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consultancy services, 44–5, 161–2

expenditure on contracts, 44, 45, 161

contact details, iv, 198 

contracts, 44–5 

controlled operations, 22
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definition, 84

inspections, 86, 148

legislation amendment, 86

Cook Islands, 138  

cooperation, international, 142–4

corporate governance, 34–6

management committees, 34

practices, 34–5

senior executive and responsibilities, 32–3

corporate planning, 33–4

Council of Australian Governments (COAG), 3, 
4, 73

courts, 37, 155

covert operations, 84, 87

Crimes Act 1914 (Cth), 22, 84, 86, 148 

Crimes Legislation Amendment (Serious and 
Organised Crime) Act 2010 (Cth), 86

CrimTrac, 106, 110, 154 

cross–agency issues, 54, 57, 58, 65, 73, 101, 
118, 136

D
debt collection, 50, 51, 59, 117, 118, 119 

Defence, 90–5

see also Australian Defence Force; Defence 
Force Ombudsman; Defence Housing 
Authority; Department of Defence; 
Department of Veterans’ Affairs

Defence Force Ombudsman, 90–5, 140, 147

Defence Housing Australia (DHA), 90, 95

transition of removal function to TOLL 
Transitions, 95

Department of Agriculture, Fisheries and 
Forestry (DAFF), 22, 29, 84

Biosecurity Services Group, 22, 84, 87

case study, 132

own motion investigation, 22, 87

statistics, 154

Department of Broadband, Communications and 
the Digital Economy, 74, 154

Department of Climate Change and Energy 
Efficiency (DCCEE), 66–70

case studies, 68, 70

number of complaints, 66

statistics, 155

systemic issues, 70

Department of Defence, 90–5

joint review into delays with ROGs, 95

number of approaches and complaints 
received, 90, 91

statistics, 155

see also Australian Defence Force

Department of Education, Employment and 
Workplace Relations (DEEWR), 56, 62–5, 74

apprenticeships, 62 

case studies, 63, 64, 65

compensation, 63

CDDA scheme, 63

complaint themes, 62

contractors working on behalf of, 63

cross–agency issues, 65

Disability Employment Services, 65

General Employee Entitlements and 
Redundancy Scheme (GEERS), 62

international students, 89, 99

Job Network, 106 

job seeker transfers, 64

Job Services Australia, 64, 71

number of approaches and complaints 
received, 62

statistics, 155

timeliness, 62

Trades Recognition Australia, 64

Trans–Tasman Mutual Recognition Agreement, 
64

Department of Environment, Water, Heritage 
and the Arts (DEWHA), 66–70, 74

case studies, 67, 68

number of complaints, 66

own motion investigation, 66

statistics, 156

transfer of energy efficiency to DCCEE, 66

Department of Families, Housing, Community 
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Services and Indigenous Affairs (FaHCSIA), 36, 
54, 56, 57, 71–5

case studies, 54, 75, 132

complaint themes, 71

cross–agency issues, 73

number of complaints, 71

statistics, 156

Department of Finance and Deregulation, 58, 
141  

statistics, 156

Department of Foreign Affairs and Trade (DFAT), 
112–13

statistics, 156

Department of Health and Ageing, 74, 77–80

Aged Care Complaints Investigation Scheme 
(CIS), 77, 79

case studies, 77, 78, 79 

complaint themes, 77

complexity, aged care funding, 80

naltrexone implants, 79

number of approaches and complaints 
received, 77

remote communities, 80

statistics, 156–7

Department of Human Services (DHS), 57

statistics, 157

see also Centrelink

Department of Immigration and Citizenship 
(DIAC), 2, 96–105 

approach and complaint trends, 96

case studies, 98, 99, 103, 104   

Christmas Island, 100–1

complaint handling, 97

compliance and removals, 101 

cross–agency issues, 101

external agencies, 98

General Skilled Migration Program (GSM), 96, 
97, 98

Global Feedback Unit (GFU), 97

maritime arrivals, 100–1

Migration Act reports, 101–2

monitoring and inspection of detention 
activities, 99–1

number of approaches and complaints 
received, 96

own motion investigations, 96, 105

record keeping, 105

refugees, 100–1

refugee status assessment process (RSA), 
100, 101

security clearances, 96, 98, 101

skilled migration, 97, 98–9

staff training, 101

statistics, 157

systemic issues, 97 

timeliness, 97, 105

visas, 97, 98, 105

visa processing, international students, 96, 
98–9

see also immigration detention

Department of the Prime Minister and Cabinet, 
9, 74, 137, 146, 147, 158

Department of Veterans’ Affairs, 93, 94

case study, 94

number of approaches and complaints 
received, 90, 94

statistics, 155

detention

see immigration detention; see also 
Department of Immigration and Citizenship

Dezignteam, 161

Disability Action Plan, 35–6

Disability Discrimination Act 1992 (Cth), 35

E
e–bulletins, 2, 123

ecologically sustainable development, 36

Economic Security Strategy Payment (ESSP), 55

Education Services for Overseas Students 
Legislation Amendment Bill 2010, 4, 89

education

see community engagement; Department 
of Education, Employment and Workplace 
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Relations; see also agencies, Australian 
Government; training; staff, training

electronic records management, 36, 45 

employee assistance program, 43

Employee Self Service, 38

employment services, 64

see also Department of Education, 
Employment and Workplace Relations

energy rating, office accommodation, 36

Environment Protection and Biodiversity 
Conservation Act 1999 (Cth), 36 

Environmental Management Policy, 36

environmental matters, 36

energy consumption, 36

ethical standards, 35

APS Ethics Contact Officer Network, 35

external scrutiny, 36–7

F
fact sheets, 2, 5, 15, 29, 30

Fair Work Australia, 155

Fair Work Building Industry Inspectorate, 4

Fair Work Ombudsman, 76

number of complaints, 76

own motion investigation, 76

statistics, 155

Falling through the cracks, 56

feature articles, x, 5, 12, 30, 46, 128, 138   

Federal Court, 37, 155

Federal Magistrates Court, 36–7, 155

finance/financial management, 43, 44

appropriate revenue, 43

Chief Executive statement, 165

deficit, 3, 43

financial statements, 165–199

funding from other sources, 14 

office relocation expenses, 43

operating expenses, 3, 43 

operating revenue, 3 

performance, 43

resource statement, 163–4

resources for outcomes, 14, 164

revenue from other sources, 43

surplus funds from previous year, 43 

Financial Management and Accountability Act 
1997 (Cth), 34

Financial Ombudsman Service, 30 

financial services industry, 124

fraud prevention and control, 35

freedom of information  

categories of documents held, 148–9

statement, 146–9

Freedom of Information Act 1982 (Cth) 83, 146 

freedom of information, actions by agencies, 148

number of complaints, 83

Freedom of Information Commissioner, 83

functions and role (Ombudsman), 9, 10, 146–8

G
garnisheeing, 137

General Employee Entitlements and Redundancy 
Scheme (GEERS), 62

governance, 34–6

government agencies

see agencies, Australian Government; see 
also name of agency

grant programs, 45

Green Loans program, 66, 70

guide to report, iv

H
harassment and bullying, 42

Harassment Prevention Policy, 35

health awareness, staff, 43

health issues

autism scheme, 75 

immigration detention, 102 

naltrexone, 79

serious illness and superannuation release, 125

sports injuries, ADF members, 93

Veterans’ Affairs, 94

see also Department of Health and Ageing; 
Medicare Australia
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Health Month, national, 43

Helping Children with Autism scheme, 75

High Court, 37, 155

history of Ombudsman role, 8

Home Insulation Program, 66, 69

Hong Kong, 138

House of Representatives Standing Committee 
on Legal and Constitutional Affairs, 4, 141

House of Representatives, Report to the 
Speaker, 22

human error, 20, 137

human resources, 37–43

human rights, 141–2

I
immigration detention, 16

case studies, 103, 104

Christmas Island, 100–1

health issues, 102, 104

human rights, 141–2

inspections program, 99–101

long–term detainees, 101–2

mental health, 102, 104

minors, 100

overcrowding, 101

own motion reports, 103

reports to the Minister, 101–2

reports to the Ombudsman, 102, 103

Serco, 97

six–month review reports, 102, 103, 104, 105

STARTTS, 104 

two–year review reports, 101–2, 103

Immigration Ombudsman, 96–105, 147 

see also Department of Immigration and 
Citizenship

Indigenous community, 71–5

aged care, 80

case studies, 72, 132

Closing the Gap NT initiative, 71, 73–4

communications, 12, 73

complaints, 71, 74

cross–agency issues, 73

housing, 71, 72

income management, 71, 73

internet access, Papunya, 12, 74

interpreters, 12, 73

NTER, 43, 71, 74

project officer, 74–5

remote communities, 16, 72, 73, 80, 131, 140

reports, 73

School Nutrition Program (SNP), 71

Tangentyere Council, 12

see also Northern Territory 

Indigenous Unit (IU), 71, 80

Indonesia, 14, 43, 144

Ombudsman of the Republic of, 144

Information Commissioner, appointment, x 

information management, 45

Information Management Committee, 34 

information technology, 45 

assets, 44

electronic records, 36, 45

internet communication, indigenous 
community, 12

inter–agency complaint portal, xii

intranet, 32, 36, 45

management, 45

proposed improvements, 45

security, 45 

inspections of records, 2, 15, 21–2

number of, 21

Inspector–General of Intelligence and Security, 
vii, 32

Inspector–General of Taxation (IGT), 118, 123 

integrity agencies, Australian Government, 2, 
140

Integrity Commissioner of ACLEI, 109 

inter–agency complaint portal, xii

Internal Audit Committee, 34, 35

international engagement, 142–4

international students, 3, 4
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Ombudsman new role, 89

visa processing, 96, 98–9

interpreters, 5, 12, 101, 108

own motion report, 73

investigations, 146–7 

cross–agency, 54, 65, 73–4

errors or deficiency identified, 2, 20, 61, 137

Ombudsman powers, 146–8

reasons for not undertaking, 146

reports, list of, 133

timeliness of finalisation, 24

see also own motion investigations; name of 
agency 

J
Joint Outreach Initiative Network (JOIN), x

Judiciary Act 1903 (Cth), 37

K
key performance indicators, 17 

Kiribati, 138

L
Law Enforcement (AFP Professional Standards 
and Related Measures) Act 2006 (Cth), 147

law enforcement agencies, 106–10

see also Attorney–General’s Department; 
Australian Crime Commission; Australian 
Federal Police; Australian Transaction Reports 
and Analysis Centre; CrimTrac; monitoring and 
inspections

Law Enforcement Ombudsman, 106–10, 147

legislative review, 141

letter of transmittal, iii

litigation and legal issues, 36–7

M
Mallesons Stephen Jaques, 161

management and accountability, 3, 31–45

management committees, 44

market research, 162

McMillan, Prof. John, ix, 32

Medicare Australia, 54, 81–2

case studies, 54, 81, 82

CDDA requests, 81

electronic funds transfer, 82

number of approaches and complaints, 81

statistics, 157

verbal advice, 81

mental illness, clients with, 56

Migration Act 1958 (Cth), 101–2, 147

reports under ss 486N and 4860, 101, 102

migration agents, 98

military justice system, submission to inquiry, 
95

Military Rehabilitation and Compensation Act 
2004 (MRCA), 94

monitoring and inspections, 84–8

Attorney–General reports, 85, 86 

controlled operations, 86

immigration detention, 99–101

improvements in work practices, 87–8

number of inspections, 85, 86

Ombudsman role, 84

stored communications, 84, 85

surveillance devices, 84, 86

telecommunications interceptions, 84, 85

workload, 87

see also compliance auditing

N
naltrexone implants, 79

National International Student Strategy, 3

New South Wales

Crime Commission, 85

Deputy Ombudsman, 144

Ombudsman, 138, 143 

Police, 85  

New Zealand

Ombudsman, 138, 143, 144

Norfolk Island, 4, 43

Northern Territory, 12, 71

community organisations, 74

Department of Housing, Local Government 
and Regional Services, 71, 72
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Emergency Response, 43, 71, 140 

memorandum of understanding, 74

Ombudsman, 74

see also Indigenous community

O
occupational health and safety, 42–3

Occupational Health and Safety Act 1991 (Cth), 42

Occupational Health and Safety Committee, 34, 
42

Office of Evaluation and Audit, 80

Office of Police Integrity, 85

Office of the Workplace Ombudsman, 76 

Ombudsman Act 1976 (Cth), 9, 24, 146, 147, 148

Ombudsman Act 1989 (ACT), 10, 148

Ombudsman, x, xi, 11

appointment, x, 11, 146

appointment of new, 3

Chief Executive, 148 

Chief Executive’s Instructions, 44

Deputy, x, 11, 34, 38, 142, 143, 144, 146, 149

discretionary powers, 24–5, 37

foreword, x, xi

functions and decision–making powers, 146–8

new role, 89

overview, 1–4

remuneration, 32

resignation, ix, 42

specialist roles, 10

statutory responsibilities, 9

Ombudsman’s office

establishment, 9

organisational structure, 11

new functions, 3

record keeping, 22, 42

relocation (ACT), 36, 38, 43

role and functions, 9–10

senior executive and responsibilities, 32–3

state offices, 198 

see also staff 

organisation chart, 11

outcome and output structure, 11

outlook, 3–4

outreach activities, xii, 16, 71, 74, 123, 140

Agfest, Launceston, 30

own motion investigations, viii, 9–10, 22, 51, 55, 
56, 66, 76, 87, 95, 96, 105, 106, 108, 109, 112, 
113, 105, 122, 124

number of reports, 16

public reports released, 2, 29, 55, 56, 60, 105, 
133

P
Pacific Islands Forum, 143

Pacific Ombudsman Alliance, 3, 138, 143–4 

members, 138

newsletter, 143

website, 143

Papua New Guinea, 14, 43, 138

Ombudsman, 142

Twinning Program, 3, 142–3

Parliamentary committee inquiries, 28

Parliamentary Joint Committee on the Australian 
Crime Commission, 86

people management, 37–43

see also staff

performance indicators, key, 17

performance pay, 38

performance report, 13–29

finance, 43, 44, 165–97

resource statement and resources for 
outcomes, 163–4

summary, 15–16

Personal Information Digest, 36

phoenix activities, 123

police

see Australian Federal Police; names of states 
and territories; see also law enforcement 
agencies

Portfolio Additional Estimates Statements, 14, 43

Portfolio Budget Statements, 11, 14

Post Office Agents Association Limited, 114 
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postal industry, 111–16

complaints overview, 111, 112

number of approaches and complaints 
received, 111

private postal operators, 111, 112

see also Australia Post

Postal Industry Ombudsman, 111–16 

additional reporting, s19X of the Ombudsman 
Act, 159–60

function, 111, 148

presentations by staff, 150–2

Pride Fair Day, 5, 46

Privacy Act 1988 (Cth), 36, 147

Privacy Commissioner, 36, 83, 126

procurement, 44–5

Public Interest Disclosure Act 1994 (ACT), 148

public satisfaction, 15, 25, 28

Public Service Act 1999 (Cth), 11, 38, 146

publications, xii, 2, 29, 33, 37, 140

see also reports

purchasing, 44–5

Q
quality assurance, 26, 35  

Quarantine Act 1908 (Cth), 22, 87 

quarantine issues, 87

Queensland

Crime and Misconduct Commission, 85, 88

Ombudsman, x

Police, 21, 85, 88

R
recommendations accepted by agencies, 22, 25      

record keeping, 50, 85, 91, 92, 93, 105, 136, 148

records inspections

see compliance auditing; inspections

records management, electronic, 36, 45

refugees, 98–104

regional engagement, 3, 138

regulators, 37

remedies for complaints, 24, 130–2, 154–8

action expedited, 24

apologies, 24, 51, 98, 132

decision changed or reconsidered, 24, 131

explanations, 24, 130

financial, 24, 131

types of, 24

see also statistics

Remuneration Tribunal, 32

reports, 29

list of, 133

research projects, Australian Research Council 
funded, 141

resource deficiency, 137

resource statement, 163–4

resources, pressure on, 2

Returned and Services League (RSL) of 
Australia, 95

review and research bodies, 141–2

review of decisions, requests for, 26

new approach for handling, 3 

number of, 26

risk management, 34, 35

Royal Australian Air Force

see Australian Defence Force

Royal Australian Navy

see Australian Defence Force

S
same sex legislation, 5, 55

Samoa, 138, 143

Senate Education, Employment and Workplace 
Relations Legislation Committee, 89

Senate Legal and Constitutional Affairs 
committee, 63, 88

Senate, report to President of, 22

Senate Rural and Regional Affairs and Transport 
Legislation Committee, 84, 87

Senior Management Committee, 34

Serco, 97

service charter, 23
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Service for Treatment and Rehabilitation of 
Torture and Trauma Survivors (STARTTS), 104

solar hot water rebate, 66, 67

solar panel rebates, 66, 67, 68, 69

Solomon Islands, 138, 144 

South Australia

Police, 21, 85

staff

career development, 38, 41–2 

contracts, 38, 39

counselling service, 43

health and safety initiatives, 42–3 

independence/impartiality, 26

induction, 35, 36, 42

learning and development, 3, 22–3, 42, 45

location of, 40

mobility register, 38

number of, 22, 39 

online training and development system, new, 
38, 42

part–time, 40, 41

performance, 38

profile, 39–41

recruitment, 39 

salary packing, 38

satisfaction, 22, 25, 38

separations, 41

SES, 11, 38, 39, 41

study assistance, 42

surveys, 22, 37, 38

tenure, 3, 37 

turnover, 3, 15, 22, 25, 37, 38, 39, 41

training, 22, 23, 26, 35, 38, 42

unplanned personal leave, 43

workplace assessments, 42

workplace diversity, 35

stakeholders, 140

‘State of the Service’ Report, 37, 38

states and territories, x, 73, 140 

statistics

approaches and complaints about Australian 
Government agencies, 154–8

explanations of terms used in tables, 153

see also name of agency

stored communications

definition, 84

inspection of records, 85

Strategic Indigenous Housing and Infrastructure 
Program (SIHIP), 71

Strategic Plan, 33–4

submissions, 16, 123 

list of, 28

Superannuation Industry (Supervision) Act 
1993, 124

superannuation, 118, 120, 121, 124, 135 

own motion investigation, 124

surveillance devices 

definition, 84

inspections, 86, 148

Surveillance Devices Act 2004 (Cth), 21, 86, 148

surveys

client satisfaction, 3, 23, 25, 26, 28

Comcover Risk Management Benchmarking, 34

public awareness, 25

staff, 22, 34, 35, 37, 38 

Sydney Gay and Lesbian Mardi Gras, 5, 46

systemic issues, 16, 33, 53, 70, 91, 94, 95, 96, 
97, 113, 122, 133, 135, 136, 137

T
Taiwan, 138

Tasmania

Agfest, 30 

Ombudsman, xii, 30

Police, 21, 85, 88

tax agents, 117, 123

Tax Institute Conference, 123

Tax Practitioners Board, 117

taxation issues

see Australian Taxation Office
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Taxation Ombudsman, 117–123, 147

see also Australian Taxation Office

Telecommunications Industry Ombudsman, 9, 30

Telecommunications (Interception and Access) 
Act 1979 (Cth), 21, 85, 148

telecommunications interceptions, 148

definition, 84

inspections of records, 85  

Territories Law Reform Bill, 4

Therapeutic Goods Act 1989 (Cth), 79

Therapeutic Goods Administration (TGA), 79 

case study, 79

timeliness

agency decision making/responses, 60, 62, 
97, 105, 106, 118, 120

Ombudsman’s, 2, 15, 23–4, 45 

Timor Leste, 143

TOLL Transitions, 95

Tonga, 138, 143

Trades Recognition Australia (TRA), 64

training

see name of agency; staff, training; see also 
international engagement

transmittal letter, iii

Trans–Tasman Mutual Recognition Agreement, 
64

Treasury, 127, 158

tribunals, 37, 154

U
University of Canberra

Dennis Pearce Top Performance in 
Administrative Law Prize, 140–1

V
values, 35

Vanuatu, 138, 143 

Victoria

Ombudsman, 142

Police, 21, 85 

visa issues, 96, 97, 98–9, 105 

W
WalterTurnbull, 34

website

address, iv

improving, 36

W3C Web Content Accessibility Guidelines, 36

Welfare to Work, 62

Western Australia, x, 131

Corruption and Crime Commission, 85

Ombudsman, xii 

Police, 21, 85

whistleblower protection, 4, 141

whole–of–government issues, 43, 63, 74

work practice guidelines, redevelopment, 45

Work Practice Manual, 35

workers’ compensation, 43, 61

workplace agreements, 38

Workplace Diversity Framework and Plan, 35 

workplace relations, 38

Workplace Relations Committee, 34, 36, 38
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Contacts
Enquiries		  9 am–5 pm Monday to Friday

Phone			   1300 362 072 

Postal			   GPO Box 442, Canberra ACT 2601

Facsimile		  02 6276 0123

Email			   ombudsman@ombudsman.gov.au

Online complaint form 	 www.ombudsman.gov.au

Commonwealth Ombudsman offices

Adelaide	 
Level 5, 50 Grenfell Street 
Adelaide SA 5000

Brisbane 
Level 17, 53 Albert Street 
Brisbane QLD 4000

Canberra and National Office 
Level 5, 14 Childers Street 
Canberra City ACT 2600

Darwin 
Level 12, NT House 
Cnr Bennett & Mitchell Streets 
Darwin NT 0801

Hobart 
Ground Floor, 99 Bathurst Street 
Hobart TAS 7000

Melbourne 
Level 1, 441 St Kilda Road 
Melbourne VIC 3004

Perth 
Level 12, St Martin’s Tower 
44 St Georges Terrace 
Perth WA 6000

Sydney 
Level 7, North Wing 
Sydney NSW 2000
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