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Dear Madam Chair,

Inquiry into integrity agency performance and accountability

[ am writing in response to your letter of 10 December 2012 to provide the Committee with
information to assist in its inquiry into the ways in which performance is measured and
reported in those agencies the Committee is responsible for overseeing. If the Committee
would like any further information, either in relation to the material included within this
submission or any other matters relevant to its inquiry, please do not hesitate to contact my
office.

Annual reporting

I am required to report under a number of pieces of legislation, resulting in twelve annual,
biannual and biennial reports. They deal with different topics, from the office’s annual report
which touches on all our work, to reports on discrete and often sensitive roles and
responsibilities. All except our telecommunications interception reports are tabled in
Parliament, either directly or through the relevant Minister. These reports provide significant
detail about our work and performance, and are, again with the exception of the
telecommunications interception reports, available at our website.

Office-wide annual report

My office, as with all departments and statutory bodies, is required to prepare an annual report
of our operations for the preceding financial year. Under the Annual Report (Departments) Act
1985 and the Annual Report (Departments) Regulation 2010, this report must include:

e our charter

e our aims and objectives

e information about systems to allow for access to our services
e our management and structure

e asummary review of operations
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indicated they were dissatisfied or very dissatisfied with how their inquiry was handled. Fifty-
eight (51%) respondents indicated they would be extremely likely to recommend the
Ombudsman to a friend or colleague.

There were a total of 11 respondents (approximately 10%) who indicated a level of
dissatisfaction with the inquiry service. Of those, 7 (approximately 64%) rang the office to
complain about the NSW Police.

A similar survey was conducted in relation to our community services jurisdiction in 2007, the
results of which were provided to the Committee to inform its review of the CS (CRAM) Act.

We are in the process of planning the next customer satisfaction survey for later this year.
However, it will be dependent on identifying funds for the survey. I will provide the
Committee with further information on the survey at a later stage.

[ hope this information is useful for the Committee, and I look forward to working with you
further as part of this inquiry.

Bruce Barbour
Ombudsman
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