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Enhanced public trust 

and confidence in a 

fair, responsive and 

accountable 

government 

Improved administrative 

and decision-making 

practices in state sector 

agencies

Increased transparency, 

accountability and public 

participation in government 

decision-making

Serious wrongdoing 

brought to light and 

investigated

People in detention treated 

humanely

Improved state sector 

capability in administrative, 

decision-making and 

complaint-handling processes 

and knowledge of official 

information legislation 

Administrative 

investigations

Recommendations

Monitoring deaths in 

custody

Official information 

investigations

Form opinions and make 

recommendations

Promote proactive 

disclosure

Advice and guidance

Referrals

Investigations
Inspections

Recommendations

Reporting

Monitoring

Policy advice

Training and support

Information and guidance

Improved public awareness 

and access to 

Ombudsmen services

Outreach programme

Community education

Information and resources

Website

NZ Ombudsmen



Ombudsman’s options for 

“putting right a wrong”

• Investigate the individual complaint 

(formally or informally)

• Conduct a systemic inquiry

• Work with agencies to bring about culture 

change













Statistics Statistics 

delay & delay deemed refusal complaintsdelay & delay deemed refusal complaints

 Year ending June 1997 Year ending June 1997 
 OIAOIA

216 out of 1223 complaints = 17.6%216 out of 1223 complaints = 17.6%

 LGOIMA LGOIMA 

29 out of 191 complaints = 15%29 out of 191 complaints = 15%

 Year ending June 2007Year ending June 2007
 OIAOIA

254 out of 812 complaints = 31%254 out of 812 complaints = 31%

 LGOIMALGOIMA

54 out of 192 complaints = 28%54 out of 192 complaints = 28%



Ombudsmen’s approach to 

complaints about delay

• Old Approach:  Informal enquiries

• New approach: Formal investigation with 

recommendations for improvement



Ombudsmen’s recommendations 

re delay complaints

• a decision should be made and communicated 

to the requester as a priority;

• the agency’s policies and processes should be 

reviewed; and 

• staff should be reminded of their statutory 

obligations and trained where necessary. 
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“The Ombudsman has three levels of functioning: 

complaints handling, achieving the systemic 

change, but even perhaps more radically, trying 

to bring about a measure of cultural change.“

Ombudsman George Brower

ANZOA Conference 2008









The New Zealand Ombudsmen

Chief Ombudsman Beverley Wakem Ombudsman David McGee

“The Ombudsman is Parliament’s man, 

put there for the protection of the individual, 

& if you protect the individual you protect society”

Sir Guy Powles, 1962


