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Australian airports, 39-40
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external scrutiny, 30-2
financial management, 34-5
information technology, 36
management committees, 28
people management, 32-4
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senior executive and responsibilities, 26-7
service charter, 30-1
Corporations Amendment (Insolvency) Bill 2007,
Exposure Draft, 22, 49
corruption, 51, 53, 93, 97, 123
Crimes Act 1914 (Cth), 14, 92,109, 110, 131
Crimes Legislation Amendment (National Investigative
Powers and Witness Protection) Bill, 2006, 3,

22,49

D

Defence
see Australian Defence Force; Defence Force
Ombudsman; Defence Housing Australia;
Department of Defence; Department of Veterans'
Affairs

Defence Force Ombudsman, 7, 8, 27, 59, 76, 115, 129,
130, 133, 135

Defence Housing Australia, 79, 138
Department of Defence, 76, 79, 119, 138
Fairness and Resolution Branch, 119
Westralia investigation, 76
Department of Employment and Workplace Relations
(DEWR), 24, 40, 41, 48, 59, 65, 66, 71, 80-2,
105,138
case study, 81
Community Development Employment Projects
(CDEPs), 82
General Employee Entitlements and Redundancy
Scheme (GEERS), 82
Job Network, 80-1
memorandum of understanding with FaCSIA, 105
number of approaches and complaints, 80
remote area exemptions, 82
trades recognition, 82
Work for the Dole, 81
Department of Families, Community Services and
Indigenous Affairs (FaCSIA), 40, 105, 138-9
case study, 105
Department of Foreign Affairs and Trade, 84,102, 105-
7,139
case study, 106
number of approaches and complaints, 105
Department of Health and Ageing, 48,102, 139
Department of Human Services (DHS), 27,40,71,139
review of forms and letters, 71
Department of Immigration and Citizenship (DIAC), 2, 3,
6, 8,17, 21-3, 27,39, 53,59, 83-90, 117,139
case studies, 84-5
number of approaches and complaints, 83
Department of Immigration and Multicultural Affairs:
Management of a frail aged visitor to Australia,
85
Department of Industry, Tourism and Resources, 39,
140
Department of Transport and Regional Services, 39, 140
Department of Veterans’ Affairs, 27, 38, 76, 78-9, 138
F-111 deseal/reseal ex gratia payment scheme,
38-9,78
rehabilitation and compensation scheme, 79
Detention Health Advisory Group, 90
Detention Health Framework, 90
Detention Health Standards, 90
Disability Action Plan 2005-2008, 29
Disability Discrimination Act 1992 (Cth), 29, 30
Disability Open Employment, 80
Disability Services Act 1986 (Cth), 105
Disability Strategy, Commonwealth, 29-30
disability support pension (DSP), 65, 68, 71-2

E

ecologically sustainable development, 30

emergency assistance, 41-2

employment, 40, 66-8, 76, 80-2, 105, 115, 129-30

Environment Protection and Biodiversity Conservation
Act 1999 (Cth), 30
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Environmental Management Policy, 30
environmental matters, 30

ethical standards, 29

Executive, 9, 26, 28-9,32-3

external scrutiny, 31-2, 143-4

F

F-111 deseal/reseal ex gratia payment scheme, 38-9,
78

Family Court, 106

feature articles
automation, 12
common issues in agencies, 48
international cooperation, 112
national operation of the Ombudsman’s office,
25
promotion of services, 58
publication of ombudsman’s investigations, 37
30th anniversary, 6

Federal Court, 31,113, 123,137

Federal Magistrates Court, 74, 123, 137

Fedlink, 36

Financial Management and Accountability Act 1997
(Cth), 28

financial performance, 3, 35

financial statements, 143-82

fraud prevention and control, 29

freedom of information, 129-32
access and contact, 131
categories of documents held, 131-2
imposition by agencies of fees and charges, 108
number of complaint issues concerning FOI
requests, 108
report on administration of FOI Act, 48
requests made to DIAC, 90
requests made to Ombudsman'’s office, 131-2
requests made to Telstra, 108

Freedom of Information Act 1982 (Cth), 31, 48, 108,
13,123,129-30

future initiatives, 5, 46, 64, 86

G
General Employee Entitlements and Redundancy
Scheme (GEERS), 82
Good Practice Guide to Effective Complaint Handling,
1o
Goods and Services Tax, 117
governance
see corporate governance
government
changing relationship between people and,
13-25
new functions, 116-17
service providers, contracted, 115-16
government agencies
see agencies, Australian Government
Governor-General, 125, 140
GSL (Australia) Pty Ltd (GSL), 86
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case studies, 84-5
complaints overview, 83-4
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freedom of information requests, 90
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criminal element, 86
investigations, 38
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years, viii, 4, 23, 83, 88-9, 115, 125
referred cases (247), 4, 21-2, 27, 35, 38, 53,
87-8,134
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115-16,129-30, 133
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Indigenous Unit, 121
Indigenous Working Group, 23, 44
interim report of, 44
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information technology, 13, 29, 36-7, 119, 121
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Insolvency and Trustee Service of Australia, 102,107,
137
case study, 107
inspections
see monitoring and inspections
Inspector-General of the Australian Defence Force
(IGADF), 52, 77,124
Inspector-General of Intelligence and Security (IGIS),
52, 84,116,124
memorandum of understanding with
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judicial review, 31-2,123

K
key strategic achievements, 4-5

L

Law Enforcement (AFP Professional Standards and
Related Measures) Act 2006 (Cth), 13, 35, 91
law enforcement agencies, 2, 3, 51, 91-7, 116
Law Enforcement Integrity Commissioner, 97
Law Enforcement Integrity Commissioner Act 2006
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M

management and accountability, 26-37
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military rehabilitation compensation, 79
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109-10, 116
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National Ombudsman Commission of Indonesia (NOC),
4,112

New South Wales Ombudsman, 42, 50, 55, 112, 121
New South Wales Police, 3, 15, 24, 110

New Zealand Ombudsman, 55, 112, 121

Newstart Allowance (NSA), 65, 68, 71-2

Northern Territory Emergency Response, viii
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Committee, 28,128
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6,108, 113, 116, 119, 122
list of reports, 53

P
Pacific Ombudsmen Network, 55-6, 125
Pacific region, 53
Palmer Implementation Plan, 35
papers and presentations by staff, 133-5
Papua New Guinea (PNG), 4, 53, 112
Ombudsman Commission police oversight
project, 54
Parliament, Ombudsman link to, 124-5
Parliamentary Joint Committee of Public Accounts and
Audit inquiry into taxation administration, 49, 60
Parliamentary Joint Committee on Corporations and
Financial Services, 49
passenger processing complaints, 102-3
passport complaints, 106
performance
financial, 3, 35
key achievements, 4-5
outcome and outputs price, 13
report, 13-24
review of, 12-25
staff, 33
summary of outcome and outputs, 14-15
Personal Information Digest, 31
Police Accountability Round Table, 53
Police Integrity, Victorian Office of, 53
postal industry, 98-101
number of approaches and complaints, 98-9
Postal Industry Ombudsman, viii, 2, 4, 5,7, 8, 9, 27, 41,
98, 115, 129-30, 133, 142
jurisdiction, 98-9
prisoners in state prisons, federal, 32
Privacy Act 1988 (Cth), 31, 113
alleged breach of privacy, 31
Privacy Commissioner, Office of, 5, 51, 52, 124
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private sector
Ombudsmen, 56, 115
organisations, 39, 40, 98, 116, 130
procurement, 35-6, 142
promoting good administration, 49-58
Provider of Australian Government Employment
Services (PAGES), 40, 66, 80-1
public awareness, 23, 41, 44-6, 98
right to complain, 117
surveys, 5, 23, 41, 45,117
Public Contact Team, 2, 41-2, 119
Public Interest Disclosure Act 1994 (ACT), 131
Public Service Act 1999 (Cth), 29, 32
purchasing, 35-6, 142

Q
quarantine investigations, proposals for, 116
Queensland, 46, 58

Ombudsman, 50

Reconciliation Action Plan (RAP), 44
Redress of Grievance Review, 77
regional and rural areas, 45-6, 121, 125
remedies for complaints, 19, 122
apologies, 122-3
compensation, 122-3
practical, 122
reports
immigration detention, 3, 23, 38, 87-9
public, 3,4, 14,15, 21-4, 37
taxation garnishee action, 63
research projects, 123-4
Resolve, 12
see also complaints management system
Review of Australian Defence Force Redress of
Grievance System 2004, 77
reviews
forms and letters, 71
internal, 20-1, 31
Ombudsman’s, 2-5
risk management, 29
role and functions of the organisation, 2, 7-9, 115, 124

S

Safety, Rehabilitation and Compensation Act 1988
(Cth), 79,128

Samoa, 4, 23,54, 112

Scrutinising Government: Administration of the
Freedom of Information Act 1982 in Australian
Government agencies, 108

Senate Foreign Affairs, Defence and Trade Committee,
3,22,49,77

Senate Legal and Constitutional Affairs Committee, 3,
49

service charter, 18,19, 30-1
internal review, 31

service charters, growth of government, vii, 48, 120



statements about apologies, 122
service standards, vii, 18-20, 42,120
social justice and equity, 23, 44-7
Social Security Appeals Tribunal (SSAT), 73-4, 139
Solomon Islands, 4, 55, 112
South Australia Police, 3, 24, 110
Speak Up initiative, 121
staff, 32-5
consultation, 28, 33
development and training, 34-5, 43, 52, 74,122
induction program, 30, 34
papers and presentations, 133-5
profile, 33-4
Senior Executive, 33
study assistance, 35
survey, 32-3
turnover, 33-4
states and territories, 10, 27, 56, 98, 110, 113, 115, 123
statistics, 136-41
approaches and complaints about Australian
Government agencies, 137-40
complaints about Australian Federal Police, 141
explanations of terms used in tables, 136
see also administrative action, review of;
agencies, Australian Government
statutory compliance, review of (Output 2), 24
budget, 13
performance report, 15
stored communications, access to, 109, 116
Strategic Plan 2007-2010, 27-9
submissions
to government, 3, 22
toinquiries, 3, 22, 49-50
Surveillance Devices Act 2004 (Cth), 24, 92, 109-10,
130
surveillance devices records, 3, 24,109-10, 116, 125,
130
surveys
public awareness, 5, 23, 41, 45, 117
staff, 31-2
tax complainants, 61
systemic issues, 3,5, 6, 12,17, 22, 37,39, 43, 49, 51, 56,
61-2, 66, 67-8,79, 81,86-7, 95,122

T
Tasmania, 46
taxation, 60-4
complaint assisted transfer project, 61
complaints overview, 60-1
external project work by Ombudsman, 61-2
tax environment, 61
see also Australian Taxation Office
taxation administration inquiry, 49, 60
Taxation Ombudsman, viii, 7, 8, 9, 60, 115, 129, 130, 134
Telecommunications (Interception and Access) Act
1979 (Cth), 13, 24, 92,110, 130
amendments, 35, 109
Telecommunications Industry Ombudsman (TI0), 115

telecommunications interceptions records, 3, 24,109
10, 116,130

Telstra, 41,107, 115, 138

terrorism response by Parliament, Ombudsman’s
oversight role, 116

Thailand, 4, 23, 53-4
case handling at the Office of the Thai
Ombudsman, 56

Tonga, 4,112

Trades Recognition Australia, 82

training
international, 4, 56
staff, 34-5, 43,52, 74,122

|

values, 29

Vanuatu, 4, 23,112

Victoria
Equal Opportunity Commission of, 53
Office of Police Integrity, 53
Ombudsman, 123

Villawood Immigration Detention Centre, 86

visa issues, 83-4

Vocational Rehabilitation Services, 80

w
website
access, people with a disability, 30
address, iv
information available, 3, 20, 29, 37, 50, 53, 58,
88, 89, 96, 119

World Wide Web Consortium (W3C) Web Content
Accessibility Guidelines, 30

Welfare to Work Programme, viii, 13, 22, 35, 39, 40,
65-6,70,72,80

Western Australia, 50
Ombudsman, 112

Westralia investigation, 76

whistleblowing project, 50, 123

Whistling While They Work: Internal Witness
Management in the Australian Public Sector,
50,123

witness protection, 3,5, 22, 49, 50, 92, 97, 123

Witness Protection Act 1994 (Cth), 92

Work Practice Manual, 41

Work Practice Steering Committee, 28, 41

work practices, 2, 28, 41
post-implementation review, 41

workload, 2-3, 13, 35, 109, 120

Workplace Diversity Framework and Plan, 29, 30, 32,
128

workplace relations, 33

Workplace Relations Act 1996 (Cth), 24

Workplace Relations Committee, 28, 33

Z
Zoia v Commonwealth Ombudsman [2007] FCA 245, 31
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contacts

Enquiries 9 am-5 pm Monday to Friday

Phone 1300 362 072 (local call charge, calls from mobile phones
charged at mobile phone rates)

Post box GPO Box 442, Canberra ACT 2601

Facsimile 0262497829

Email ombudsman@ombudsman.gov.au

Online complaint form  www.ombudsman.gov.au

S1IVINOD

Commonwealth Ombudsman offices

Adelaide Hobart

Level 5, 50 Grenfell Street Ground Floor, 99 Bathurst Street
Adelaide SA 5000 Hobart TAS 7000

Brishane Melbourne

Level 25, 288 Edward Street Level 10, Casselden Place
Brisbane QLD 4000 2 Lonsdale Street

Melbourne VIC 3000

Canberra and National Office Perth
Ground Floor, 1Farrell Place Level 12, St Martin’s Tower
Canberra City ACT 2600 44 St Georges Terrace

Perth WA 6000

Darwin Sydney

Level 12, NT House Level 7, North Wing

Cnr Bennett & Mitchell Streets Sydney Central, 477 Pitt Street
Darwin NT 0801 Sydney NSW 2000
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