
 

 

 

 

 

 

 
 

 

 

 

 

Attachment  A
 

2005 Strategic Review of the Office of the Queensland Ombudsman 

TERMS OF REFERENCE 

CONTEXT 

Section 83 of the Ombudsman’s Act 2001 (the Act) requires a strategic review of 
the Ombudsman (the Office) to be conducted at least every fi ve years. 

The inaugural strategic review of the Ombudsman was conducted by Professor 
Kenneth Wiltshire in 1997-98. The parliamentary Legal, Constitutional and 
Administrative Review Committee (the Committee), which has statutory 
responsibilities with respect to the Ombudsman and administrative review reform 
generally, conducted a review of Professor Wiltshire’s report. 

The Committee, in a report tabled on 15 July 1999, recommended that an 
additional management review be conducted of the Ombudsman’s Office to, in the 
Committee’s view, complete the strategic review process and enable the Committee 
to establish a clear overall picture of the economy, efficiency and effectiveness of 
the Offi ce. 

In 2000, acting on the recommendations of the Committee, a strategic 
management review of the Offices of the Ombudsman and the Information 
Commissioner was undertaken by The Consultancy Bureau. The Consultancy 
Bureau’s final report, tabled on 21 June 2000, contained a total of 122 
recommendations intended to enhance the economy, efficiency and effectiveness 
of both Offi ces. 

Following the tabling of The Consultancy Bureau’s final report, the Committee 
conducted a review of the report and its recommendations, tabling its own report 
in July 2000 (Report No. 26). In its report, the Committee commented favourably 
concerning the conduct of the strategic management review, and stated that it 
intended to take an active interest in the Office of the Ombudsman’s consideration 
and implementation of the review recommendations. 

During debate on the Ombudsman Bill 2001 in November 2001, the Premier 
suggested that the Committee meet with the Ombudsman every year to examine 
the effectiveness of the Office and subsequently report to Parliament.  Under 
section 89 of the Ombudsman Act, the Committee’s functions are stated to 
include monitoring and reviewing the performance of the Ombudsman of the 
Ombudsman’s functions under the Act.  Accordingly, the Committee has met with 
the Ombudsman twice each year since April 2002 and has tabled reports on each 
meeting. 

The Committee has continued to monitor the Office’s progress in implementing 
the strategic management review recommendations, tabling a progress report 
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Attachment A continued 

in August 2001 (Report No. 30) and a final report in December 2003 (report 
No. 43). In its final report, the Committee noted that the vast majority of 
the recommendations relating to the Ombudsman had been implemented or 
substantially implemented. 

In September 2001, Mr David Bevan was appointed as Ombudsman and 
Information Commissioner for a term of three years. In a Ministerial Statement 
in the Legislative Assembly of 2 September 2004, the Premier indicated that it 
was his intention that the roles of Ombudsman and Information Commissioner 
would be formally separated in the near future. In September 2004, Mr Bevan 
was reappointed for a further three years, on the understanding that a separate 
appointment would be made to the role of Information Commissioner. 

In a Ministerial Statement of 23 November 2004, the Premier advised that it 
was his intention that a separate appointment to the role of the Information 
Commissioner would be made early in 2005. On 24 February 2005, Ms Cathi 
Taylor was appointed to the position of Information Commissioner. 

The Attorney-General will nominate a delegate as a point of contact for 
consultation for the duration of the review. 

SCOPE 

The appointee will be required to generally assess, and provide advice and 
recommendations about, the functions and the performance of the functions of the 
Ombudsman and the Office of the Ombudsman in order to assess whether those 
functions are being performed economically, effectively and efficiently, as set out 
in section 83(8) of the Act. 

In this context, the review is to examine all structural and operational aspects of 
the office, as well as its relationship with public sector entities, relevant Ministers, 
parliamentary committees, and the Legislative Assembly. 

Consideration is also to be given to the recommendations arising from the 2000 
strategic management review of the Office, particularly the extent to which those 
recommendations have been implemented and whether they are achieving the 
desired objectives. 

QUALIFICATIONS OF APPOINTEE 

The strategic review is to be conducted by persons/agencies of high professional 
standing with a sound understanding of modern decision making frameworks 
and public sector administration and the management of a public sector agency.  
The appointee will need to demonstrate they have no pecuniary interest in the 
outcome of the review and have no established relationship with the Office.  The 
appointee will also be required to demonstrate independence from the Office.  In 
addition, knowledge of contemporary managerial and organisational standards 
and techniques would be benefi cial. 
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METHODOLOGY 

In conducting the strategic review, the appointee is to have regard to existing 
strategic plans, annual reports, the organisational structure, goals, operational 
conduct, internal/external policies, operational management, corporate 
management and service provision of the Office, and operational models in other 
Australian and international jurisdictions. In addition, the appointee is to have 
regard to the Committee’s progress report on implementation of recommendations 
made on the 2000 strategic management review (Report No. 30), and the 
Committee’s reports concerning its biannual meetings with the Ombudsman 
(Reports No. 34, 37, 38, 43, 44 and 47). 

Particular reference is to be given to: 

(a) 	 current and alternative complaint handling methodologies and processes, 
including case management, demand management and early intervention 
strategies; 

(b) 	 the extent to which the recommendations of the 2000 strategic management 
review of the Office have been implemented, and whether the changes 
introduced are achieving the desired objectives; 

(c) 	 the strategic direction and the operation of the Office, including the 
organisational structure and/or skill profile of the Office and whether it is 
adequate for the Office to effectively discharge its functions, and whether the 
Ombudsman ceasing to hold the office of Information Commissioner has had 
any impact on the operations of the Offi ce; 

(d) 	 the impact upon the operations of the Office of the Ombudsman Act 2001 
which commenced on 13 November 2001, and whether any amendments to 
that Act are necessary or desirable to enhance operational effectiveness; 

(e) 	 the effectiveness of existing processes and methodologies in fulfi lling 
the legislative mandate of the Office, having regard to the contemporary 
accountability requirements of Queensland’s government agencies and local 
governments; 

(f) 	 examination of trends in the workload of the Office, including an 
examination of current and past methodologies relating to practices and 
procedures employed by the Offi ce; 

(g) 	 the standard and quality of service provided by the Office to agencies, 
Ministers of the Crown, complainants and other participants; 

(h) 	 the level of resourcing available to the Office and whether this resourcing is 
adequate and appropriately used to discharge the functions and objectives of 
the Offi ce; and 

(i) 	 any other matters which impact on the strategic direction, economy, 
efficiency and effectiveness of the Offi ce. 
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Attachment A continued 

DURATION 

The review is expected to take a maximum of three months, commencing on 
or about 12 September 2005, through to the presentation of a proposed report 
required to be delivered under section 85 of the Ombudsman Act 2001. 

REPORTING 

The reviewer is to prepare a written progress report at the end of the fi rst and 
second months and is to provide a copy of each progress report to the Attorney-
General and the Ombudsman. The Attorney-General will determine the matters 
the reviewer is to address in the progress reports. 

As required under section 85 of the Act, the reviewer will provide a copy of the 
proposed report to the Attorney-General and the Ombudsman prior to fi nalising 
the report. The Ombudsman may, within 21 days of receiving a copy of the 
proposed report, provide comments on the proposed report, in which case the 
reviewer must comply with section 85(3) of the Act. 

The final report of the review is to be presented to the Attorney-General and the 
Ombudsman, in a suitable format for tabling in the Legislative Assembly. 
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Attachment  B
 

List of Agencies and Others Interviewed 

Crime and Misconduct Commission 

Department of Child Safety 

Department of Corrective Services 

Department of Education 

Department of Communities 

Department of Industrial Relations 

Department of Justice and Attorney-General 

Department of the Premier and Cabinet 

Legal, Constitutional and Administrative Review Committee 

Local Government Association 

Office of Public Service Merit and Equity 

Queensland Audit Offi ce 

Queensland Police Service 

Transport Department 

Treasury Department 

WorkCover Qld 

Interstate and Overseas: 

New South Wales Ombudsman 

Victorian Ombudsman 

President , Victorian Civil and Administrative Tribunal 

New Zealand Ombudsman 

In each case the department or agency was represented by the Director-General, 
Acting Director-General, Chief Executive as well as senior supporting staff. 

Office of the Queensland Ombudsman 93 



Attachment C
 

Proposed Staffi ng Structure 

Ombudsman 
Executive 

Co-ordinator 

Deputy 
Ombudsman 

AO 
(Admin 

Improve) 

Manager 
(Comm & 
Research) 

Manager 
(Corporate 
Support) 

AO 
(LGIT) 

AO 
(CSCT) 

AO 
(ART) 
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