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approach

Give advice to 
complainant, close 

approach

Complaint or approach 
received

Complaint in 
jurisdiction?

Ombudsman’s general process for dealing 
with complaints and approaches

Investigate?

Allocate to 
investigation officer

Initial assessment
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complaint

Contact agency, get 
information

Complaint 
resolved?

May contact complainant, 
consult in office, conduct 

research. Investigation plan 
developed.

May seek further information 
from complainant, seek further 

information from agency, consult 
internally, use formal powers, 

clarify remedies, consider 
administrative deficiency or 

systemic issues.

Discuss with complainant, may 
report under s 15 of Ombudsman 

Act, close complaint

Detailed assessment, 
further investigation

Complaint 
resolved?
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Dealing with the Commonwealth Ombudsman


