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1. Message from the Ombudsman and Health Complaints 

Commissioner 

The purpose of this plan is to remind government and the public of the importance of the work we do 
across all jurisdictions by raising the profile of the office and drawing attention to the unique powers and 
functions we have – our ability to bring the lamp of scrutiny to otherwise dark places, even over the 
resistance of those who would draw the blinds.1 It will also give us a greater sense of internal purpose as 
an organisation. 
 
The main way in which we can achieve this goal is by reporting publically, on matters of public import 
and interest, and demonstrating the value of the office to the scheme of government.  It will require 
reports that address important and significant issues, and in turn we will need to develop a process for 
better and more efficiently dealing with the day to day complaint work, which acknowledges its 
importance, but frees up more time to devote to significant reporting.  

2. Our Purpose 

We exist to serve the Tasmanian community through the independent and impartial resolution of 

complaints and investigation of systemic issues relating to public administration, custodial centres, health 

care and water and energy services. 

3. Our Values 

Our core values are to conduct our work with: 

 Independence 

 Impartiality 

 Fairness 

 

 

 

 

 

 

 

 

 

 

 

 

                                                      
1 Re Ombudsman Act (1970), 72 W.W.R. 176 (Alta. S.C.), per Milvain C.J., at pp. 192-93 
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4. OHCC Strategic Plan 2017-2020 

4.1. Where are we now? 
 
In developing this plan, we recognise that the 

majority of time spent across the OHCC is 

currently dedicated to the handling of 

complaints across various jurisdictions. Although 

independent and impartial complaints resolution 

is core business, it also tends to be reactive and 

limited in addressing systemic issues. Other 

activities, such as own-motion investigations 

(recommendations for systems change) and 

communications (provider education to better 

manage complaints) are critical to improve public 

services over time. 

 

This is a tension for the OHCC as we continue to receive an increasing volume of complaints across 

various jurisdictions, with highly constrained staff resources.  

 

This graph represents the broad quantity of time and effort currently spent on work activities across the 

OHCC. It is representative of the realisation that the majority of time is spent addressing high-volume 

complaints, with little or no time for own-motion investigations or profile building/communications 

activities.   

4.2. Where do we want to be?  
 

By mid-2020, the OHCC aims to reposition our 

collective time and effort to better balance the 

demands of complaint management, 

investigations and profile 

building/communications.   

 

As such, our core strategy for the next three 

years is to reduce the amount of time spent 

handling complaints, relative to the amount of 

time dedicated to systems change activities (i.e. 

investigations, own-motions, relationship building and communications across agencies and with service 

providers).  

 

We recognise that this will require a change in the way we work -- requiring smart and creative ways to 

better prioritise and handle complaints, as well as up-skilling in other systems-change activities.  
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4.3. What is our 3-year goal? 
 

By mid-2020, we seek to have published a number of meaningful, worthwhile reports that have 

contributed to improvements in government administration, health and energy services. 

 

We have selected reporting as a broad indicator of the overall effectiveness of the OHCC core strategy, 

as it suggests: 

 

 smart prioritisation and management of complaint workloads; 

 profile building to improve community understanding of the role and function of the OHCC, and; 

 own-motion investigations and subsequent recommendations, to improve systemic issues in the 

public interest. 

4.4. How to read the plan? 
 

This document is outlined in two sections: 

 

 Section one outlines the 1-year operational plan for July 2017-June 2018.  

 

This “plan on a page” is a simple and visual working document. It is designed to be reviewed each 

fortnight at staff meetings, with actions assessed and progress evaluated (using a traffic light 

system). 

 

 Section two details the 3-Year OHCC Strategic Plan (July 2017-June 2020) as a table matrix, with 

projects grouped according to core strategies.  

 

The language used is deliberately simple and workable to reflect the desire to implement this 

document in the real world.  

 

The OHCC will develop an annual operational plan each year, guided by, yet not limited to, the 3-year 

plan.  
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4.5. One Year Operational Plan 
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4.6. Three Year Strategic Plan 

 

4.6.1.  BETTER MANAGE COMPLAINTS 
 

Strategies To get smarter in how we manage complaints 

Projects / Activities 

 

Develop an OHCC 

complaints policy 

Website Content 

Improvements and 

Simplification 

Review Health Complaints 

Processes 

Develop Pre-Lodging Fact 

Sheets/Information for 

Complainants 

Interactive Website Smart 

Form with Out-Of-

Jurisdiction Links 

Timelines 2017-2018 2017-2018 2017-2018 2017-2018 2018-2020 

  Rationale   Reduce time spent on 

requests that are 

insignificant or lacking in 

substance, to increase 

time spent on legitimate 

complaints, by triaging 

and standardising 

decision making. 

Significant time is 

wasted fielding phone 

calls and complaint 

forms that are out of 

jurisdiction. Improved 

website content may 

reduce this problem. 

A significant proportion 

of complaints arise from 

the Health jurisdiction. 

There are opportunities 

to improve our workflow 

and processes in this 

area.  

Complainants often have 

unrealistic or 

misinformed expectations 

about what the OHCC can 

and cannot do, which 

influences outcomes.  

Significant time is wasted 

fielding requests that are 

out-of-jurisdiction (e.g. 

the communication 

industry). An online smart 

form will direct people 

faster to where they need 

to go.   

Expected Benefits Reduced time spent on 

erroneous complaints 

management. 

Improved external 

expectations around the 

role and functions of the 

OHCC, leading to 

reduced out-of-

jurisdiction enquiries.  

More efficient use of 

time spent on Health 

Complaints management 

through effective and 

efficient systems. 

Improved complaint 

outcomes and reduced 

complexity through 

increased communication 

around the role and 

function of the OHCC.  

Reduced volume of out-

of-jurisdiction enquiries 

and streamline channels 

of complaint.  
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4.6.1.  BETTER MANAGE COMPLAINTS (cont.) 

Strategies To get smarter in how we manage complaints 

Projects / Activities 

 

Strengthen Relationships 

with Heads of Agency 

Identify Key Persons to 

Improve Complaint 

Handing with Agencies  

RTI Manual and Training Streamline Internal and 

External Reporting 

Upgrade Resolve to better 

suit office needs 

Timelines 2017-2018 2017-2018 2018-2020 2018-2020 2018-2020 

  Rationale   The OHCC seeks to 

strengthen relationships 

with various Heads of 

Agency, to enable fast 

and efficient 

communication and 

complaints resolution.  

Complaint management 

is faster and better when 

there is a trusted 

relationship, as well as 

cooperation with 

agencies. It is worth 

building intentional 

relationships in select 

areas of complaint.   

The existing Right To 

Information (RTI) Manual 

is out of date and would 

benefit from being 

updated. 

Currently there is 

duplication of data 

gathering, analysis and 

reporting, which is 

resource intensive. A 

simplification and review 

of reporting will free up 

time. 

Resolve is the primary 

data base used to record, 

track and update 

complaints. 

Expected Benefits Improved ‘top down’ 

relationships, 

communications and 

information exchange.  

Improved ‘bottom up’ 

relationships, 

communications and 

information exchange 

across select agencies, 

enabling faster and 

better resolution of 

complaints.  

Improved processes and 

efficiencies related to RTI. 

Improved public and 

agency education and 

awareness. 

Meaningful, useful, easy-

to-read internal and 

external reporting, as well 

as time saved in the 

production of these 

reports.  

Ongoing upgrades to 

Resolve to maximise 

efficiencies will save time 

and effort in complaint 

handling. 
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4.6.2.  IMPROVE INTERNAL SYSTEMS 

Strategies To get proactive in how we investigate systemic problems 

Projects / Activities 

 

Develop baseline 

statistics to understand 

complaint trends 

Identify systemic issues 

worthy of investigation 

Debate and identify key 

area(s) that are worthy of, 

and require an 

investigation 

Identify skills gaps and 

relevant training for own 

motion investigations 

Roll out training +/- 

mentoring for select staff 

to address identified skills 

gaps  

Target Projects 2017-2018 2017-2018 2017-2020 2017-2018 2017-2020 

  Reasoning  Complaint trends exist, 

however the OHCC lacks 

processes to capture 

and analyse relevant 

data to understand 

these trends.  

Currently there are few 

internal mechanisms in 

place to encourage staff 

to identify and 

communicate potential 

issues worthy of 

investigation. This 

information sharing 

would be of value to all. 

The OHCC seeks to spend 

proportionally less time 

on complaints 

management, and more 

time investigating 

systemic issues in the 

next 3 years, as part of 

our core strategy.  

Given our current staffing 

profile, we lack the 

breadth of skills and 

experience required to 

undertake a larger 

volume of own motion 

investigations. 

Additional training +/- 

mentoring +/- interstate 

experience is required to 

upskill select staff to 

support own motion 

investigations. This 

training is essential to 

reach our 3-year goal of 

publishing meaningful, 

worthwhile reports. 

Performance Indicators Data has been used to 

support the 

identification of key 

areas worthy of an 

investigation. 

Improved ability to 

communicate ideas and 

identify trends worthy of 

investigation. I.e. “Ideas 

bucket” and OHCC wide 

staff forums.   

Identified relevant areas 

for meaningful, 

worthwhile investigation 

and reporting, over the 

next 3 years.  

Identified staffing skills 

gaps across the OHCC, as 

well as strategies to 

address these. 

Provided competency 

based training +/- 

mentoring to address 

skills gaps relevant to 

undertaking own motion 

investigations. 
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4.6.3.  COMMUNITY EDUCATION AND PROFILE BUILDING 

Strategies To increase profile and awareness across service providers and the community, for the public good  

Projects / Activities 

 

Website Upgrade and Overhaul Educate agencies and providers 

to improve the management of 

early stage complaints 

Acquire and modify relevant 

online training packages from 

other jurisdictions 

Publication of meaningful and 

worthwhile reports 

Target Projects 2018-2020 2018-2020 2018-2020 2018-2020 

  Reasoning  The OHCC website is out of date 

and needs modernising to 

capture the attention of a 

modern audience, to improve 

engagement and build profile. 

A large number of complaints 

could be eliminated by 

improving how decisions are 

made and communicated at an 

agency level, and by increasing 

understanding of the role of the 

OHCC.  

Interstate jurisdictions have 

larger teams and more extensive 

education resources than in 

Tasmania. They are willing to 

share, which presents an 

opportunity for the OHCC in 

Tasmania.   

  

A key function of the OHCC is to 

shine a light into places where 

people can’t see. Publications 

help to improve services for the 

Tasmanian public and as a by-

product, raise the profile of the 

OHCC.  

Performance Indicators A clear, responsive, informative 

and engaging website will 

improve community 

understanding of the role and 

functions of the OHCC. 

Reduced volume of complaints 

through improved 

communication and complaints 

management at an agency level, 

including system/practice 

improvements.  

Improved service provider +/- 

community education around the 

role and function of the OHCC in 

Tasmania, using educational 

resources from other States.  

Fulfilled a key function of the 

OHCC by having investigated 

and reported systemic issues for 

the public benefit, having acted 

with independence, impartiality 

and fairness.  

 

 


