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5.2.1 Person records 
Person records contain personal information about a complainant, including: 

• the person’s name and contact details (including any alias or preferred names) 
• any requirement for an interpreter or translator 
• any adjustments to the way the Office will provide services to the person, where the person has a 

disability (see Procedure 2.3.1 and 2.8) 
• if they identify as Aboriginal or Torres Strait Islander 
• any restrictions the office has placed on the services it provides to the person (see Procedure 2.7 – 

2.8) 

5.2.2 Existing and multiple person records 

Complaints by email – Email Watcher 

Email Watcher in Resolve monitors all email correspondence to the office through the 
ombudsman@ombudsman.gov.au inbox and conducts an automatic search of the information contained in the 
email (e.g. reference numbers, email address) to determine whether it relates to an existing complaint.  
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Where Email Watcher identifies that the email relates to an existing complaint, it will attach the email to the 
relevant complaint file in Resolve. If it cannot identify that the email relates to an existing complaint, it will create 
an unmatched Contact Case in Resolve for assessment by an intake officer. 

Email watcher does not create new person records or register complaints.  

Merging existing/multiple person records 

5.2.4 Cross-referencing complaints 
If the person making the complaint has made a previous complaint about the same issue/s, this should be recorded 
on the complaint file. This helps to ensure that any officer who assesses the complaint is aware of all the 
information that may be relevant to the complaint.  

5.2.5 Co-callers and OBOs 
If two or more people are making a complaint together (co-callers), or a person is making a complaint on behalf of 
another person (OBO), this should be recorded on the complaint file. For more information about co-callers and 
OBO complaints, see Procedure 2.2. 
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5.2.6 Process for registering a web complaint 
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5.2.8 Process for registering other complaint channels 
The process to register complaints received by all other channels is a combination of the telephone and webcase 
process. You should create a new complaint as covered in steps 1-3 and 6 of 5.2.7. Finish the registration process of 
steps 8 onwards of 5.2.6. 

5.3 Intake assessment of complaints 
Once you have registered a complaint, the next step is to assess it and determine how to action the complaint. 

Assessment of a complaint at the intake stage is an assessment of whether the complaint should be: 

• finalised, or  
• referred to another team for further assessment, or  
• referred to an Early Resolution Level 2 officer. 

Procedure 7 explains how to identify issues and assess and decide what to do with parliamentary complaints. You 
should ensure you have read Procedure 7, however due to the limited assessment role of intake teams not all 
sections will be relevant to the day to day work of intake functions. 

Instead, at the intake stage, complaints are assessed against certain applicable discretions (see 5.3.1) or they are 
referred for further assessment (5.3.2) 

5.3.1 Decision – complaint should be finalised 
As outlined in Procedure 7, section 6 of the Ombudsman Act 1976 (Cth) and Ombudsman Act 1989 (ACT) provide 
many discretions to decide not to investigate a complaint. At the intake stage, the most common and applicable 
discretions are that the complainant has not complained to the agency or the agency has not finalised its 
assessment of the complaint, or that the complaint has accessed or could access an internal or external review 
pathway. 
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gather and assess the information from the complainant at ‘first touch’. This produces a more timely and efficient 
response to the complaint.  

This process only applies to certain designated agencies. At the moment, the only designated agency is Centrelink. 
As a general rule, you should use the phone transfer process for all complaints about those agencies that you 
would otherwise refer to the Early Resolution team for further assessment. ERLOs must accept the call.  

You should not use the phone transfer process: 

• to de-escalate a call or manage unreasonable complainant conduct, or 
• where there is a potential s 35A disclosure issue (see Procedure 3.5.5) 

Technical matters or coaching should not be discussed during the handover of a call from intake to an ERLO. If you 
have concerns about a complaint that was transferred, you should discuss this with your supervisor after the call.  

5.3.5 Live phone complaint transfer process – intake officers 
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5.3.6 Live phone complaint transfer process – ERLOs 
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5.4 Escalation to supervisor 
It may be appropriate to escalate a complaint to your supervisor when: 

• the complainant requests to speak to a supervisor  
• you identify a potential conflict of interest (see Procedure 7.1.1). 

If the complainant raises urgent issues, including those that may warrant an s 35A release of information, you must 
raise these issues immediately with your supervisor. This all this applies to all complaints regardless of how you 
became aware of the threat or issue, or what the complaint is about.  

More information about responding to threats of harm is available in the Office’s Policy and Procedures for 
Responding to Risks of Harms and Threats to Others. Procedure 3.5.5 addresses procedures for making a release of 
information under s 35A.  
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