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201 E R 101 & RBRE IRL ZHEREPF

% 32 (Complaints handing )

o MR TR F i 7

( Please explain the channels to accept people’s complaints. )
oheim X ILA R > FR M EIRSALHE?

( How to accept and hear people’s complains? Please provide

us with related regulations or written forms. )

Off | % it 2 J IR AR > 5N o
( How to deal with the complaints in your procedure?

methods? )
et F M & % A A RE R

PR &R

w9

Hr o .
( Will these complaints be treated confidential or only when

provider make confidential requirement? )

(XRFLmAE 5 THEMEE) 2

R L
( Do you have different procedure or regulations on the
with

confidential cases? In especially, how to deal

complaints via telephone? )
o . I¥ Z s MLN 7'?4 ) 'T'Eil‘ﬁ“?'s"‘ i — @zg?% ; )‘@ﬂgrfpg@

=

2 7

=

( Please share your experience in dealing with the complainer

who keeps on complaining of the same issue. )
oMb EFAL?

.}a.ﬂi

( Do you set up complains database? )




& 5% >4 pe I
s AR PN F

W

L1 M MR 2 B2 (Handing irrational complainer)

oif Kk EALPHATE G| ? 4o e EIL ?
( Did you have any case on the irrational complainer

recently? How did you deal with the case? )

oI F ¢ F L ER M ABATPMFL P & F R HEE R

Bs 7
( Would you search for the help from law enforcement agency

or anti-riot police? )

SRS SRR E

( Do you arrange psychologist for irrational complainer? )

7‘5 E¥ERHMMEFLAREEFLFEZ S8 ?
( Is it necessary to collect evidence on the conduct of

irrational complainer in your experience? )

olrip it AT A 3 K2 0

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

¥ W% 1 (Acceptance of complaints in local area)

oirim kB H LI A 9
( What’s the channel for people to raise complaints in local

area? )

TR Z MR R o 2 ?

(Do you have different procedure to deal with these

complaints? )

o} mBFIHATIL RFEE?
( Please share your experience in dealing with the special

cases in local area. )




& 5% >4 pe 5%
5 B N F

2 F %‘21@ 7 ¥ (Promotion the functions on ombudsman)

oirfe i B % PEEBEST | O

( How to promote the functions on ombudsman? )

MR 2 FREFR (L4 R E) 7
( Please explain the channels to promote the functions on
ombudsman. What resources (manpower / budget etc) you

required? )

of mAEPA N ¥ 2

( Do you divide the promotion for different audience? )

o EiTiw Wb ?

( Do you evaluate the promotion performance? )
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B BMEG

B L (FARERM) Bd e & f 27 (New South
Wales ) ~ & % 4] I (Victoria) ~ B4 EF Y (Queensland ) ~
% /® (South Australia) ~ & ;® ( Western Australia) o35 #7 5
R 3 M(Tasmania )% 6 i ' > 12 2 5 *‘FK AR (Australian Capital
Territory ) fv#* 4f 3+ ( Northern Territory ) % 2 B AR 3+ #7 2 & o
¥R g ®EAg o § (Norfolk Island) ~ # 5o 27 (A & ) #

% (Cocos (Keeling) Islands ) ~ ¥ s % ( Christmas Island ) ~
54 5 % (Coral SeasIslands )~ & & B § 2 F w@ L3 §
% ( Ashmore and Cartier Islands) v e R B AT AR AR &
(HeardIsland) ~ % B % # % % (McDonald Islands) 1 %2 ;#
i @ &5 % (Australian Antarctic Territory )% 7 B *F & ¥ % o
B o B~ T E 2R ((Westminster ) £ 4] 0 B RITHE
fo & 4% d B 20 5 i (national government ) ~ ¥ & 47 3 gz fi
(state/territory government) ~ # = g /i (local government )
NN R R EF e R B N SR
B A~ A g AR fr i IE ”J}J:F‘Té AL R TR

N l}\}% 2 3 @ %J’ff'v e :‘5-122‘ J}/{};‘TE I é F'7r.‘
?"’:\;{%@‘(‘Qr@%%“}@) lE "3—\% M EE AR PRI
(&rif_ﬁ;?é’—@_), T fe & T e J{f‘-j—“\i FRA B g

-8 REEG -

EARCE NS - R N RN A S A
E2RFALBRIFLRERELRA T BV EFER*I LR
Foep 0 od B E (Governor General )  # & R4 2 {7
4 0 FHEMBRITRE > RF EAREERT L2 o BN
B € » 5 %%k (The Senate ) 2 % & = ( House of
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Representatives ) & [x 0 %3k [

g A a5 2 B ”E%I‘%‘a’f

VE R CBEHERLTVERRE MR ERR > £ 8

ERRDIFAEERERZ DTN AR ommE R g
73

PE 2 B F TR Y

¥ A ?é B P 4o T

- RN IRE Z‘? # 2 % (Commonwealth Ombudsman)
ST
ﬁ%%%E%Q%QE@%FW%EE%%%J
( Ombudsman Act 1976 ) z_ .2 > *> 1977 & 7 % 1 p
Priar s TRFETEHLIETARLETE T
liE 5% ¢ % 1 E% %@ 5 Mr Jack Richardson » I iF &

ho¥t
72

Loy

@ 2% 5 Ms. Alison Larkins (2011 & 10 * 20 p iz 5 )~
BERBAI G o BHBREREAEIZTE L AL

-
“"'%E’Ej /—?—/)l%ﬁ,mﬁi)‘l%ﬁ/é\iTHE&P;:KE%}—%‘T%l’k?l"
L
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( Senior Assistant Ombudsman) 5 4+ » & %] § § T & g fR7%
7 ;2 22 ® }» (Financial Service, Justice and Defence ) |~ T 4 4
L JRF% ~ B 722 o £ % 7+ (Human Service, States and Public
Contact Team ) " # % #7753 ¢+ & 4 (Immigration and Overseas
Students ) |~ 72 & ~ Rz R3]~ L 2 ¥ 5 (Legal, Strategic
Projects, Support and Policy ) ; # T ‘& % IR % &7 ¥ i3 ¢

e

( Organizational Services and Business Improvment ) ; % #* 7%
T3, V8 32011 # 6% 30p ik 0 JRAMEINET REPENSE
B(U) B £ 3 182 4 52010 & 3 2011 & Fefpfidi 2 £ % &

1951 /2~ >t 2RI T2 82~ -

Commonwealth
OMBUDSMAN ‘@
Commonwealth Ombudsman Organisation Chart
Acting Ombudsman
Alison Larkins
Acting Deputy Ombudsman
George Masri

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

Financial Services, Justice and 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 Territaries Deparment of Human Servieas Detention, Review and Analysis International Finance
Director: Margaret Chinnery Director: Prem Aleema Director: Sally Reeves Director: Lynley Ducker Director: Peter Edwards

Indiger |lﬂﬂ|l| l n Complaints, Legal, Freedom of Information & Information Services
»Uu Director: Elizabeth Jamiesan Mg I]’mnnr Tarina Russell Manitering and Analysic Ombudsman Legislation Policy Director: John Harper
Director: Bhns Roberts Aig Director: Elisa Harris

Inspections Public Contact Team People, Learning and Devalopment
Director: Erica Welton Manager: Linda Galic Overseas Students Public Affairs (Human Resources)
Director: Fiona Bowring Greer Directar: Fiona Skivingtan Assistant Director: Janelle Davison
Tax State Dfices
Alg Director- Simon Passlow Rdelaide & Perth Public Interest Diselesure

Alg Director: Tricia Heanessy Oversight & Strategic Projests
Law Enforeement Biishane Director: Adam Goodall

Dieca Magaet ey ko kot

Postal Industry alg Director: Stephen Nowicki

L Syduey
Alg Director: Stephen Nowicki Director: Sandra Koller

Bl 2 R m2E B 3 0% R
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FERNE NI Rr FrfT s AR ENE -
3~ &4+ (compliance auditing ) @ * 7}16_;4 R
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Ao FERBE TR SRR B2 SR Bl 4oiR M T 0
# 2 % (Australian Federal Police, AFP)~ ;& =% £ R ¢
( Australian Crime Commission, ACC) Ao
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ERERLEFEAN BHHRERE AL T T HE R
# B | (Pacific Ombudsman Alliance, POA) ¢ R I f = 5 P
AR e

(2 ) Bf = 5
XM GRA WA RS K LR DL - R

)¢

XM 83 FAERD L EM%K?A@ﬁ
2ER L BHMFLA ARG v A E s EF S BE
SRS N A %ﬁwwﬁwnywazzg
FEmEA ZFV?’FQ?%W RAT B b 2 R
ME R A

Wy
=
)u-

—\
a2

2
PES RN RMWIINE R pES R
e PR R TE SRR s TR EE 2
LAAPENFZ LA B R EERES N TG R A
¥ (online complaint form ) % ¥ £ 2_# it » & “,f i N N
gz A FLIRMFARNEIPRE AR RN RET B
Ry R IMEARE  BNBRERREECIH IR E
PR A Rt ek b NP W R e & BB 3R PR AR
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omeupsman (@) 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 Commeonwealth 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: @M mmE RS RARFLMAL Y AR

"

A 2010 & 3 2011 & & ¢ > ;;@;J-ugs;;rsg P R
38,919 #ppidk i (A9 TR F 29,090 # 5 v

3

19
%ﬁ#ﬁ:’:—*ﬁ% 1,891 M ARE RN R
% 1,015 & » g 3 #8232 ;N3 4 &2k 6923 2 ),
Bk e b & R4 3.9% 2 5 %3

Bl TEENc PEmMEEE 35 19,281 2 RN

%%E%%*?iiﬁﬁiﬁ’%ﬁiﬂr
FeHAY 4468 2R 2R G

205% 2. M & 2 A ®

-.'E\

bl

BB IRE B0 PR 720 2010 £ 3 2011 & B & IR
P e AL 2 A R E A 13 AR
%’%ﬂ??z&*“%fﬂ%&ﬁ#4’j@%w@%9
A AFEIFT RN MNEREPESZ TR I3 AFL
P2 80 EERE 0 3 B 0% ERFAEAMY A
FL M 2P 9% 2 Z R TR T RS INS R
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ﬁéﬁf S
B G R T AE B PR 20 2010 # 3
2011 ﬁﬁ:wfﬁi;ﬂ;&&é—éﬁz&vi BB 2 kbR e 7 34 AR
Eﬁ’ééﬁwﬂ%§$%7i’ﬁwrﬁiﬁg7ﬁ‘ﬁ
MR AR SE ALV E R3S E A 12 B
ﬁlﬁ’ﬂmiﬁﬁﬁﬁifﬂ%%ﬁﬁﬁﬁék\?
L3 TR ESRS LG EMIEEL
$ox ! o
S e AYE R %2 % (New South Wales
Ombudsman )
(-) fh*e
Fraw BV EREyEL R iy T1974 BT R E
(Ombudsman Act 1974 ) z. . %_» 3> 1975 # % = » & B¢ iz
asSE Fhiz REHFREE - RIZERER L M

W

Bruce Barbour> p 2000 # 4= T e = f A E %@ (i
x)e

Mrd SR AT RRyES E 2011 Bk B KR
7 3 =8 ¥ % @& (Deputy Ombudsman )~1 i 2 = ( Director) e
#P @ E %@ Ms. Linda Waugh § # &rcgz @ 373w (Pohce
and Compliance Branch) > T X &pre 2 ¥ 2 EF 2 Bl E %

% Mr. Chris Wheeler § # = & {752 L& R %138 (Public
Administration and Strategic Projects Branch ) » T 3% & % {7 3%
B(TE TR IEETS)E R R 2 B E % Mr Steve

Kinmond § # * # PR3%#% (Human Service Branch) > T % 4t

DA AR R R T R pe2 3 £ 4£(2010-2011) -
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FEAP M B T A

i Ms. Anita Whittaker

=N > 2 A I
i F = @ #8(Corporate Branch)> T 3%k = & 22 £33 L ® o
R 2z, 1 & owpe L I 1 ~ kY S s 3 2, 2z
3R GA e R ET 1}‘;’*%7"‘%‘;19’\%%&%1‘411{
Z >R 2 % =>1 = = AN 2 AP =4 2 2 .
fo s NIRRT g s TR SRR o P e AT &
N LR a > > N N 21 A
Ifg[; g) [ B ?éslé ﬁ’;\ i/F ﬁ 3 P 207 A o
Responsibilities
. Owersight and direct investigation of palice
Police and Compliance Palice Division complaints. Conduct legislative reviews,
Branch
Deputy Ombudsman _ Audit and rm_mmr covert operations and the usa
Linda Waugh Secure Monitoring Unit of telephone intercepts. Hear appeals and handla
In 9 complaints relating to witness protection.
Handle complaints about all state and local
Public Administration government agencies. Provide advice and
Public Administration and  Division guida!m,a on good administraton and complaint
Strategic Projects Branch Fancling.
Depuw_Ombudsrnan Identify, direct and coordinate large cross office
Chris Wheeler Stralegic Projects projacts. Coordinate and provide community
Division education and training. Manage the work of the
Aboriginal Unit and Youth Liaison Officer.
Ombudsman
Rewviaw and pramaole improvements in community
Bruce Barbour Community Services sarvices. Handle complaints about government
Hurman Services Branch Division ans\rir;.‘-nfcwemmenlL'omrnunih,r Senice
Daputy Ombudsman provier
Steve Kinmond Ensure designated govemment agencies, non-
EP““: 'Wﬂ'l'o :"Sm::l:d Child government agencies and public authorities
comply with our child protection obligations
Provide personnel, accounting, information
Corporate technalogy, records management and
Corporate Branch E publications services to the whale office.
Director
Anita Whittaker Coordinata planning of office security and
Buginess Improvement information management. Driving cross office
improvemant projacts.
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4~ FIRFA FAERIEZY 7o

5~ WA X BRALIRIEF 2 4k o

6~ B & e ARAL F PRGS -
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1~d 80 E 2@ #2 % (West Australian Ombudsman ) :

f,’ﬁﬁ%?19723$,{i LENE R A2 TR TR EHS

#£ 5 LT E & L Mr. Chris Field (2007 #3242 ) % % 7 iz

f%léﬁafg‘_ﬂfﬂgé’;ﬁ%l&ﬂ’Eﬁ
4

o

ZERE oF BYE
[ R ISR I -
( Administration Improvement ) ; ~ ' ft % /& ( Complaints
Resolution)J ~T ¥ AL 23 5+ = % 2 (Child Death Reviews ) |
% T ¥ w2 pR3% (Strategic Services ) | % ¥£ 7+ F 57 o

23 B T %% 22 % (South Australian Ombudsman ) :

G 1972 E% 2 TREEHFFHT B OS KT E R
5

2

Coodulfof T E s E R

v v

i ¥ % # Mr. Richard Bingham (2009 £#:iz 4 ) 2 % 5% 2
%oéﬁmi$ﬁﬁ2§%§§%%1&ﬂ,Eﬁmiﬁ%
-

1 > ¥z T3 pd it (Freedom of Information ) | ~

—_—

i A % ( General Investigations ) ; % [ {7 gz % 7%
( Administration) ;| & 3 B 3% "
3~ g iy 2 (Victorian Ombudsman ) ¢
A 1973 # % o EREH 10#£ > 2 FiE o MEE R
# Mr. George Brouwer (2003 £#3iz4 ) 2 % 525 %@ - 4
PR NERRIEZTEREERR LA FERE RR ]

SR -5 ) X

~ =F

Corporate Services) | 2 [ — 43 3
(Investigations ) ;% T & % 2 % ( Major Project Investigations ) |
§ 34 mm
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4~ b2 gprE i@y 2 (Queensland Ombudsman ) :
1974 ER o ERREH I AT AL T FARL
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"% 73 pR 7% 3% ( Corporate Services Unit) | » g

\4

zﬁﬁﬂ?jz

y -~
( Communication and Research Unit ) | ~ " 7 gt & #7

\4
XN

&

( Administration Improvement Unit ) | ~ T 3= & ¥ 3 /4

( Assessment and Resolution Team ) |~ A+ % PR73 27 5 1t

AN~

( Community Services and Corrections Team ) ; % " # = Fzfit-
e A # 2%k % %2 (Local Government and Infrastructure ) ; % 6
4 21 o

54 48 B F % ¢ 722 % (Northern Territory Ombudsman ) :
%A 1978 £ 3% = ’E$%E$5&’@@E’RE§%%§
Ms. Carolyn Richards (2005 #iz 5 )eo A 4p 8 F B #0 3%
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=
BETR®CRMERR CRAMRE CMEERRE A TR
FFFRALE PRI EFRIE B E S Btk
ECEREEA S REEMBLE2 ERVRAR S

O~ 2T H L &y WE R yES (Tasmanian Ombudsman ) :
1979 B R A PR BENELE R ZFRR T RR

# 7 kﬁSﬁ’@@E’¥%5ﬁ§$§%%i%E%%@
wwE R €22 R iEE ®# 5 Mr Leon Atkinson-MacEwen
(2012 2 3% 35 4 ) Br B R L W E By 2 8 T 2@
PEOFAEE ] AT a2 JIE F B (Freedom of

Information ) ; ~ " #& & ¢ % ( Health Complaints ) ;~ T it /R
¥
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1~ FiRet@ e % (Senior Assistant Ombudsman ) © Ms.
Helen Fleming -

2~ o X F 735 72 (Manager of Public Contact Team ) :
Ms. Linda Galic °

cxJIEHREE L RF e s ™ L B (Assistant

Director of Communications/Public Interest Disclosure

Oversight and Strategic Projects ) : Ms. Maeve Wingate °
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all comp! quickly ;:}MTF Fﬁ I»:L;%_ I—— o

ASSESS
the complaint and

give it priority

P (Assess) :
pOE TR T &M

PLAN

the investigation *Z (Plan)-#i A 43+ 3

sjule|dwoa ajduns
P

INVESTIGATE
the complaint

RESPOMND
to the complainant
with a clear decision

" _— _— _— _— _— _— _— J

5 |

FOLLOW UP
any customer service

iéﬁii}lFollow up)— 4% 4 B
ABEE PRGE

concerns

if(ii?e':lesz:rgiﬁy # 7 (consider)-# 3 = @

systemic issues ,;l‘: o ’H’. ‘:’3”;52 %E

Bl 6@ BMWINE BRPES T ILMGF AR F
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2~ ZETE M RO 2 I
BN EIRET R PR 72 2009 & 1 aRT 4 F g@ 2w
i F 4% 4p = 4 ( Better Practice Guide to Managing
Unreasonable Complainant Conduct) - % > %4 W i7s = #
BN R RF RN EA R E DK T2 MR EFE L R iTE
£ p | (Managing Unreasonable Complainant Conduct Practice
Manual ) » #- % ¥ M B F i+ ¥ L2 2@ B F 5 4 5 T2t
12 4 %3 1+ ( Unreasonable Persistence )  ~" 232 (4 & £ 7]
( Unreasonable demands ) ;~" 232 4 % £ £ 4] ( Unreasonable
lack of cooperation ) ; ~ T 2232 4 £ 2 4| ( Unreasonable

arguments )~ 2232 4 7 % 4] (Unreasonable behavior) | & 5
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