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R % 3 (Complaints handing)

o iy PR g Y
( Please explain the channels to accept people’s complaints. )
DRSS LA A H 0

oyrim X T2 I W
( How to accept and hear people’s complains? Please provide

us with related regulations or written forms. )

O % 2 ETE R AR S 5N
( How to deal with the complaints in your procedure?

methods? )
o T Mk FHED A WA H KE Rz

3 il

B 7

( Will these complaints be treated confidential or only when
provider make confidential requirement? )

oA (XHEFXEHFE T EMER) ?
( Do you have different procedure or regulations on the
In especially, how to deal with

confidential cases?

complaints via telephone? )
0t I Kz MFRE M A v - £ e

2 9

=

( Please share your experience in dealing with the complainer

who keeps on complaining of the same issue. )
o BN EEFTRE?

( Do you set up complains database? )




P 7% >4 p8 e
5 B B pF

238 14 Fh :]%—,L}‘ % (Handing irrational complainer)

R ALY RE R B ? AP d2 ?

( Did you have any case on the irrational complainer
recently? How did you deal with the case? )

¢ L F EHAME L ATATERE L 0 & FE R
B 9

( Would you search for the help from law enforcement agency
or anti-riot police? )

o A X P CIEEFARHE?
( Do you arrange psychologist for irrational complainer? )

oF BEFATPMFAREFTAFEL LE T
( Is it necessary to collect evidence on the conduct of
irrational complainer in your experience? )

ohrim 1Y fRZLID P M A A k2 H A ?

( How to resolve the irrational complainer’s dissatisfaction? )

2 %M (Acceptance of complaints in local area)

( What’s the channel for people to raise complaints in local

area?)

0L b BT K Z MFZE RAoie AT ?
( Do you have different procedure to deal with these
complaints? )

oF BRI FARFIEZ MR E T
( Please share your experience in dealing with the special
cases in local area. )
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P 7% >4 p8 2
5 B B pF

% ¥ % B 2 ¥ (Promotion the functions on ombudsman )

oirim p i M HRIFEBE T ¥ ?
( How to promote the functions on ombudsman? )

CHMBIET Hins RO FRMEFR (L4 S EFR) 2
( Please explain the channels to promote the functions on
ombudsman. What resources (manpower / budget etc) you
required? )

o BRI ANy H O

( Do you divide the promotion for different audience? )

°7 AT T i S RN

( Do you evaluate the promotion performance? )
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( Senior Assistant Ombudsman ) 5 % » & %] § # T & g JR7% -
# ;2 ¥ ® 17 (Financial Service, Justice and Defence ) |~ T 4 &
L PRF* ~ B 7 o~ £ % 7% (Human Service, States and Public
Contact Team) ~" # % 225 ¢t & 4 (Immigration and Overseas
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Commonwealth

OMBUDSMAN

Commonwealth Ombudsman Organisation Chart

Acting Ombudsman
Alison Larkins
Acting Deputy Ombudsman
George Masri

Senier Assistant Onbudsman Senior Assistant Onbudsnan Aly Senior Assistant Dnbudsman Senior Assistant Dnbudsman Senior Assistant Onbudsnan
Di Merryfull Helen Fleming Justine Jones Rodney Lee Walsh Tracey Frey

Financial Services, Justice and 8 Human Services, States and Immigration and Overseas Legal, Strategic Projects, Organisational Services and
Defence Public Contact Team Students Support and Policy Business Improvement

ACT & Other Territori Deparment of Human Services tention, Review and Analysis Internatio
Director: Margaret l:h innery Director: Prem Aleema I] rector: Sally Reeves I]mx ly Iey Ducker I]’ru.-m Peter Edwards

Defence Indigenous Immigration Complaints, Legal, Freedom of Informatio: Infermatien Services
Alg Director: Elizabeth Jamieson Alg Director: Tarina Russell Menitering and Analysis udsman Legislation Pal i; Director: John Harper

Director: Chris Roberts i is
Inspections. Public Contact Team People, Learning and Development
Director: Erica Welton Manages: Linda Balic Overseas Students ublic {Human Resources)

Directar- Fiona Bowring-Greer irector- Fiona Skivington Assistant Director: Janelle Davison
Tax State Offices
Adg Director: Simon Passlow Adelaide & Perth <clos:

Al Director Trcia Hennessy Ouersight & Strategic P Im

Law Enforcement Brishane Director: Adam Goodall

Director: Margaret Cinnery a:\lolrfz.ﬁlm?:ma

alg Diector- Stephen Nowicki
Syduey
Director: Sandiz Koller

Postal Industry
Alg Director: Stephen Nowicki
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omaunsman (@) Complaint Form

Handling complaints about Australian Government agencies

Please respond to the following statements to determine if your complaint can be handled by the Commonwealth Ombudsman.

The Commonwealth Ombudsman’s office can investigate complaints about Australian Government departments and agencies. The office
does not investigate complaints about state, territory or local government agencies.

My complaint is about an Australian Government department or agency

O Yes O No (O Unsure
Bl 3: BMEME R RS EERFLML Y FEAE

010 # % 2011 # B @ » R BN E B¢ y52
il‘ﬁ'r%r:%fi (2@ T3 i3 29,000 @ 5w
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Ombudsman)
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Bruce Barbour> p 2000 # 4= i T ira = f 254 T 2@ (&

Fra d ATV E B S 332011 AiEfTece P oW K
+ 3 =& & % i (Deputy Ombudsman )~1 = i xi( Director ) °
H¥ @ E % Ms. Linda Waugh f # &g d z53n (Police

and Compliance Branch) » T X #pre 2 £ 2 EF v B EH
i Mr. Chris Wheeler § § = & 752 {v; 23138 (Public
Administration and Strategic Projects Branch ) » T & = X {7 5z
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N Corporate Branch)»

WA M A 25 ¥ 4 Ms. Anita Whittaker

AN
£y

W

A 4

)

IR GAEIS SR ML R A2 R R AT
Gos PERDIS f2h s FTIH BLREM A% o P WA R

i

Police and Compliance
Branch

Daputy Ombudsman
Linda Waugh

Public Administration and
Strategic Projects Branch

Deputy Ombudsman
Chris Wheeler

Ombudsman
Bruce Barbour

Human Services Branch
Deputy Ombudsman
Steve Kinmond

Corporate Branch
Director
Anita Whittaker

A3

207 A o

Police Division

Secure Monitoring Unit

Public Administration
Division

Stralegic Projects
Division

Responsibilities

Oversight and direct investigation of palice
complaints. Conduct legisiative reviews,

Audit and manitor covert operations and the use
of telephone intercapts. Hear appeals and handle
complaints relating to witness protection.

Harwdle complaints about all state and local
government agencies. Provide acvice and
guidance on good administration and complaint
hanclling.

Identify, direct and coordinate large cross office
projects. Coordinate and provide community
education and training. Manage the work of the
Aboriginal Unit and Youth Liakson Officer.

Community Services
Division

Revigw and promote improvements in community
sarvicas. Handle comglaints about governmant
and non-goavernment community sendce
providears.

Employment Related Child

Protection Division

Corporate

Business Improvement

Ensure designated government agencies, non-
government agencies and public authorities
comply with cur child protection obligations

Provide personnel, accounting, infoermation
technolagy, recards managerent and
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