





Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Revaluations

Fair values for each class of asset are determined as shown below:

Asset Class Fair value measured at:
Leasehold improvements Depreciated replacement cost
Plant and equipment Market selling price

Following initial recognition at cost, property plant and equipment are carried at fair value less subsequent accumulated
depreciation and accumulated impairment losses. Valuations are conducted with sufficient frequency 1o ensure that the carrying
amounts of assets do not differ materially from the assets” fair values as at the reporting date. The regularity of independent
valuations depends upon the volatility of movements in market values for the relevant assets.

Revaluation adjustments are made on a class basis. Any revaluation increment is credited to equity under the heading of asset
revaluation reserve except to the extent that it reverses a previous revaluation decrement of the same asset class that was
previously recognised in the surplus/deficit. Revaluation decrements for a class of assets are recognised directly in the
surplus/deficit except to the extent that they reverse a previous revaluation increment for that class.

Any accumulated depreciation as at the revaluation date is eliminated against the gross carrying amount of the asset and the asset
restated to the revalued amount.

Depreciation

Depreciable property, plant and equipment assets are written-off to their estimated residual values over their estimated useful lives
to the Office using, in all cases, the straight-line method of depreciation.

Depreciation rates (useful lives), residual values and methods are reviewed at each reporting date and necessary adjustments are
recognised in the current, or current and future reporting periods, as appropriate.

Depreciation rates applying to each class of depreciable asset are based on the following useful lives:

2010 2009
Leasehold improvements Lease term  Lease term
Plant and Equipment 3to 10 years 3 to9 vears

Impairment

All assets were assessed for impairment at 30 June 2010, Where indications of impairment exist, the asset’s recoverable amount is
estimated and an impairment adjustment made if the asset’s recoverable amount is less than its carrying amount.

The recoverable amount of an asset is the higher of its fair value less costs to sell and its value in use. Value in use is the present
value of the future cash flows expeeted to be derived from the asset. Where the future economic benefit of an asset is not
primarily dependent on the asset’s ability to generate future cash flows, and the asset would be replaced if the Office were
deprived of the asset, its value in use is taken to be its depreciated replacement cost.

Derecognition

An item of property, plant and equipment is derecognised upon disposal or when no further future economic benefits are expected
from its use or disposal.
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

1.18 Intangibles

The Office’s intangibles comprise internally developed sofiware for internal use, These assets are carried at cost less accumulated
amortisation and accumulated impairment losses.

Software is amortised on a straight-line basis over its anticipated useful life. The useful lives of the Office’s software are 1 to 8
vears (2008-09: 1 to 8 years).

All software assets were assessed for indications of impairment as at 30 June 2010.

1.19 Taxation

The Office is exempt from all forms of taxation except Fringe Benefits Tax (FBT) and the Goods and Services Tax (GST).

Revenues, expenses and assets are recognised net of GST except:

* where the amount of GST incurred is not recoverable from the Australian Taxation Office; and

o for receivables and pavables.
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 2: Events After the Reporting Period

On 9 July 2010 the Office entered into a Memorandum of Understanding with the Department of Climate Change
for them to assume the Office’s property lease at Farrell Place in Canberra. The Department assumed

responsibility for the lease including restoration provisions. The value of the restoration provision at 30 June 2010
was $301.140.
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 3: Expenses

2010 2009
$ 5
Note 3A: Employee Benefits
Wages and salaries 11,382,055 10,687,183
Superannuation:

Defined contribution plans 641,063 496,356

Defined benefit plans 1,343,833 1,522,145
Leave and other entitlements 1,728,069 1.793.656
Separation and redundancies 444,908 -
Total employee benefits 15,539,928 14,499,340

Note 3B: Suppliers

Goods and services

Consultants and contractors 169,579 456,842
Information technology and communicatons 710,097 676,796
Other 2,234,595 1,984,503
Total goods and services 3,114,271 3,118,141
Goods and services are made up of:

Provision of goods — external parties 443,286 321.269
Rendering of services — related entities 337,400 214,738
Rendering of services — external parties 2,333,585 2,582,134
Total goods and services 3,114,271 3,118,141
Other supplier expenses

Operating lease rentals — external parties:

Minimum lease payments 1,972,552 1,294,052
Workers compensation expenses 88,040 72413
Total other supplier expenses 2,060,592 1,366,465
Total supplier expenses 5,174,863 4,484,606

Note 3C: Depreciation and Amortisation
Depreciation:

Property, plant and equipment 563,151 564,803
Amortisation:

Intangibles - Computer Software 179,286 218422
Total depreciation and amortisation 742,437 783,224

Note 3D: Losses from Asset Sales
Property, plant and equipment:

Proceeds from sale - (350)

Carrying value of assets sold 837 91,509

Selling expense - -
Intangibles:

Proceeds from sale - -

Carrying value of assets sold - 824

Selling expense - -
Total losses from asset sales 837 91,983

Note 3E: Other Expenses
Change in the value of restoration provision - 34,765
Total other expenses - 34,765
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 4: Income

REVENUE

Note 4A: Sale of Goods and Rendering of Services

Rendering of services - related entities
Rendering of services - external parties
Total sale of goods and rendering of services

Note 4B: Sale of Assets
Property, plant and equipment:
Proceeds from sale
Carrying value of assets sold
Net gain from sale of assets

Note 4C: Other Gains
Resources received free of charge
Reversal of makegood provision
Total other gains

REVENUE FROM GOVERNMENT

Note 4D: Revenue from Government
Appropriations:

Departmental outputs
Total revenue from Government

2010 2009

$ $

512,650 384,610

1,001,253 1,006,928

1,513,903 1,391,538

64 1,200

(32) (281)

32 919

29,000 23,000

- 43,810

29,000 66.810

18,795,000 19,364,000
18,795,000 19,364,000
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 5: Financials Assets

2010 2009
S $

Note 5A: Cash and Cash Equivalents
Cash on hand or on deposit 358,624 128,080
Cash held by outsiders 10,000 o
Total cash and cash equivalents 368,624 128,080
Note 5B: Trade and Other Receivables
Good and Services:

Goods and services - related entities 53,032 205.883

Goods and services - external parties 6,276 23,295
Total receivables for goods and services 59,308 229,178
Appropriations receivable:

For existing outputs 4,322,868 6,297,000
Other receivables:

GST receivable from the Australian Taxation Office 152,393 92,342
Total trade and other receivables (gross) 4,534,569 6,618,520
Receivables are expected to be recovered in:

No more than 12 months - -

More than 12 months 4,534,569 6,618,520
Total trade and other receivables (net) 4,534,569 6,618,520
Receivables are aged as follows:

Not overdue 4,517,662 6,440,028

Overdue by:

0 to 30 days 154 102,317

31 to 60 days 16,528 66,157

61 to 90 days - -

Mare than 90 days 225 10,018
Total receivables (gross) 4,534,569 6,618,520
Note 5C: Other Financial Assets

Lease incentives 1,314,714 -
Total other financial assets 1.314,714 -
Total other financial assets - are expected to be recovered in:

No more than 12 months 923,771 -

More than 12 months 390,943 -
Total other financial assets 1,314,714 -

ANNUAL REPORT 2009 — 2010



Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 6: Non-Financial Assests

2010 2009
$ S
Note 6A: Property, Plant and Equipment
Leasehold improvements:
Fair value 2,888,976 1,591,584
Accumulated depreciation (1,101,718) (828,972)
‘Total leasehold improvements 1,787,258 TH2.612
Other property, plant and equipment:
Fair value 2,388,739 1,666,459
Accumulated depreciation (1,254,849) (1.064.945)
Total other property, plant and equipment 1,133,890 601,514
Total property, plant and equipment 2,921,148 1,364,126

Formal valuations are generally undertaken where management considers there is a material or significant difference
between the carrying value of the asset and its fair value. In between formal revaluations the office monitors the assets
ensuring the fair value of the assets is materially correet. This is conducted annually.

No indicators of impairment were found for property, plant and equipment.

Within the next 12 months the office expects to dispose of the leaschold improvement restoration asset associated with the
relinquishment of office accommodation as mentioned in note 2.

Note 6B: Reconciliation of the Opening and Closing Balances of
Property, Plant and Equipment (2009—10)

Other
property,
Leaschold plant &
improvements equipment Total
$ S S
Asat 1 July 2000
Gross book value 1,591,584 1,666,459 3,258,043
Accumulated depreciation and impairment (828,972) (1,064.945)  (1,893,917)
Net book value 1 July 2009 762,612 601,514 1,364,126
Additions:

By purchase 1,297,366 823,678 2,121,044
Depreciation expense (272,720) (290,432) (563,152)
Disposals:

Other - (870) @}_
Net book value 30 June 2010 1,787,258 1,133,890 2,921,148
Net book value as of 30 June 2010 represented by:

Ciross book value 2,888,976 2,388,739 5,277,715
Accumulated depreciation (1,101,718) (1,254.849)  (2,356,567)
1,787,258 1,133,890 2,921,148
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 6B (Cont’d): Reconciliation of the Opening and Closing Balances of Property, Plant and
Equipment (2009—10)

Other property,

Leaschold plant &
improvements equipment Total
$ $ §

Asat 1 July 2008
Gross book value 1. 468,624 1,481 867 2,950,491
Accumulated depreciation and impairment (716,712) (822.221)  (1.538,933)
Net book value 1 .July 2008 751,912 659,646 1,411,558
Additions:

By purchase 363,219 238,518 601.737
Depreciation expense (274,656) (290.147) (564,803)
Disposals:

Other (77,863) (6.503) (84,360)
Net book value 30 June 2009 762,612 601.514 1.364.126
Net book value as of 30 June 2009 represented by:

Gross book value 1,591,584 1,666,459 3,258.043
Accumulated depreciation (828,972) (1.064.945)  (1,893.917)
762,612 601,514 1,364,126
2
Note 6C: Intangibles ’“'2 "w:
Computer software:

Purchased 1,543,280 1,357,739
Total computer software (gross) 1,543,280 1,357,739

Accumulated amortisation (1,061,031) (919,730}

Total computer software (net) 482,249 438,009
Total intangibles 482,249 438,009

No indicators of impairment were found for intangible assets.

No intangibles are expected to be sold or disposed of within the next 12 months.
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 6D: Reconciliation of the Opening and Closing Balances of Intangibles (2009—10)

Computer software

purchased
S
As at 1 July 2009
Gross hook value 1,357,739
Accumulated amortisation and impairment (919,730)
Net book value 1 July 2009 438.009
Additions:

By purchase 223,526
Amortisation (179,286)
Net book value 30 June 2010 482,249
Net book value as of 30 June 2010 represented by:

Gross book value 1,543,280
Accumulated amortisation and impairment (1,061,031)
482.249

Note 6D (Cont’d): Reconciliation of the Opening and Closing
Balances of Intangibles (2009—10)

Computer software

purchased
H
As at 1 July 2008
Gross book value 1,061,520
Accumulated amortisation and impairment (750,183)
Net book value 1 July 2008 311.337
Additions:
By purchase 345918
Amortisation (218.422)
Disposals:
Other (824)
Net book value 30 June 2009 438,009
Net book value as of 30 June 2009 represented by:
Gross book value 1,357.739
Accumulated amortisation and impairment (919,730)
438.009
2010 2009
S s
Note 6E: Other Non-Financial Assets
Prepayments 262,303 323,148
Total other non-financial assets 262,303 323,148
No indicators of impairment were found for other non-financial assets.
Total other non-financial assets - are expected to be recovered in:
No more than 12 months 262,303 323,148
More than 12 months - -
Total other non-financial assets 262,303 323,148
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 7: Payables

2010 2009
8 b
Note 7A: Suppliers
I'rade creditors and accruals 544,889 756,476
Total supplier payables 544,889 756,476
Supplier payables expected to be settled within 12 months:
Related entities 174,059 118,074
External partics 370,830 638,402
Total 544,889 756,476
All supplier payables are expected to be settled in less than 12 months
Settlement is usually made within 30 days.
Note 7B: Operating leases
Operating lease incentives 2,005,693 299,610
Fixed lease increase 197,949 7,725
Total operating lease 2,203,642 307,335
Total operating leases are expected to be settled in:
No more than 12 months 186,820 64,037
More than 12 months 2,016,822 243,298
Total 2,203,642 307,335
Settlement is usually made within 30 days.
Note 7C: Other Payables
Salaries and wages 233,542 197,956
Superannuation 34,542 31,024
Separations and redundancies 71,945 -
Unearned income 835.830 532,378
Total other payables 1,175,859 761,358
l'otal other payables are expected to be settled in:
No more than 12 months 1,175,859 761,358
More than 12 months = -
Total 1,175,859 761,358
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 8: Provisions

2010 2009
S $
Note 8A: Employee Provisions
Leave 3,259,526 3,371,894
Total employee provisions 3,259,526 3,371,894
Employee provisions are expected to be settled in:
No more than 12 months 1,123,785 1,188,178
More than 12 months 2,135,741 2,183,716
Total employee provisions 3,259,526 3,371,894
Note 8B: Other Provisions
Provision for restoration obligations 437,047 468,201
Total other provisions 437,047 468,201
Other provisions are expected to be settled in:
No more than 12 months 361,260 -
More than 12 months 75,787 468,201
Total other provisions 437,047 468,201

Provision for
restoration

$°000
Carrying amount 1 July 2009 468,201
Amounts reversed (31,154)
Closing balance 2010 437,047

The Office currently has 6 agreements for the leasing of premises which have provisions requiring the Office to
restore the premises to their original condition at the conclusion of the lease. The Office has made a provision to
reflect the value of this obligation.
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 9: Cash Flow Reconciliation

2010 2009
$ $

Reconciliation of cash and cash equivalents as per Balance Sheet to Cash
Flow Statement
Cash and cash equivalents as per:
Cash flow statement 368,624 128,080
Balance sheet 368,624 128,080
Difference - -
Reconciliation of net cost of services to net cash from operating activities:
Net cost of services (19,915,130) (18,434,651)
Add revenue from Government 18,795,000 19,364,000
Less income tax expense - -
Adjustments for non-cash items
Depreciation / amortisation 742,437 783,224
Net write down of non-financial assets [43;3 10)
(Gain)/loss on disposal of assets 806 91,064
Other expenses - 34,763
Deterioration of financial condition of guarantee during period - -
Changes in assets / liabilities
(Increase) / decrease in net receivables 2,228,953 (1.606,035)
(Increase) / decrease in other financial assets (1,314,714) -
(Increase) / decrease in prepavments 60,845 (173,290)
Increase / (decrease) in employee provisions (112,368) 255,155
Inerease / (decrease) in supplier payables (211,587) 133,125
Increase / (decrease) in operating leases payable 1,896,307 221,203
Increase / (decrease) in other payable 414,501 261,332

Net cash from (used by) operating activities 2,585,049 886,082
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 10: Contingent Liabilities and Assets

The Office has no contingent liabilities.

The Office has identified in its contracts and leases a number of indemnity provisions. None of these are
quantifiable and all are considered remote. There are no existing or likely claims of which the office is aware.
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ive Remunera

Note 11: Senior Exe

Note 11A: Actual Remuneration Paid to Senior Executives

2010 2009
The number of senior executives who received:
less than $1435,000* -
160,000 10 $174,999 1
S175.000 1w $189,999 - 2
£190,000 1o $204,999 2
-

$205.000 10 $219.999 1
$220.000 10 $234,999 2

[

$265.000 10 $2
$280,000 10 $294,999 1
$295.000 10 $309.99% i
320,000 10 $354,999 - 1
Total g g
* Senior Executives with acting arrangements or part year service are excluded where remuneration is less than
$145,000.
For the purpose of this note remuneration includes:
a) Salary (including payment for leave taken)
) Movement in leave provisions
¢} Superannuation
d) Motor vehicle and other allowances
) Fringe benefits
Total expense recognised in relation to Senior Executive employment
- 3
Short-term emplovee benelits:
Salary (including leave taken) 1,434,104 1,587,393
Changes in annual leave provisions 43,832 (15,928)
Performance bonus - -
Wher 132,800 148,427
Total Short-term ¢ ee benefits 1,610,736 1,719,802
5 (pos ploy benefits) 220,005 309,091
Other long-term benefits $.539 42,936
Tonal 1,839,280 2,071,919
MNotes

1. "Other” includes motor vehicle and other allowances and fringe benefits,

Note 11B: Salary Packages for Senior Executives

Average annualised remuneration packages for substantive Senior Executives

As at 30 June 2010 As at 30 June 2009
Base salary Total Base salary Total
{including remuneration {including remuneration
annual leave) package' Mo, SES annual leave) package '
Tonal remuneration®:
145,000 10 $159.999 - - - 1 114,922 152,938
160,000 10 $174,999 1 123,418 164,243 - - -
F175,000 10 $189,999 - - - 3 145,069 184,486
F190.000 10 $204,999 1 154,272 203,144 2 152,171 202,508
£205,000 1o $219,999 3 158,714 210,474 - = =
$220.000 10 $234,999 - - - 2 183.230 234,734
$235,000 10 $249,999 2 188,730 241,700 - - -
$340.000 10 $354,999 - - - 1 247.060 345,051
Total 7 9

# Excluding acting arrangements and part-year service.

MNotes
1. Non-salary elements available to Senior Executives include motor vehicle allowance and superannuation

2.1 Senior Executive at 30 June 2010 was on secondment to another agency and another Senior Executive had resigned by 30 June 2010
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 12: Remuneration of Auditors

2010 2009
$ $

Financial statement audit services were provided free of charge to the Agency.
The fair value of the services provided was: 29,000 23,000

No other services were provided by the Auditor-General.
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Note 13: Financial Instruments

—— COMMONWEALTH OMBUDSMAN ANNUAL REPORT 2009 — 2010

Notes 2010 2004
Note 13A: Categories of Financial Instruments s s
Financial Assets
Loans and re les:
Cash and cash equivalents 54 368,624 128,080
Trade and other receivables 5B 59,308 178
Carrying amount of financial assets 427,932 8

Financial Liabilities
Supplier payahles 74
Unearned income 7B

Carrying amount of financial lia

The net fair values of the financial instruments approximate their carryving amounts.

Note 13B: Credit Risk

544,889

The Office is exposed to minimal eredit risk due to the nature of its financial assets. The maximum exposure to credit risk is the amounts
held as trade and other receivables should default occur, the risk of which was assessed 1o be $225 as at 30 June 2010 (2009 nil).

The Office manages its credit risk through its policies and procedures issued under the Chief Executive Instructions.

Note 13C: Liquidity Risk

The Office’s exposure to liquidity risk is minimal due w the appropriation funding from the Deg of Finance
and Deregulation. The office manages liquidity risk through its policies and procedures.
Maturities for non-derivative financial liabilities 2010
On within 1 Tto2 ltos =5
demand year years years years Total
S0 5000 5000 S'000 S0 S0
Supplier payables 544,889 - - - 544,889
Uneamed income 835,830 - - - 835,830
Total 544,889 - - - o .
Marturities for non-derivative financial liabilities 2009
On le2 25 =5
demand year Years years years Tonal
000 000 000 5000 000 000
Supplier payables 756,476 - - - 756,476
Lineamed income 532,378 - -
Total 736,476 - - 1.

The office has no derivative financial liabilities in both the current and prior year.

Note 13D: Market Risk

The Office holds only basic financial instruments that do not pose any market risk. The Office is not exposed to currency risk or other price

risk.
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Note 14: Appropriations

Table A: Aequitial of Authority fo Draw Cash from the Consolidated Revenue Fund for Ordinary Annual Services Appropriations

Particulars Departmental sntputs
2010 oy
S %

Balance brought forward from previous period {Appropriation Acts) 6,126 4,893 449

Appropriation Act

Appropriution Act (No. 1. 3 & 5) 20089-2010 us pussed 18904000 | 17,998,000

Appropriations reduced {Appra ion Aet I section 10) (109,000} =

Indig Empl Special Account receipls (Appropriation Act section 14)
FMA Act:

Repayments to the Commonwealth (FMA Aer section 30) 95,559

* Appropriations to take account of recoverable € (FMA Act section 304) ' 6,988

Relevant agency receipts (FMA Aei s 31) 1,049,299
Total appropriation available for payments 26,742,972 | 25.555.625
Cish payments mede during the year (08T inclusive) 22,044,087 20,410 495
[Balance of authority to draw cash from the Consolidated Revenue Fund for ord nary annual services
approprinstions and as represented by 4.698.885 5.136.126
Cash at bank and on hand A68.624 | 28,080
*Departmental appropristions receivahle a7 4,931,000

*Undrawn, unlapsed administered appropriations
*Net GST payable (to)/from ATO

152,393
4,698,885

Total as at 30

5,136,126

1. The amounts in this line item are calculated on an accrual basis to the extent that an expense may have been incurred that includes GST but has not been paid by year end

Tahle B: Acquittal of Authority to Draw Cash from the Consolidated Revenue Fund for Other than Ordinary Annual Services Appropriations

Non Crperaling
Parliwnlurs
Friviaaz Prare itme Tivial
oin 2 i ] 2010 )
£ b ¥ 5 £ 5
[Balance brought forward from previous period (Appropriation Acis) - 149,000 1,366,000 R 1,366,000 149,000

Appropriation Act:

Appropriation Acts (No. 2) as passed - - 145,000 1,366,000 145,000 1,366,000

Other Appropriation Act:

Repaiyments to the Commonwealih (NTER Appropriation Act (Ne. 2) 2008-09 £11114) A 132000y (132,000}

Total appropriations available for payments - 17.000 1511000 1,366,000 1,511,000

Cash payments made during the year (G5 inchisive) A 17000 | 1,366,000 | 1366000
Appropriations eredited te special acconnts (%1 exelusive) _ i R = o
[Balance of authority to draw cash from the consalidated revenue fund for other than ordinary annual

serviecs appropriations and as represented by: - - 145,000 1,366,000 145,000

*Departmental appropristion recei N ; 145,000 1,366,000 :1'

- - 145,000 1.366.000

Total as ut 30 June

1.366.000

1. The amounts in this line item are caleulated on an acerual basis 1o the extent that an expense may have been incurred that ineludes GS1 but has not been paid by vear end
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 15: Compensation and Debt Relief

No Act of Grace payments were made during the reporting period (2009 nil).

Mo waivers of amounts owing to the Commonwealth were made pursuant to subsection 34(1) of the
Financial Management and Accountability Act 1997 (2009: nil).

Mo payments were provided under the Compensation for Detriment caused by Defective
Administration (CDDA) Scheme during the reporting period. (2009: nil).

Mo ex-gralia payments were provided for during the reporting period. (2009: nil).

No payments were provided in special circumstances relating to APS employment pursuant to section
73 of the Public Service Act 1999 (PS Act) during the reporting period. (2009: nil).
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Office of the Commonwealth Ombudsman
Notes to and forming part of the financial statements for the year ended 30 June 2010

Note 16: Reporting of Outcomes

Note 16A: Net Cost of Outcomes Delivery

Outcome 1 Total
2010 2009 2010 2009
S S $ $
Expenses
Departmental 21,458,065 19.893,918 21,458,065 19,893,918
Total 21,458,065 19,893,918 21,458,065 19,893,918
Income from non-government sector
Departmental
Activities subject to cost recovery = - = -
Interest on cash deposits - - - -
Gain from disposal of asset 32 919 32 919
Reversal of previous asset write-downs - - - -
Goods and services income 512,650 384,610 512,650 384,610
Other - - - -
Total departmental 512,682 385,529 512,682 385,529
Total 512,682 385,529 512,682 385,529
Other own-source income
Departmental 1,030,253 1.073,738 1,030,253 1,073,738
Total 1,030,253 1,073,738 1,030,253 1,073,738
Net cost of outcome delivery 19,915,130 l 18,434,651 19,915,130 18,434,651

Qutcome | is described in Note 1.1. Net costs shown include intra-government costs that are eliminated in calculating the actual
Budget Outcome.

The office has one outcome, therefore the Major Classes of Departmental Expense, Income, Assets and Liabilities by Outcomes table
has not been prepared.
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Abbreviations and acronyms

ACCr Aged Care Commissioner
ACC  Australian Crime Commission

ACCC Australian Competition and Consumer
Commission

ACLEI Australian Commission for Law
Enforcement Integrity

ACT  Australian Capital Territory
ADF  Australian Defence Force

AFP  Australian Federal Police

AGD  Attorney-General’s Department
ANAO Australian National Audit Office
ANU  Australian National University

ANZOA
Australian and New Zealand
Ombudsman Association

AP age pension

APOR Australasian and Pacific Ombudsman
Regional (conference)

APRA Australian Prudential Regulation
Authority

APS  Australian Public Service

AQIS Australian Quarantine and Inspection
Service

ARC  Australian Review Council

ARIA  Accessibility Remoteness Index of
Australia

ASIC Australian Securities and Investments
Commission

ATO  Australian Taxation Office

AusAID
Australian Agency for International
Development

AUSTRAC
Australian Transaction
Reports and Analysis Centre

AYAD Australian Youth Ambassadors for
Development

BAS  Business Activity Statement

CCC  Corruption and Crime Commission
CCMS Child Care Management System
CCTR  child care tax rebate

CDDA Compensation for Detriment Caused
by Defective Administration

CDPP Commonwealth Director of Public
Prosecutions

CHOBS
Complaint-Handling Ombudsman
Backed Scheme

CHU  Complaint Handling Unit

CIS  (Aged Care) Complaints Investigation
Scheme

CMA  Career Management Agency

Co Commanding Officer

CoA Change of Assessment

COAG Council of Australian Governments

Complaints Act
Complaints (Australian
Federal Police) Act 1981

Crimes Act
Crimes Act 1914

CSA  Child Support Agency
Cth Commonwealth

DAFF Department of Agriculture, Fisheries
and Forestry

DCCEE
Department of Climate Change and
Energy Efficiency

DEEWR
Department of Education, Employment
and Workplace Relations
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DEWHA
Department of Environment,
Water, Heritage and the Arts

DFAT Department of Foreign Affairs and
Trade

DFR  Defence Force Recruiting
DHA Defence Housing Authority

DHLGRS
Department of Housing,
Local Government and Regional
Services (NT)

DIAC Department of Immigration and
Citizenship

DPO  Departure Prohibition Order
DVA  Department of Veterans’ Affairs

ESOS Education Services for Overseas
Students

ESSP Economic Security Strategy Payment
EU European Union

FaHCSIA
Department of Families,
Housing, Community Services and
Indigenous Affairs

FAO  Family Assistance Office
FOlI  freedom of information
FTB  Family Tax Benefit

GEERS General Employee Entitlements and
Redundancy Scheme

GFU  Global Feedback Unit

GSM  General Skilled Migration

GST  Goods and Services Tax

HCWA Helping Children with Autism
Hon. Honourable

IDCs  Immigration Detention Centres
IGT  Inspector-General of Taxation
IMAs irregular maritime arrivals

U Indigenous Unit
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IT information technology
JOIN Joint Outreach Initiative Network
JSA  Job Services Australia

LGBTI lesbian, gay, bisexual, transgender
and intersex (people)

Migration Act
Migration Act 1958

MOU memorandum of understanding
MRC  Mail Redistribution Centre

MRCA Military Rehabilitation and
Compensation Act 2004

MRT  Migration Review Tribunal

NOC National Ombudsman Commission
NSW  New South Wales

NT Northern Territory

NTER Northern Territory Emergency
Response

OCPNG
Ombudsman Commission of Papua
New Guinea

OH&S Occupational Health and Safety

Ombudsman Act
Ombudsman Act 1976

ORI Ombudsmen of the Republic of
Indonesia

ORRP Outer Regional and Remote Payment
PIO  Postal Industry Ombudsman

POA  Pacific Ombudsman Alliance

PPOs Private Postal Operators

PRC  People’s Republic of China

Prof.  Professor

QLD  Queensland

RAAF Royal Australian Air Force

RBA  Reserve Bank of Australia

ROG Redress of Grievance




RSA  refugee status assessment
RSL  Returned and Services League
s section

SA South Australia

SD Surveillance Devices Act 2004
SES  Senior Executive Service

SIHIP Strategic Indigenous Housing and
Infrastructure Program

STARTTS
Service for Treatment and
Rehabilitation of Torture and Trauma
Survivors

TAS  Tasmania
TFEN  tax file number

TIA Act
Telecommunications (Interception and
Access) Act 1979

TRA  Trades Recognition Australia

TTMRA
Trans-Tasman Mutual Recognition
Agreement

UAC  Uniform Assessment Criteria
VIC Victoria
WA  Western Australia

WISH Woolloomooloo Integrated
Services Hub
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List of requirements

This is a guide to the report’s compliance with the Requirements for Annual Reports as approved by
the Joint Committee of Public Accounts and Audit under subsections 63(2) and 70(2) of the Public
Service Act 1999.

Letter of transmittal iii

Table of contents iv
Index 208
Glossary 203
Contact officer iv
Internet home page address and Internet address for report iv

Ombudsman’s review

Summary of significant issues and developments 2-4
Overview of performance and financial results 2-4, 14-16, 143145
Outlook for 2010-11 3

Organisational overview

Role and functions 9
Organisational structure 11
Outcome and program structure 11
Variation of outcome and output structure from Portfolio Budget Statements n/a

Report on performance

Review of performance in relation to outputs and contribution to outcomes 15
Actual performance in relation to deliverables and KPIs set out in PBS/PAES
or other portfolio statements 17
Performance of purchaser/ provider arrangements 14, 142-144
Changes in performance targets differ from the PBS/PAES, details of both
former and new targets, and reasons for the change n/a
Discussion and analysis of performance 14-29, 48-127,
130-136, 140-144
Trend information 2,18-25
Significant changes in nature of principal functions/services n/a
Factors, events or trends influencing organisational performance n/a
Contribution of risk management in achieving objectives n/a
Social justice and equity impacts 2, 48-127 130-136
Performance against service charter customer service standards,
complaint data and response to complaints 23-29
Discussion and analysis of the organisation’s financial performance 43-45
Discussion of any significant changes from the prior year or from budget n/a
Resource statement and summary resource tables by outcomes 163
Developments since the end of the financial year n/a

Co rporate governance

Corporate governance practices in place 34-35
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Senior executive and their responsibilities 32-33
Senior management committees and their roles 34
Corporate and operational planning and associated performance

reporting and review 33-34
Approach adopted to identifying areas of significant financial or operational risk n/a
Compliance with Commonwealth Fraud Control Guidelines. 35
Policy and practices on the establishment and maintenance of

appropriate ethical standards 35
Determination of remuneration for SES officers 38

External scrutiny

Significant developments in external scrutiny 36
Judicial decisions and decisions of administrative tribunals 36-37
Reports by Auditor-General or Parliamentary Committees 37

Management of human resources
Assessment of effectiveness in managing and developing human

resources to achieve departmental objectives 37-39
Workforce planning, staff turnover and retention 37-39
Impact and features of collective agreements, determinations and AWAs 38
Training and development undertaken and its impact 42
Occupational health and safety performance 42
Productivity gains n/a
Statistics on staffing 39-41
Collective agreements, determinations and AWAs 38
Performance pay 38

Financial performance

Assets management 44
Assessment of purchasing against core policies and principles 44-45
Consultants 44-45, 161
Absence of provisions in contracts allowing access by the Auditor-General 45
Contracts exempt from the AusTender 45
Report on performance in implementing the Commonwealth Disability Strategy 35-36
Financial statements 165-199
Other
Occupational health and safety 42-43
Freedom of information statement 146-147
Advertising and Market Research 161-162
Ecologically sustainable development and environmental performance 36-37
Grant programs 4445

Correction of material errors in previous annual report

No material errors have been identified in the Commonwealth Ombudsman Annual Report
2008-09 n/a
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Alphabetical index

A

access to Ombudsman services, 25-6

Accessibility Remoteness Index of Australia
(ARIA), 75

accidents or injuries, 43
accommodation, new office, 36, 38, 43
ACT Government
agency statistics, 158
services agreement, 10, 14, 43, 148
ACT Ombudsman, 9, 10, 11, 14, 107, 140, 148
ACT Policing, 14, 43, 106, 107, 108

ACT Self-Government (Consequential
Provisions) Act 1989 (Cth), 10

administration, improving, 2-3, 10, 16, 55, 1307
see also agencies, Australian Government
Administrative Appeals Tribunal (AAT), 37, 148
Administrative Appeals Tribunal Act 1975 (Cth),

141, 154
Administrative Law Prize
ANU, Jack Richardson Prize, 140
University of Canberra Dennis Pearce Prize,
140-1
Administrative Review Council, 51, 76, 141, 154
advertising and market research, 162
Aged Care, 77-9
case studies, 77, 78
complaints, 77
dignity of care, 77
statistics, 156, 157
User Rights Principles, 78
Aged Care Act 1997 (Cth), 77, 80
Aged Care Commissioner, Office of, 77, 157
Aged Care Complaints Investigation Scheme, 77
review of, 79
agencies, Australian Government, 47-127

acceptance of Ombudsman recommendations,
22,25

administrative deficiency or error, 2, 20, 137
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approaches and complaints received about,
2,18-20

common themes, 20

communication and advice to the public, 134
cross—agency issues, 54, 57, 58, 65, 73, 101,
118, 136

engagement/liaison, 15, 25, 55, 70, 73-4, 95,
133, 136

harsh impact of legislation/policy, 133
integrity agencies, 140

internal complaint-handling, 17, 136
legislation interpretation, 134, 136
procedures, 20, 135

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

statistics, 154-8

training, 17, 95

see also complaints; name of agency;
statistics

Agfest, 30

Ahead of the Game: Blueprint for Reform of
Australian Government Administration, 37

airports, 49
Annual Procurement Plan, 44

apologies, 24, 51, 54, 59, 94, 98, 107, 116, 118,
119, 132, 1548

Applying human rights in closed environments:
a strategic framework for managing compliance,
research project, 141—2

appropriation, government, 43
Asia Pacific region, 138
see also Pacific Ombudsman Alliance
asset management, 44
Attorney—General
inspection reports to, 21, 85, 86
Attorney—General’s Department, 74, 88, 110
number of complaints, 110
statistics, 154
Audit Committee, Internal, 34, 35




Audit Report, external, 3
audits, internal, 3, 35
AusAID, 3, 43, 142, 143
statistics, 156
AusTender, 44, 45

Australasia and Pacific Ombudsman Regional
Conference, 25th, 3,138

Australia Post, 111, 112-14
caravan park mail, 116
case studies, 115, 116
compensation levels, 113, 159
complaint handling, 114
complaint trends, 112
complaints overview, 112
customer contact centres, 112, 114
letter boxes, 115
method of mail delivery, 112

number of approaches and complaints received,
11

own motion investigations, 112, 113
passports lost in mail, 112-13, 159-60
registered post, 112, 115

reports, 159-60

Safe Drop program, 113—14

statistics, 154

Visa card expiration, 116

see also postal industry

Australian and New Zealand Ombudsman
Association Inc (ANZOA), x

Australian Apprenticeship Incentives Program, 62
Australian Army
see Australian Defence Force
Australian Capital Territory
see ACT Government; ACT Ombudsman; ACT
Policing
Australian Commission for Law Enforcement
Integrity (ACLEI) 9, 21, 84, 85, 86, 88, 109,
number of complaints, 109
statistics, 154

Australian Competition and Consumer
Commission (ACCQ), 113
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statistics, 158

Australian Crime Commission (ACC), 84, 85, 86,
109, 148

‘excellence in compliance’ strategy, 88
number of complaints received, 109
number of inspections, 2

own motion investigation, 109
statistics, 154

Australian Customs and Border Protection
Service, 49-51, 84

case studies, 49, 50, 51
complexity of role, 50

number of approaches and complaints
received, 49, 90

number of inspections, 2, 85

own motion investigation, coercive powers,
51, 106

record keeping, 50

statistics, 154

travellers’ personal electronic information, 49, 50
Australian Defence Force (ADF), 90-5

case studies, 91, 92, 93

complexity of Defence administration, 95

HMAS Success Commission of Inquiry, 95

own motion investigations, 95

record keeping, 50, 92

redress of grievance process, 91, 95

re—enlistment, 912

relocations, 95

statistics, 155

see also Defence Housing Australia;
Department of Defence; Department of
Veterans’ Affairs

Australian Federal Police (AFP), 106-8
ACT Policing, 43, 107, 108
case studies, 107, 108
common themes, 107
complaint handling review, 106—7
complaints finalised, 108
complaints received, 107
controlled operations, 84, 85
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information technology, 116
inspections of AFP records, 85, 86
internal complaint-handling system, 106

number of approaches and complaints
received, 107

number of inspections, 2

own motion investigations, 106, 108

procedures, 107, 108

Professional Standards, 106, 107

record keeping, 85

reports to AFP Commissioner, 106

serious conduct issues, 106

statistics, 158

stored communications, 84, 85

surveillance devices, 84, 86

telecommunications interceptions, 84, 85

timeliness in handling complaints, 106

warrants, 86

witness payments, 108
Australian Federal Police Act 1979 (Cth), 106, 147
Australian Human Rights Commission, 8, 154
Australian National Audit Office (ANAO), 34, 45
Australian National University

Jack Richardson Prize in Administrative Law, 140

Australian Prudential Regulation Authority
(APRA), 124

case studies, 125
Australian Public Service Commission, 36
‘State of Service’ report, 37, 38
Australian Public Service
Ethics Contact Officer Network, 35
staff, 39
values, 35
Australian Quarantine and Inspection Service
(AQIS), 132
statistics, 154
Australian Research Council
Linkage Projects, 141

Australian Securities and Investment
Commission (ASIC), 84, 126
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case studies, 126, 127
statistics, 158

Australian Taxation Office (ATO), 2, 50, 11723
access without notice powers, 122
assessments, 119
case studies, 59, 119, 120, 121, 123, 135
Change Program, 118-19, 123
complaint issues, 117-18, 119
cross—agency issues, 54, 57, 118
debt collection, 118, 119
debt waiver, 120
information exchange with Ombudsman, 118
internal complaint-handling, 118
investigations, 57
lodgement and processing, 118, 119

number of approaches and complaints
received, 57, 117

own motion report, 122

refunds, 118, 119

remedies, 118

statistics, 158

shopfronts, 123

superannuation, 118, 120, 121, 135
systemic issues, 122, 135

tax file number compromise, 118, 119, 122, 123
tax return lodgement and processing, 54
timeliness, 118, 120

transfer of complaints to ATO, 118

Australian Transaction Reports and Analysis
Centre (AUSTRAQ), 106, 110

Australian Youth Ambassador for Development, 143

B

Better Practice Guide to Complaint Handling, 35,
66, 136
better practice guides

Managing unreasonable complainant conduct,
2,29

biosecurity, 22, 84, 87
Brisbhane, Pride Fair Day, 5, 46
Building and Construction Industry Improvement




Amendment (Transition to Fair Work) Bill, 4
Business Continuity Plan, 35

business improvement team, 3

business planning, 34

C

case studies
Aged Care, 77, 78

Australian Customs and Border Protection
Service, 49, 50, 51

Australia Post, 115, 116, 117
Australian Defence Force, 91, 92, 93
Australian Federal Police, 107, 108

Australian Securities and Investment
Commission, 126, 127

Australian Taxation Office, 54, 59, 119, 120,
121, 123, 135

Centrelink, 53, 54, 58, 130, 131, 134, 135
Child Support Agency, 58-9, 134

Department of Climate Change and Energy
Efficiency, 68

Department of Defence, 130

Department of Education, Employment and
Workplace Relations, 63, 64, 65

Department of Environment, Water, Heritage
and the Arts, 67, 68, 69

Department of Families, Housing, Community
Services and Indigenous Affairs, 54, 75, 132

Department of Health and Ageing, 77, 78, 79, 98

Department of Immigration and Citizenship,

98, 99, 103, 104

Department of Veterans’ Affairs, 94

Family Assistance Office, 54

Indigenous issues, 72, 132

immigration detention, 103, 104

Medicare Australia, 54, 81, 82

remedies, 130, 131, 132

Therapeutic Goods Administration (TGA), 79
Centrelink, 2, 52-6, 58, 74

age pension, 53, 130

BasicsCard, 71, 72

carer payment, 134
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case studies, 53, 54, 58, 120, 131, 134, 135
CDDA claims, 55

child care tax rebate, 65

complaint themes, 52

complaint trend, 52

complexity of role, 52

cross—agency issues, 54, 65, 118
disability support pension, 56, 134
Economic Security Strategy payment, 55
family tax benefit, 54, 57, 58, 131

fraud, investigation report, 55

income management, 71, 73

internal review processes, 55

mental illness, 56

Northern Territory Emergency Response, 43, 52

number of approaches and complaints
received, 52

own motion investigations, 55, 56
parenting payment, 53
procedural fairness, 53

same-sex initiatives, 55, 56
systemic problems, 53

Child Care Management System, 65
Child Support Agency (CSA), 2, 57-60

arrears payments, 59, 60, 136
capacity to pay, 60

‘care percentage’ decisions, 57

case studies, 58-9, 134

Change of Assessment process, 58
compensation, 59

complaint themes, 57

cross—agency issues, 58, 59, 118

debt collection, 57

Departure Prohibition Orders, 60, 136
domestic violence, 59

failure to collect child support, 57
family tax benefit, 58

income estimate reconciliations, 57-8
interaction with other agencies, 58
number of approaches and complaints
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received, 57
overpayments, 57
own motion investigations, 60
procedures, 59, 136
reports, 60
statistics, 157
timeliness, 60
China, People’s Republic of, 104
Christmas Island, 100-1
client satisfaction, 15, 25, 28

survey, 3, 25
clients
difficult, 2, 29

vulnerable, 56, 59
Closing the Gap NTinitiative, 71, 73—4
collective agreement, 3, 38, 43
Comcare, 42, 61
number of complaints, 61

statistics, 155

Comcover Risk Management Benchmarking
Survey, 34

committees, management, 44

Commonwealth Director of Public Prosecutions
(CDPP), 22, 55, 87

statistics, 154
Commonwealth Disability Strategy, 35-6
regulator, 36
service provider, 36
Commonwealth Procurement Guidelines, 44
Community and Public Sector Union, 3
community engagement, 140—1
compensation, 59, 63, 93, 94, 115, 120, 131, 141
Comcare, 61
level, Australia Post, 112—13, 159-60

Compensation for Detriment caused by
Defective Administration scheme (CDDA), 55, 82

complainants, unreasonable, 2, 29, 144
complaint-handling guide

see Better Practice Guide to Complaint
Handling
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Complaint-Handling Ombudsman Backed
Scheme (CHOBS), 143

complaint-handling
importance of good, 136
internal complaint and review process, 35
five—category, revised structure of, 3
maintaining quality, 18-20
reform strategies, 26

Complaints (Australian Federal Police) Act 1981
(Cth), 106, 147

complaints, approaches and, 2, 18-20

causes, 20

electronic, 19

finalised, 20

investigations, 2, 20

method of receipt, 19

not investigated, 24, 37

number of government agencies, 2

online lodgement, 19

open at end of year, 20

outside jurisdiction, 2, 25

received, 2, 18-19, 48

received, by agency, 48

remedies, 2, 24

requests for review of decisions, 26-7

statistics, 2, 1820

timeliness in finalising, 2, 15, 23—4, 45

trends, 18

see also name of agency
complaints, inter-agency portal, xii
compliance auditing, 2, 9, 85
see also monitoring and inspections
conferences, 46, 123

Good better best — changes in public integrity,
128

consultancy services, 44-5, 1612
expenditure on contracts, 44, 45, 161

contact details, iv, 198

contracts, 44-5

controlled operations, 22




definition, 84
inspections, 86, 148
legislation amendment, 86
Cook Islands, 138
cooperation, international, 1424
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, 905

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

Defence Force Ombudsman, 9o-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
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case studies, 68, 70
number of complaints, 66
statistics, 155

systemic issues, 70

Department of Defence, 905

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, 715

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
«@s), 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, 8o
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, 1012
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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




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
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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, 1412

immigration detention, 16
case studies, 103, 104
Christmas Island, 100-1
health issues, 102, 104
human rights, 1412
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 NTinitiative, 71, 73-4
communications, 12, 73
complaints, 71, 74
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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, 745

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

reports, 73

School Nutrition Program (SNP), 71

Tangentyere Council, 12

see also Northern Territory
Indigenous Unit (1U), 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




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
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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

0

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, 8o
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
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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, 1434
members, 138
newsletter, 143
website, 143
Papua New Guinea, 14, 43, 138
Ombudsman, 142
Twinning Program, 3, 1423
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




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
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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, 1412
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, 412
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
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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




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, 234, 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

\Y
values, 35
Vanuatu, 138, 143
Victoria
Ombudsman, 142
Police, 21, 85
visa issues, 96, 97, 98-9, 105

PAGE 221 = REFERENCES: ALPHABETICAL INDEX

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
Phone

Postal
Facsimile
Email

Online complaint form

9 am—-5 pm Monday to Friday
1300 362 072

GPO Box 442, Canberra ACT 2601
02 6276 0123
ombudsman@ombudsman.gov.au

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
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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









