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Overview



Who we are

• Ombudsman – Chris Field.

• WA was the first state in Australia to
establish an Office of the Ombudsman in
1972.

• The Ombudsman was created as an
independent officer of Parliament with
responsibility to investigate the
administration of the laws of the
Parliament.

• The operation of the office of the
Ombudsman is governed by the
Parliamentary Commissioner Act 1971
and a range of other legislation.
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Investigating and 

resolving complaints

Receiving, investigating and resolving

complaints about State Government agencies,

local government and universities.

Reviewing certain 

deaths

Reviewing certain child deaths and family and

domestic violence fatalities.

Undertaking own motion 

investigations and  

promoting 

improvements to public 

administration

Improving public administration for the benefit

of all Western Australians through own motion

investigations, and education and liaison

programs with public authorities.

Other functions Undertaking a range of additional functions,

including statutory inspection and monitoring

functions.

Principal functions

The role and functions of the Ombudsman



The role and functions of the Ombudsman

• The key function of the Ombudsman is to ensure that

public authorities are lawful, fair and accountable in their

administration of the laws of Parliament.

• We have a broad jurisdiction to investigate the

administrative decisions of nearly all public authorities

which includes government departments, statutory bodies,

public universities and local governments.

• We do not investigate Parliament, Ministerial decisions, the

Courts, the Governor or a limited number of independent

agencies.



Ombudsman Western Australia
Serving Parliament – Serving Western Australians

Our investigation and complaint resolution role

Complaints by agency group within the 
public sector in 2017-18

• Corrective Services 34%

• Public Housing 12%

• Police 11%

• Transport 10%

• Child Protection 6%

• Education 5%

• Other Public Sector Services 22%

Dealt with 2,235 

complaints in 

2017-18

Breakdown of complaints 

within jurisdiction

Public Sector 72%

Local Government   21%

Universities 7%



• Complaints to the Ombudsman must be made:

– In writing; and

– By the person who is personally affected by the action to

which the complaint relates.

• Where a person is unable to act for himself/herself, the

complaint may be made by a representative.

• For telephone enquiries, staff provide information about the

role of the Office and how to make a complaint.

Our investigation and complaint resolution role



• We generally do not conduct investigations where a

complainant has a right of appeal or review to a tribunal or

a remedy by way of proceedings before a court (unless we

believe it is not reasonable for the complainant to resort to

that right or remedy).

• Unless there are special circumstances, we do not

investigate complaints that are made later than 12 months

from the day on which the person aggrieved first had

notice of the matters alleged in the complaint.

Our investigation and complaint resolution role



• The majority of complaints are resolved using an early

resolution approach. This approach is highly efficient and

effective and results in timely resolution of complaints.

• Timely resolution of complaints can lead to more effective

remedies for the complainant and prompt administrative

improvement action by public authorities to prevent similar

complaints arising again.

• In 2017-18, we finalised 94% of complaints within 3 months.

Our investigation and complaint resolution role



• At the end of an investigation, we will form an opinion on

whether the action or decision to which the complaint relates

was lawful, fair and reasonable.

• Where appropriate, suggestions or recommendations can

be made to:

– Improve public administration; and/or

– Provide a remedy for the complainant.

Our investigation and complaint resolution role



• Outcomes achieved to provide a remedy for the complainant

include:

– Explanation or reasons provided by the public authority;

– Action expedited;

– Consider or reconsider a matter and make a decision;

– Apology;

– Financial remedy;

– Action to replace, repair or rectify; and

– Reversal or variation of original decision.

Our investigation and complaint resolution role



• Outcomes achieved to improve public administration

include:

– Change to policy or procedure;

– Change to business systems or practices;

– Improved recordkeeping;

– Staff training; and

– Update to publications or website.

• In 2017-18, 100% of our recommendations to improve public

administration were accepted by the public sector.

• The Office places a strong emphasis on practical

recommendations about material matters.

Our investigation and complaint resolution role



Common types of complaints received

• Department of Communities – Housing:

– Tenant liabilities;

– Property condition and maintenance;

– Property allocation;

– Behaviour of tenants; and

– Property transfers.

• Local Government:

– Development, planning and building decisions;

– Enforcement;

– Rating; and

– Environmental and public health.



Case study - Housing

Exercise of discretion reconsidered

• A couple who were public housing tenants were charged for

maintenance work and agreed to pay the charges in instalments.

• When one of the couple passed away, the remaining tenant’s

circumstances made it difficult for them to make the payments and they

lodged an appeal to the Housing Authority to review its decision relating

to the charges.

• The tenant was informed the appeal was ineligible on the basis that

more than 12 months had passed since the original decision to charge

the tenant.

• Following enquiries by our Office, which considered the policy

provisions that enabled the exercise of discretion, the Housing

Authority reconsidered its position and agreed to waive the charges.



Case study – Local Government 

Request for additional rates payment withdrawn

• A resident visited their local government office to pay their annual rates

with cash and was issued a receipt by the customer service officer.

• Some time later, the local government contacted the resident informing

them of an operator error that resulted in an incorrect receipt being

issued for the full rates instead of a lower payment option.

• As a result, the local government said the resident still owed an amount

for their rates and requested payment. The resident believed they had

paid the full amount as shown on the receipt and complained to our

Office about the local government’s request for further payment.

• Following enquiries by our Office, the local government reviewed the

matter, decided not to pursue the payment further, adjusted the rate

record to reflect that the rates had been paid in full and implemented

multiple operational changes to prevent a similar situation reoccurring.



What can you do

• Inform clients of the role of the Ombudsman.

• Encourage clients to try and resolve their complaint with

the public authority in the first instance, or to go through

the relevant appeals process.

• Refer clients to the Ombudsman if they are unhappy with

the outcome of their complaint or appeal.
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• We have a range of guidelines and

information sheets available on our

website about how we assess

complaints and our complaint

resolution process.

• We have Aboriginal staff in the office

who are able to speak with Aboriginal

complainants.

Guidelines and information sheets



Our contact details

Western Australian Ombudsman

Level 2, Albert Facey House

469 Wellington Street

Perth WA 6000

Tel: 08 9220 7555 or 1800 117 000 (toll free)

Fax: 08 9220 7500

Email: mail@ombudsman.wa.gov.au

Website: www.ombudsman.wa.gov.au



• The Ombudsman is also the Energy and Water

Ombudsman for complaints about:

– Electricity;

– Gas; and

– Water services.

• Complaints to the Energy and Water Ombudsman can be

made by phone, email, online form and in person.

• We cannot consider a complaint unless the provider has

first had an opportunity to resolve the dispute.

Our Energy and Water Ombudsman role



What we can investigate:

Our Energy and Water Ombudsman role

• Provision or supply of 

electricity, gas or water.

• Billing.

• The administration of credit and 

payment services.

• Alleged or disputed debts and 

the recovery of debts.

• Disconnection and restriction of 

supply and refundable 

advances.

• Service standard payments.

• Marketing of services.

• The exercise of powers in 

relation to land, neighbouring 

land or property.

• Damage or loss due to supply 

issues.

• Complaints by a person other 

than a customer who is affected 

by a water service.



What we cannot investigate:

Our Energy and Water Ombudsman role

• The setting of prices or tariffs or determining price structures.

• Commercial activities outside the scope of the electricity, gas or

water service licence.

• The content of Government policies.

• Complaints under consideration by, or previously considered by,

any court or tribunal or the Ombudsman considers should be

dealt with by a court or tribunal.

• Issues to do with bottled gas.



• In resolving a complaint, the Energy and Water

Ombudsman must take into account:

– Events beyond the reasonable control of the electricity, gas

or water service provider; and

– Actions taken by an electricity, gas or water service provider

(and any resulting consequence) that are in compliance with

a direction or notice received by the provider.

Our Energy and Water Ombudsman role



• The Ombudsman can either:

- Find that the complaint is not sustained, finding no fault by

the provider;

- Facilitate a resolution of the complaint prior to or during the

investigation, in which the provider offers an outcome to the

complainant to resolve the complaint; or

- Find that the complaint has been sustained and make a

determination or direction such as: pay compensation,

provide a service, amend or not impose a charge, supply

goods or services or correct records.

Our Energy and Water Ombudsman role



• Most common complaint types:

– Billing including alleged errors, disputes over meter

readings and fees and charges;

– Credit including payment arrangements, debt collection

issues and payment difficulties;

– Customer Service;

– Quality and reliability of supply;

– Connection issues; and

– The way a provider has exercised its powers in relation to

land.

Our Energy and Water Ombudsman role



• Resolutions achieved include:

– Credit applied, refund provided, fees or debt waived, bill

reduced or goodwill payment;

– Explanation or information provided;

– Default listing removed from credit rating; and

– HUGS or financial hardship assessment provided or more

time to pay.

Our Energy and Water Ombudsman role



Our contact details

Energy and Water Ombudsman Western Australia

2nd Floor, Albert Facey House

469 Wellington Street Perth WA 6000

Tel: 08 9220 7588 or Freecall 1800 754 004

Fax: 08 9220 7599 or Freefax 1800 611 279

Email: energyandwater@ombudsman.wa.gov.au

Website: www.ombudsman.wa.gov.au/energyandwater


