable hours are adjusted for any write-offs or discounts applied prior to invoicing. 
2 Data comes from the CSO’s annual client service survey. 

 
  



 

NSW Crown Solicitor’s Office  66 
 

6. Risk management and insurance 
Risk management activities 
The CSO maintains a Risk Management Framework and internal audit function, in addition to having 
independent Audit and Risk Committee oversight, to comply with the Internal Audit and Risk 
Management Policy for the General Government Sector (TPP 20-08). 

Enterprise Risk Management Framework 

The CSO’s Risk Management Framework governs the approach of the office to risk management. The 
Framework is based on the Department of Communities and Justice’s framework and is designed to 
conform to TPP20-08 (which is consistent with AS ISO 31000:2018 Risk management – Guidelines). 
Our Executive team continually reviews the CSO’s risk register to identify new and emerging risks. 
Controls are applied and monitored for each identified risk and formal risk treatment plans are required 
for risks rated high or critical. 

Risk management is also included as part of the CSO project management framework, specifically in 
relation to projects under the information and communication technology strategic plan. 

Corruption prevention strategy 

The CSO’s internal Fraud and Corruption Control Policy sets standards and provides guidance on how to 
control fraud and corruption, and how to report corrupt conduct. The policy applies to all staff, 
volunteers, consultants, contractors and outsourced service providers performing work for the CSO. 

The policy also outlines key roles and responsibilities in relation to controlling fraud and corruption. 

Business Continuity Framework  

The CSO’s Business Continuity Framework provides guidance on how the CSO will recover and maintain 
services following a critical disruptive event. The framework outlines how the CSO prepares, responds 
to and recovers from a disruption. The CSO’s Business Continuity Plan is reviewed and tested regularly, 
with established governance committees ready to respond to a disruptive event. 

Cyber security 

The CSO has cyber security policies and procedures and embeds cyber security into risk management 
practices and assurance processes. Each year, the CSO undertakes a formal cyber security maturity 
self-assessment, and the Crown Solicitor provides an annual attestation on cyber security (refer to 
Appendix 7. Cyber security, in this report). 

The CSO has a suite of information security policies to provide oversight and guidance to CSO staff. The 
CSO maintains a Cyber Security Incident Response Plan and provides cyber security training to staff, 
developed under the NSW Cyber Security Policy (DCS-2021-02). 

The NSW Cyber Security Policy recognises the growing need for effective cyber security. Ensuring the 
security of agency data is paramount as government services are increasingly delivered through digital 
channels. Those accessing CSO services or operating within CSO ICT environment need to be confident 
that the digital services they use are stable, secure and resilient to cyber-attack. 

Internal audit 

The CSO’s Internal Audit Plan is based on the CSO’s Risk Register and typical financial controls risks, 
alongside input from the Department of Communities and Justice. 

Further risk management measures in place at the CSO include the Legislative Compliance 
Management Policy, which provides the principles and tools to ensure operations are conducted in 
accordance with legal and NSW Government policy requirements, and the Register of Material 
Legislation. 
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Additionally, the CSO Staff Manual, a central directory of current policies accessible to all staff, 
includes policies covering key areas such as Code of Conduct, Public Interest Disclosures, Managing 
Gifts and Benefits and supervision requirements. 

Insurance activities 
The Treasury Managed Fund (TMF), a government-wide self-insurance scheme managed by icare’s 
Insurance for NSW on behalf of the NSW Treasury, provides full workers’ compensation, property, 
liability and miscellaneous insurance cover to the CSO. 

On behalf of icare, QBE Insurance provided workers’ compensation and Gallagher Bassett provided 
General Lines insurance claims management service for the CSO during 2021-22. 

The CSO monitors its claims on an ongoing basis, with a focus on work health and safety and claims 
management, with the aim of reducing the number and value of workers’ compensation insurance 
claims. 

Risk management policies and procedures are continually reviewed to enhance the CSO’s risk 
management profile and reduce future premiums. 
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Internal audit and risk management policy attestation statement 
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 7. Cyber security policy attestation 
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8. Consumer response 
The CSO received one client complaint during the reporting year, which was resolved in accordance with 
the CSO’s complaints procedure. 

The CSO welcomes feedback and suggestions about our services, and we take any complaints from 
clients about the quality of services received or the conduct of our staff seriously. The feedback we 
receive is used to improve our performance and services. We update our policies and procedures in 
response to complaints or suggestions, where appropriate. 

Complaints are managed in accordance with our complaints policy and process. The process is publicly 
available on the CSO website, outlining to whom feedback and complaints should be made, how a 
complaint will be dealt with, and what outcomes can be expected. The page also provides information 
about privacy and confidentiality protections and includes links to alternative complaint-handling 
agencies. A record is kept of all complaints received. The page is available at 
http://www.cso.nsw.gov.au/Pages/feedback-and-complaints.aspx. 

The CSO also proactively seeks feedback from clients. Each year, we invite key clients to complete a 
confidential, online client service survey to provide feedback on how the CSO is performing in its 
delivery of legal services. 

Clients are also given opportunities to provide feedback following our events (including CPD seminars, 
conferences and training sessions) through confidential online surveys. This feedback is used to improve 
the way we deliver these services and to develop new services. 

9. Government Information (Public Access) Act 2009 
The CSO is declared not to be a separate agency, but is taken to be part of, and included in, the 
Department of Communities and Justice under clause 13 of Schedule 3 to the Government Information 
(Public Access) Regulation 2018, made pursuant to clause 6 of Schedule 4 to the Government Information 
(Public Access) Act 2009 (GIPA Act). Accordingly, the CSO does not exercise functions in relation to 
GIPA Act applications; these are dealt with by the Department of Communities and Justice. The CSO has 
no subsidiary agencies. 

10. Privacy and personal information 
The CSO received no requests for internal review under the Privacy and Personal Information Protection 
Act 1998 (PPIP Act) during the 2021-22 financial year.  

The CSO is a separate agency for the purposes of the PPIP Act. No agencies have been prescribed by 
regulation for the purposes of s. 4B(1)(a) of the Act. In compliance with the provisions of the PPIP Act, 
the CSO has a Privacy Management Plan.  

11. Public interest disclosures 
There were no public interest disclosures to the CSO in the 2021-22 reporting period. 

The CSO has a public interest disclosure (PID) policy in place. The policy, and an internal disclosures 
form, is made available to all staff via the CSO intranet and publicly on the CSO website. 

12. Legal change 
Significant judicial decisions and legislative changes affecting clients of the CSO are outlined in the 
body of this report. 

http://www.cso.nsw.gov.au/Pages/feedback-and-complaints.aspx
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13. Report production 
No costs, other than existing salaries, were incurred in the production of this report. 

A copy of this report is made available to the public on the CSO website at www.cso.nsw.gov.au or upon 
request by email to csomarketing@cso.nsw.gov.au. 

http://www.cso.nsw.gov.au/
mailto:csomarketing@cso.nsw.gov.au
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