
 

 

 

 

 

 
 

 

 

 

Attachment E
 

Recommendations – Forster Strategic Management Review Report 

Section 2: Goals, Principal Functions and Philosophy 

1. 	 The strategic direction and operating philosophy of the Offi ce fundamentally 
change, so that priority is afforded to improving the quality of practice, as 
well as continuing to achieve administrative justice for all individuals. 

2. 	The Office rely on informal complaint resolution processes to a far greater 
extent and use formal investigations only when informal approaches are not 
effective. 

3. 	The Office exercise greater discretion in the number ad depth of merits based 
investigations undertaken to ensure minor matters are resolved by agencies, 
and that the Office mandate to investigate administrative action is not 
exceeded. 

4. 	The Office further develop its relationships with State and Local Government 
agencies to ensure that it s approach to resolving individual complaints and 
its review of systemic administrative issues is perceived as objective and 
impartial by all parties. 

Section 3: Complaint Handling Methodologies and Processes 

5. 	 The Ombudsman initiate discussions with LCARC and the Premier as the 
responsible Minister about the limitations imposed by S.16.(1) of the Act 
with a view to recommending legislative change 

6. 	 The initial point of contact for all telephone, written and walk-in complaints 
should remain at reception. 

7. 	 A roster be generated to ensure that at all times during office hours an 
Administrative Review Officer is available promptly to advise complainants 
who present at the Offi ce’s premises. 

8. 	The Office’s case and record management system incorporate a facility 
to record and track incoming correspondence and telephone generated 
complaints. 

9. 	 Written complaints be directed to respective Assistant Commissioners who 
complete complex coding, breach assessment and signing classifi cation 
within one working day of receiving each complaint. 

10. 	 Files be created and an acknowledgment letter dispatched by team 
administrative staff within two working days of receiving each complaint. 

11. 	The Office amend reporting practices so that, where possible, fi le and 
complaint statistics are reported together. 

12. 	The Office adopt the Draft National Performance Indicators currently being 
trailed by Australian Ombudsmen for recording and reporting complaints 
and fi le counts. 
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Attachment E continued 

13. 	 Complaints received in writing or by interview which are clearly out of 
jurisdiction should not be made up as complaint files but counted separately. 

14. 	The Office develop a case management system with the capacity to report 
on file status, elapsed time at each key stage and the average cost of closing 
complaints. 

15. 	Officer caseloads and complaints closure rates be monitored, and necessary 
action taken, to ensure the achievement of prescribed targets with more even 
closure rates throughout any twelve month period. 

16. 	The Office adopt a target of no more than 800 files on hand by 31 December 
2001. 

17. 	As file backlogs are progressively reduced, the Office redesignate some 
investigative positions to reflect an increased focus on demand management 
strategies and activities. 

18. 	The Office form a small project team and seek a highly experienced 
systems officer/project leader to develop user requirements for a new case 
management and records management system and implement a proven 
system. 

19. 	 Early intervention strategies and approaches already partially operating 
across the team be encouraged so that they are fully operational and use the 
full range of skills available within the Office commencing with telephone 
reception function, and including empowered AO3/AO4 personnel and 
administrative review officers within teams. 

Section 4: Early Intervention / Informal Resolution Approaches 

20. 	The Office pursue improved working relationships with a number of agencies 
and seek to establish “contact officers” with a view to making informal 
resolution as efficient as practical with satisfactory outcomes. 

21. 	The Office strive to resolve many more issues informally, and empower those 
responsible for informal resolution with the necessary authority to close 
matters appropriately resolved. 

22. 	 The revised case and record management system keep a record of the number 
of complaints resolved by informal means, so the Office can monitor in 
progress towards having significantly fewer matters resolved though formal 
means. 

Section 5: Demand Management 

23. 	The Office liaise with the project team established within the Department of 
the Premier and Cabinet, other central agencies and associations and major 
complaint generating agencies to further whole of Government customer 
service initiatives and select a range of demand management initiatives 
likely to improve customer service and response to complaints in agencies 
and reduce the incidence of complaints being referred to the Ombudsman. 
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24. 	Office management and Senior Administrative Review Offi cers lead 
by example in adopting informal complaint resolution approaches 
with agencies, and play as active role in contributing to new demand 
management initiatives considered appropriate in Queensland. 

25. 	 An appropriately skilled development officer be engaged to assist Deputy 
Commissioners in the development of practice guidelines, conduct awareness 
raising, training and development programs for agency staff involved in 
dealing with complaints and with the Ombudsman’s Office in resolving 
complaints relative to their agency. 

Section 6: Delegation of Authority 

26. 	 Assistant Commissioners be granted full delegated authority under all 
legislative sections where delegation is permissible, and be empowered to 
manage their caseload, referring very complex or sensitive issues for the 
Ombudsman’s or Deputies’ information and support. 

27. 	 Subject to attaining and maintaining satisfactory levels of performance, 
investigative staff be delegated authority to handle complaints assigned by 
their Assistant Commissioner. 

28. 	 The Deputy Commissioners’ roles be changed to facilitate strategic policy 
development and demand management initiatives for the Office for all 
agencies with a percentage of time still available to respond to requests from 
Assistant Commissioners and the Ombudsman relating to the most complex 
or sensitive cases. 

29. 	The Office maintain an active workplace consultative committee including 
management and staff representatives, communicating directly with the 
Ombudsman to revise workplace agreements and monitor the quality of 
management practices and stewardship within the Offi ce. 

30. 	 The Ombudsman and Deputy Commissioners ensure that the new team 
arrangements are provided with the best practice management systems and 
practices which support the professional work and development of all staff. 

31. 	The Office involve all staff in the annual revision of its Strategic and 
Operational Plan which would then be used as a basis for setting team and 
individual performance targets. 

32. 	 Assistant Commissioners be included in the Management Committee for the 
Office with separate monthly meetings for Ombudsman and Information 
Commissioner teams if necessary. 

33. 	 Staff and management develop and implement revised performance 
measurement systems which are linked to the Office’s Strategic and 
Operational Plan, and utilize a full range of case related indicators. 

34. 	 The Queensland Ombudsman participate in the Nation Performance 
Indicators project and introduce the suggested range of draft indicators for 
reporting performance information. 
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Attachment E continued 

35. 	 Internal indicators discussed in 7.6 be implemented progressively over a 
period of six to twelve months. 

36. 	 Corporate and Research Division develop performance agreements with 
operation divisions in both Offi ces. 

37. 	 External indicators recommended in 7.7 and consistent with draft National 
Performance Indicators be implemented progressively over a six to twelve 
month period following full consultation with investigative teams. 

38. 	 The Ombudsman ensure that all staff have the opportunity to contribute 
to policy development activities during the initial development stage, and 
are fully unformed about the basis for management decisions through their 
Assistant Commissioners. 

39. 	The Office management and staff spend more time with Queensland Public 
Sector agency personnel attending seminars/workshops and explore 
Ombudsman Office staff interchange and local secondment opportunities, as 
well as join development opportunities with other Officer of the Queensland 
Legislative Assembly. 

Section 8: Corporate and Administrative Systems 

40. 	The Office progressively make available voice recognition technology to 
those in the Office who request it. 

41. 	The Office Internet access policy be progressively revised as the Offi ce gains 
experience in Internet use. 

42. 	The Office conduct enquiries to determine whether the use of pagers would 
significantly improve communication and service delivery for those staff 
working away from the Offi ce. 

43. 	The Office maintain the information technology infrastructure necessary to 
support of-site access to Offi ce databases. 

44. 	  The Director, Corporate and Research Division provide monthly fi nancial 
management reports to the Management Committee and comply with all 
financial management reporting obligations. 

45. 	 Financial management milestones and performance indicators be developed 
as part of the annual budget cycle and monitored at each Management 
Committee meeting. 

46. 	The Office maintain the current resourcing level for personnel 
administration. 

47. 	 Personnel administration performance indicators be identified and monitored 
at each Management Committee meeting. 

48. 	The Office adopt a computerized record management system fully integrated 
with the case management system. 

49. 	The Office conduct a trail whereby files relating to the complaints assigned 
to teams are created and maintained by those teams. 
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50. 	The Office examine its telephone system to identify any system fl aws or 
misunderstandings about its use and functions. 

51. 	The Office continue its current practice of supplementing vehicle resources 
with hire cars when circumstances dictate. 

52. 	  Staff performing reception duties receive training in dealing with diffi cult 
situations. 

53. 	The Office develop guidelines on the use of telephone interpreter services. 

54. 	The Office reconsider postal and travel booking arrangements. 

Section 9: Visits Program

 55. 	 The focus during regional trips shift from complaint gathering to complain 
resolution with sufficient time allowed to provide for the examination of 
both existing complaints and those emerging during public enquiry sessions. 

56. 	 The Assistant Commissioners assume responsibility for managing the trip 
program subject to co-ordination with Deputy Commissioners and the 
Ombudsman. 

57. 	 In the majority of cases, public enquiry sessions be conducted by Assistant 
Commissioners and subordinate investigative staff. 

58. 	 The appointment for all public enquiry sessions be arranged by the Offi ce. 

59. 	The current Office practice of regular visits to correctional institutions be 
continued. 

60. 	 The Assistant Commissioner, Corrections Team, be given responsibility for 
managing the visits to correctional centers. 

61. 	 The Assistant Commissioner, Corrections Team arrange to access data on-line 
in consultation with the Department of Corrective Services. 

62. 	 The Assistant Commissioner, Corrections Team in conjunction with the 
Deputy Commissioner, SGPAD, initiate discussions with Queensland 
Corrections and the Department of Corrective Services about developing a 
more coordinated response to prisoners’ complaints management to ensure 
all internal review mechanisms are performing to their full potential. 

Section 10: Human Resources Management Issues 

63. 	 If staff remain outside the Public Service, then the Offi ce formalize 
arrangements with the Office of the Public Service Commissioner or other 
“best practices” human resources agencies to receive updated information 
and implement enhance human resource management policies and practices. 

64. 	The Office endeavor to increase the proportion of permanent and term 
contract staff, lessen the reliance on temporary appointments, and make full 
use of secondment opportunities in line with case workloads. 
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Attachment E continued 

65. 	  All staff who cease employment with either Office be invited to participate 
in an exit interview. 

66. 	 An experiences senior human resources professional from the Office of the 
Public Service Commissioner be invited by the Office to participate in the 
next round of selection interviews so that the office can ensure that its 
practices are consistent with Public Sector standards. 

67. 	 The Ombudsman ensure that all officers participate in the formal 
performance planning and review processes linked to work outputs. 

68. 	Office managers avail themselves of management development opportunities 
with senior executives from other agencies whenever practical. 

69. 	The Office conduct a training needs analysis based on tam discussions with 
a view to producing a training strategic plan and instituting program deliver 
during 2000/01. 

70. 	The Office grievance handling policy incorporate a process of securing 
external mediation and counselor review services from a panel of names 
acceptable to staff in addition to the Queensland Industrial Relations 
Commissioner. 

71. 	The Office examine the feasibility of broadening the span of working hours 
from 8.00am to 6.00pm to 7.00am until 7.00pm. 

72. 	The Office adopt the same practices as the rest of the Public Service for 
rewarding officers for out of hours work. 

73. 	The Office develop a policy which encourages the supports part time 
employment. 

74. 	Officers at Assistant Commissioner level and above be provided with 
the discretion to allow staff to work from home, from time to time when 
circumstances warrant. 

75. 	The Office continue to adopt the same provisions in respect of parental leave 
as the rest of the Queensland Public Sector. 

76. 	The Office induction process include a series of key steps to be achieved 
by all new appointees. This process would be monitored by the appointee’s 
immediate supervisors. 

77. 	The Office develop a comprehensive policy covering recruitment, selection 
and relieving standards, such policy reflecting contemporary HRM practice 
in the Queensland Public Sector. 

78. 	The Office explore officer interchange options both within the Queensland 
Public Sector and within Ombudsman Offi ces elsewhere. 
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Section 11: Funding 

79. 	 A modest reallocation of funding occur during 2000/01, progressively 
redirecting resources from investigative effort as caseloads reduce, to fund 
demand management initiatives, development and human resource offi cer 
positions, training and development initiatives, and the new case and record 
management system. 

Section 12: The Structure 

80. 	 The current team structure be retained, but the merits of making immediate 
minor changes to team boundaries to reflect overlapping themes should be 
considered. 

81. 	 The current practice of managing new complaints in teams be maintained. 

82. 	 The vacant AO7 position in Team B be fi lled. 

83. 	The Office adopt the following designations: 

• 	AO5/AO6 Administrative Review Officer – appointed at either level 
depending on experience; 

• 	AO3/AO4 Investigative Assistant – appointed at either level depending on 
experience; and 

• 	AO2 Administrative Officer as at present 

84. 	The Office upgrade two Administrative Assistant positions (AO2) to 
Administrative Review Assistants AO3/AO4, redesignate two AO3 
Investigative Assistant positions to Administrative Review Assistants (AO3/ 
AO4) and appoint sufficient additional AO2s to have one in each team. 

85. 	  The Office supplement its current HRM capacity by either: 

• 	 creating a term position and recruiting a human resource professional 
(AO6/AO7), or 

• 	 changing the emphasis of the position, Director, Corporate and Research 
Division to reflect a focus on HRM experience, and readvertising this 
position. 

86. 	 The Corporate and Research Division be called the Corporate Services 
Division and the AO3 Research Assistant be redesignated as Administration 
Offi cer AO3. 

87. 	 An experienced Project Leader with requisite IT capability be contracted 
to mange the development and implementation of new or enhanced case 
management and record management and financial management systems 
within the Offi ce. 

88. 	 The Management Committee consider how best to handle FOI requests and 
resolve a policy on this issue. 

89. 	The Office adopt classification levels and designates summaries in 
Attachment 9 and the revised position descriptions for benchmark positions 
provided separately to the Ombudsman. 
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Attachment E continued 

Section 13:  Strategic Review Recommendations 

90. 	The Office implement the remaining strategic review recommendations 
outlined in Chapter 13, together with associated recommendations arising 
from this management review. 

Section 14: Administrative Effi ciencies 

91. 	 The review and investigative roles of the tow Offices remain separate at the 
present time but the current practice of seconding staff from the Offi ce of 
the Ombudsman to the Office of the Information Commissioner, be continued 
whenever circumstances indicate that this is appropriate. 

92. 	 That the potential benefits that might be gained by integrating the review 
and investigative roles of both Offices be reviewed periodically. 

93. 	The Office of the Information Commissioner continue to access corporate 
services from the Office of the Ombudsman, including reception and case 
management services. 

94. 	The Office of the Information Commissioner and the Office of the 
Ombudsman establish a joint demand management advice and awareness 
function within the Ombudsman’s Office to include development of 
initiatives such as practice guidelines, information services, education and 
training initiatives for agency personnel. 

Section 15:  External Consultation 

95. 	The Office evaluate and, where necessary, modify service levels in 
accordance with the findings of a complainants’ satisfaction survey 
conducted at two yearly intervals. 

96. 	The Office continue to support practices considered helpful by agencies and 
take action to discuss suggestions for improvement with agencies during 
work related visits. 

97. 	The Office review the philosophy and scope of its investigation of complaints 
to ensure that they focus on administration action and do not investigate 
merits of a complaint where professional discretion forms the basis of the 
agency decision. 
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	The Ofﬁce continue to adopt the same provisions in respect of parental leave as the rest of the Queensland Public Sector. 

	76. .
	76. .
	The Ofﬁce induction process include a series of key steps to be achieved by all new appointees. This process would be monitored by the appointee’s immediate supervisors. 

	77. .
	77. .
	The Ofﬁce develop a comprehensive policy covering recruitment, selection and relieving standards, such policy reﬂecting contemporary HRM practice in the Queensland Public Sector. 

	78. .
	78. .
	The Ofﬁce explore ofﬁcer interchange options both within the Queensland Public Sector and within Ombudsman Ofﬁ ces elsewhere. 



	Section 11: Funding 
	Section 11: Funding 
	79. .A modest reallocation of funding occur during 2000/01, progressively redirecting resources from investigative effort as caseloads reduce, to fund demand management initiatives, development and human resource ofﬁ cer positions, training and development initiatives, and the new case and record management system. 

	Section 12: The Structure 
	Section 12: The Structure 
	80. .
	80. .
	80. .
	The current team structure be retained, but the merits of making immediate minor changes to team boundaries to reﬂect overlapping themes should be considered. 

	81. .
	81. .
	The current practice of managing new complaints in teams be maintained. 

	82. .
	82. .
	The vacant AO7 position in Team B be ﬁ lled. 

	83. .
	83. .
	83. .
	The Ofﬁce adopt the following designations: 

	• .
	• .
	• .
	AO5/AO6 Administrative Review Ofﬁcer – appointed at either level depending on experience; 

	• .
	• .
	AO3/AO4 Investigative Assistant – appointed at either level depending on experience; and 

	• .
	• .
	AO2 Administrative Ofﬁcer as at present 



	84. .
	84. .
	The Ofﬁce upgrade two Administrative Assistant positions (AO2) to Administrative Review Assistants AO3/AO4, redesignate two AO3 Investigative Assistant positions to Administrative Review Assistants (AO3/ AO4) and appoint sufﬁcient additional AO2s to have one in each team. 

	85. .
	85. .
	85. .
	 The Ofﬁce supplement its current HRM capacity by either: 

	• .
	• .
	• .
	creating a term position and recruiting a human resource professional (AO6/AO7), or 

	• .
	• .
	changing the emphasis of the position, Director, Corporate and Research Division to reﬂect a focus on HRM experience, and readvertising this position. 



	86. .
	86. .
	The Corporate and Research Division be called the Corporate Services Division and the AO3 Research Assistant be redesignated as Administration Ofﬁ cer AO3. 

	87. .
	87. .
	An experienced Project Leader with requisite IT capability be contracted to mange the development and implementation of new or enhanced case management and record management and ﬁnancial management systems within the Ofﬁ ce. 

	88. .
	88. .
	The Management Committee consider how best to handle FOI requests and resolve a policy on this issue. 

	89. .
	89. .
	The Ofﬁce adopt classiﬁcation levels and designates summaries in Attachment 9 and the revised position descriptions for benchmark positions provided separately to the Ombudsman. 



	Section 13:  Strategic Review Recommendations 
	Section 13:  Strategic Review Recommendations 
	90. .The Ofﬁce implement the remaining strategic review recommendations outlined in Chapter 13, together with associated recommendations arising from this management review. 

	Section 14: Administrative Efﬁ ciencies 
	Section 14: Administrative Efﬁ ciencies 
	91. .
	91. .
	91. .
	The review and investigative roles of the tow Ofﬁces remain separate at the present time but the current practice of seconding staff from the Ofﬁ ce of the Ombudsman to the Ofﬁce of the Information Commissioner, be continued whenever circumstances indicate that this is appropriate. 

	92. .
	92. .
	That the potential beneﬁts that might be gained by integrating the review and investigative roles of both Ofﬁces be reviewed periodically. 

	93. .
	93. .
	The Ofﬁce of the Information Commissioner continue to access corporate services from the Ofﬁce of the Ombudsman, including reception and case management services. 

	94. .
	94. .
	The Ofﬁce of the Information Commissioner and the Ofﬁce of the Ombudsman establish a joint demand management advice and awareness function within the Ombudsman’s Ofﬁce to include development of initiatives such as practice guidelines, information services, education and training initiatives for agency personnel. 



	Section 15:  External Consultation 
	Section 15:  External Consultation 
	95. .
	95. .
	95. .
	The Ofﬁce evaluate and, where necessary, modify service levels in accordance with the ﬁndings of a complainants’ satisfaction survey conducted at two yearly intervals. 

	96. .
	96. .
	The Ofﬁce continue to support practices considered helpful by agencies and take action to discuss suggestions for improvement with agencies during work related visits. 

	97. .
	97. .
	The Ofﬁce review the philosophy and scope of its investigation of complaints to ensure that they focus on administration action and do not investigate merits of a complaint where professional discretion forms the basis of the agency decision. 
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