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Dr Andrea Cullen 
Committee Secretary 
Select Committee on an Independent Integrity Commission 
Legislative Assembly for the ACT 
GPO Box 1020 
Canberra ACT 2601 

Dear Dr Cullen 

Q ACT Ombudsman 
GPO Box 442 Canberra ACT 

Phone 1300 362 072 • ombudsman.act.gov.au 

Inquiry into an Independent Integrity Commission for the ACT- Comments regarding witness 
statements 

Thank you for your invitation to comment on statements made by Mr Jack Waterford at the hearing 
of the Select Committee on an Independent Integrity Commission {the Committee) on 24 July 2017. 

While I do not agree with Mr Waterford's comments about the profile and effectiveness of my Office, 
I acknowledge Mr Waterford's interest in the work of my Office and in the integrity of public 
administration in the ACT and nationally. I appreciate this opportunity to outline the range of ways 
my Office seeks to influence systemic improvements in public administration and to provide 
assurance that Australian and ACT government agencies and the prescribed private sector entities 
we oversight act with integrity and treat people fairly. 

My Office is accessible to the public and so is its work. My Office regularly publishes reports on own 
motion investigations that draw critical attention to issues of public administration. In most cases the 
relevant agencies engage effectively with us throughout the investigation and work to implement our 
recommendations. In the last two years my Office published Commonwealth Ombudsman reports 
about significant issues, including: 

• Centrelink's automated debt raising and recovery system -April 2017 

• Private health insurance complaints- March 2017 

• Indigenous language interpreters - December 2016 

• the cancellation of bridging visas after criminal charges - Dece~ber 2016 

• the administration of section 501 of the Migration Act 1958 - December 2016 

• the accessibility of the Disability Support Pension for remote Indigenous Australians -
December 2016.1 

1AII reports available at: http ://www.ombudsman.gov.au/publications/investigation-reports 
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I also draw the Committee's attention to a report released by my Office in its ACT Ombudsman 
capacity that was critical of ACT government procurement processes in November 20162 and the ACT 
Ombudsman Annual Report for 2016-17, which also describes the outcomes of my Office's 
inspections of certain ACT Policing activities. 

Public reports can be powerful but they are not the only effective way of influencing agencies to 
improve public administration. My Office engages with public service administrative decision-makers 
and service delivery managers regularly (including ACT Corrective Services, Housing ACT, and Chief 
Minister Treasury and Economic Development Directorate3) and provides its views on administrative 
practices and matters that may result in complaints to our Office, or have been raised with us by our 
stakeholders. The exchange of information and feedback assists us to identify administrative issues 
early and assist agencies to consider options to resolve these. This is an efficient and effective way of 
influencing systemic improvements in public administration and services to the Australian and ACT 
communities. 

My Office promotes good practices by conducting forums, developing guidance materials and 
prioritises stakeholder engagement across its functions. For example, in the last financial year, we 
convened a complaint handlers' forum, which was attended by staff from ACT Government agencies 
as both panel presenters and participants, and a community roundtable discussion attended by 15 
community groups in the ACT. My Office also presented 31 information sessions on the new ACT 
reportable conduct scheme to more than 750 attendees. 

My Office's investigations into complaints from the public, or on own motion, are conducted in 
private as required bys 9(3) of the Ombudsman Act 1989 (ACT). This means that a large proportion 
of our work will necessarily be outside of public view. When handling complaints our focus is on 
working impartia lly and constructively with persons making a complaint and agencies to ensure that 
people are treated fairly. Where it appears there may be a systemic issue, we address this, whether 
by public report or another means. 

As Mr Waterford notes, the remit of my Office has expanded in recent times. The new functions of 
the Commonwealth and ACT Ombudsman are supported by the expertise and experience of the 
Office built over 40 years. Far from compromising our oversight, the expansion of the role of the 
Office affords greater visibility of those agencies already in our jurisdiction. It also responds to the 
needs of ACT and Australian Governments and communities for specific oversight to be undertaken 
by an independent and impartial agency. My Office has proven its capacity to grow and adapt and is 
we ll placed to implement new functions. 

Once again, I thank the Committee for its invitation to make further comments and look forward to 
the Committee's report on possible models for a new integrity body. 

Yours sincerely 

Michael Manthorpe PSM 
ACT and Commonwealth Ombudsman 

2 November 2016 Report: Investigation of a complaint about certain procurement matters, available at: 
http://www.ombudsman.act.gov.au/ data/assets/pdf file/0021/42528/procurement matters.pdf 
3 See page 10-11 of Annual Report 2016-17 for a description of common complaint issues. 
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