
 

1 > Procedure 10  This document is controlled when printed Version 1.0 

 
 

 
  

Parliamentary Complaint Handling Procedures 
 

10. Actioning your decision:  
Conducting investigations 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Updated: 28 October 2019 

Review at: 28 October 2020  
 



Procedure 10 Conducting Investigations   

2 > Procedure 10 Conducting investigations 

OVERVIEW ........................................................................................................................................................... 3 

10.1  INVESTIGATION OVERVIEW ................................................................................................................. 3 

10.1.1 Resolve investigation workflow ...................................................................................................................... 4 

10.2  PLANNING AND COMMENCING AN INVESTIGATION ......................................................................... 4 

10.2.1      Planning ......................................................................................................................................................... 4 

10.2.2  Process table - planning an investigation ...................................................................................................... 6 

10.2.3  Commencing an investigation ........................................................................................................................ 6 

10.2.4      Drafting questions .......................................................................................................................................... 6 

10.2.5  Process table - commencing an investigation ................................................................................................ 8 

10.3 RECEIVING AND ANALYSING AGENCY RESPONSES ......................................................................... 9 

10.3.1      Typical issues found in complaints ............................................................................................................... 10 

10.3.2  Process table – analysing the agency’s response......................................................................................... 12 

10.4 MAKING FURTHER INQUIRIES OR TAKING FURTHER ACTION ....................................................... 13 

10.4.1      Options for conducting further inquiries ..................................................................................................... 13 

10.4.2      Process table – further inquiries .................................................................................................................. 14 

10.4.3  Preliminary views ....................................................................................................................................... 155 

10.4.4  Process table –preliminary views ................................................................................................................ 16 

10.5 COMPLETING AN INVESTIGATION ..................................................................................................... 17 

10.5.1 Providing the complainant with an opportunity to respond ........................................................................ 17 

10.5.2 Process table – notifying the complainant of your completed investigation ............................................... 18 

10.5.3 Notifying the agency – without comments or suggestions .......................................................................... 20 

10.5.4 Decisions to finalise an investigation – with comments or suggestions ....................................................... 20 

10.5.5 Process table – making comments to agencies ............................................................................................ 21 

 

  





Procedure 10 Conducting Investigations   

4 > Procedure 10 Conducting investigations 

10.2  Planning and commencing an investigation 

10.2.1 Planning 

All investigations, whether straightforward or complex, require a planned and structured approach. Before you 
commence an investigation you must create an ‘investigation plan’, which requires you to identify: 

 what are the issues in the complaint 

 what are the issues we intend to investigate (noting we may not investigate every issue)  

 what is the proposed plan of action to address each issue 

 what are the possible outcomes of the investigation 

 whether the investigation is likely to take more than three months. If so, you must discuss this with your 
supervisor.  

Investigation plans are important for a number of reasons, including that they: 

 ensure that we investigate with intention and provide a reference point for the issues and goals of an 
investigation 

 allow us to answer questions like ‘have we achieved what we set out to?’ and ‘why did we choose to spend 
resources on this complaint instead of elsewhere?’ 

 allow any third parties reading the file to understand what you are investigating, how you intend to do it, 
and what you think you can achieve by doing so. 

An investigation plan should fit the needs of the investigation. You should create the plan on the assumption of a 
standard investigation, which in most cases is 90 days. However, it does not prevent you from continuing to 
investigate longer than three months if you determine the need to  
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