
VERBAL COMMUNICATION PROTOCOL 
 

Scenario 1:  DVA staff member required to engage with a person who may be impacted by the 
IGADF Special Forces Inquiry 
 
When a DVA staff member is made aware that a person they are communicating with (by telephone) 
has a connection with, or makes reference to the IGADF Special Forces Inquiry, or any involvement 
with war crimes or breaches of the laws of armed conflict (for example, the caller discloses that they 
are being investigated), the DVA staff member should inform the person of the following: 
 

  Before you go any further, please be assured that I am here to assist you in providing 
access to your entitlements available through DVA.  While DVA prefers to keep your 
information private, I need to inform you that I may be required to share your personal 
information.  Please note that if you would like to seek some support through Open Arms, 
there is a free anonymous SafeZone support service on 1800 142 072.  When using SafeZone, 
you can remain anonymous and your call will not be recorded.  
 
If we do proceed with this call and I hear anything that suggests you or someone else may be 
at risk, or where misconduct or criminal activity may have or has occurred, I may be required 
to share your personal information. This might include reporting to the relevant authorities 
and a record of our conversation may have to be provided 

 
If the above occurs the following additional steps should be taken: 
 

1. Make a detailed file note of the communication including:  
a. The identity of the caller, if provided. 
b. The phone number of the caller, if caller ID was available. 
c. Everything that you said and the caller said. 

2. Ensure a copy of your file note is retained on file in line with Departmental record keeping 
policy; this record could be requested as part of legal proceedings. 

3. Provide the person with information on how to contact Open Arms 24/7 line on  
1800 011 046 or by visiting www.openarms.gov.au.  

4. If staff feel a person is or may be at risk, or that misconduct or criminal activity may have or 
has occurred, they should talk with their supervisor and contact DVA Security for Immediate 
advice. 

 
DVA staff can find further information about emergencies and reporting requirements on the 
intranet at https://intranet.dvastaff.dva.gov.au/supportingbusiness/emergency/Pages/default.aspx 
 
Scenario 2:  Minister’s office receives a communication from a person who may be impacted by 
the IGADF Special Forces Inquiry 
 
When staff in the Minister’s office receive a call from a person who makes reference to involvement 
in the IGADF Special Forces Inquiry, or any involvement with war crimes or breaches of the laws of 
armed conflict, the Minister’s staff should inform the person of the following: 
 

Before you go any further, I need to inform you that I may be required to share your personal 
information.  Please note that if you would like to seek some support through Open Arms, 
there is a free anonymous SafeZone support service on 1800 142 072.  When using SafeZone, 
you can remain anonymous and your call will not be recorded.  
 

https://intranet.dvastaff.dva.gov.au/supportingbusiness/emergency/Pages/default.aspx


 
If we do proceed with this call and I hear anything that suggests you or someone else may be 
at risk, or where misconduct or criminal activity may have or has occurred, I may be required 
to share your personal information. This might include reporting to the relevant authorities 
and a record of our conversation may have to be provided. 
 
If the above occurs the following additional steps should be taken: 

 
5. Make a detailed file note of the communication including:  

a. The identity of the caller, if provided. 
b. The phone number of the caller, if caller ID was available. 
c. Everything that you said and the caller said. 

6. Ensure a copy of your file note is retained on file in line with Departmental record keeping 
policy. 

7. Provide the person with information on how to contact Open Arms 24/7 line on  
1800 011 046 or by visiting www.openarms.gov.au.  

8. If staff feel a person is or may be at risk, or that misconduct or criminal activity may have or 
has occurred, they should talk with their supervisor and contact DVA Security for Immediate 
advice. 

 
 


