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Division 2: Parliamentary Commissioner for Administrative Investigations, $8 873 000 — 
Ms L. Baker, Chair. 

Mr P.B. Watson, Speaker of the Legislative Assembly. 

Mr C.J. Field, Parliamentary Commissioner for Administrative Investigations. 

Mrs G.M. White, Deputy Parliamentary Commissioner for Administrative Investigations. 

[Witnesses introduced.] 

The CHAIR: This estimates committee will be reported by Hansard. The daily proof Hansard will be available 
the following day. It is the intention of the Chair to ensure that as many questions as possible are asked and 
answered and that both questions and answers are short and to the point. The estimates committee’s consideration 
of the estimates will be restricted to discussion of those items for which a vote of money is proposed in the 
consolidated account. Questions must be clearly related to a page number, item, program or amount in the current 
division; members should give these details. If a division or service is the responsibility of more than one minister, 
a minister shall be examined only in relation to their portfolio responsibilities. 

The Speaker may agree to provide supplementary information to the committee rather than asking that the question 
be put on notice for the next sitting week. I ask the Speaker to clearly indicate what supplementary information he 
agrees to provide and I will then allocate a reference number. If supplementary information is to be provided, I seek 
the Speaker’s cooperation in ensuring that it is delivered to the principal clerk by Friday, 31 May 2019. I caution 
members that if the Speaker asks that a matter be put on notice, it is up to the member to lodge the question on 
notice through the online questions system. 

Dr M.D. NAHAN: Mr Speaker, can you provide an outline of the changes in the complaints that the Ombudsman 
has looked at, particularly those that relate to Synergy? Has there been a significant change in the volume and 
character of the complaints overall in energy, particularly against Synergy? 

The SPEAKER: Mr Field. 

Mr C.J. Field: Mr Speaker, thank you very much. I thank the Leader of the Opposition for his question. The 
long and short of that answer is no. There has been some variability in complaints to the Energy and 
Water Ombudsman scheme—they have been up, down and up in the last few years. There has been a variability, 
but not necessarily a significant trend. There was a trend some years ago of an increase. In the last few years, it 
is not necessarily a discernible increase. What we tend to find with the increases in the area—Synergy is one, 
Western Power electricity and across all the types of matters with which the Energy and Water Ombudsman 
deals—is that the bulk of those complaints tend to be about billing and credit, which make up something like 
60 per cent to 70 per cent of all the complaints received. It is like many other schemes around the country—
energy and water ombudsman schemes and telecommunication industry ombudsman schemes. I would not say 
to the honourable Leader of the Opposition that, at this stage, there has been an obvious or significant trend, but 
it is certainly something that we look for. We would share that information with the relevant parties, both in 
dialogue with the energy companies themselves and in our annual reporting, and of course also with the 
Economic Regulation Authority. 

Dr M.D. NAHAN: Between 60 per cent and 70 per cent of the complaints concerning these electricity firms are 
generally due to billing issues — 
Mr C.J. Field: Correct. 
Dr M.D. NAHAN: — such as accuracy and pricing. 
Mr C.J. Field: Exactly. 
Dr M.D. NAHAN: Does the Ombudsman deal with those? 
Mr C.J. Field: I do. 
Dr M.D. NAHAN: I refer to Synergy and the substantial increase in electricity prices over the last three years, and 
particularly the increase in fixed charges. Are you saying that, since 2017–18, there has not been a significant 
increase in the volume of complaints to your office about Synergy’s billing arrangements? 
The SPEAKER: Mr Field. 
Mr C.J. Field: Thank you, Mr Speaker. Leader of the Opposition, it is an important question, and one which we have 
to be mindful of in relation to trends. That relates to all the areas we look at in the Energy and Water Ombudsman 
scheme. Interestingly, there is variability all around the country, too; there are some up and some down. The bulk 
of the complaints are about billing and credit—that is the very nature of the schemes. Consumers are concerned 
about all the sorts of matters that the Leader of the Opposition outlined in terms of billing and credit. I do not think 
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we are seeing a significant change at this stage. Remember, the figures are also projected from 2017–18 to 2018–19, 
with 2018–19 not yet finished. All those figures will be reported upon in our annual report. I am not seeing 
a significant or material change in relation to those numbers that at this stage would otherwise indicate a trend or 
a significant concern. 
Dr M.D. NAHAN: In 2018–19, the Ombudsman took on the role of the Energy and Water Ombudsman scheme. 
Can you clarify how that is different from what the Ombudsman was doing before? I assume that the Ombudsman 
previously dealt with energy and water complaints. 
Mr C.J. Field: Yes. 
Dr M.D. NAHAN: I understood that the scheme was largely funded by retailers, but on page 51, under 
“Spending Changes”, there is some additional money. For instance, there is $81 000 in 2018–19 and $82 000 in 
2019–20. How is the Energy and Water Ombudsman scheme different from what the Ombudsman was doing 
before, and how is it funded? 
The SPEAKER: Mr Field. 
Mr C.J. Field: Mr Speaker, thank you so much. That is an excellent question, Leader of the Opposition. It is not 
a new scheme. It has been undertaken in its various iterations for many years—in fact, before I became the 
Ombudsman—in the gas industry, the electricity industry and, more lately, the water industry. We have one Energy 
and Water Ombudsman scheme; that has not changed. Those dollar amounts are additional in that year. With your 
indulgence, Mr Speaker, the Deputy Ombudsman will be able to speak about the $81 000. 
The SPEAKER: Thank you. 
Mrs G.M. White: Thank you, Mr Speaker. Those figures are due to normal cost escalations in the scheme and 
will cover the costs of the complaints that we are dealing with. They are fully offset by an increase in revenue from 
the scheme, which is funded by industry members, as the member correctly said. 
Dr M.D. NAHAN: Okay, so these are expenditures and they are offset by revenue somewhere else. 
Mrs G.M. White: That is correct. 
Mr C.J. Field: With your indulgence, Mr Speaker. Leader of the Opposition, they do not represent a new scheme. 
What you will find from time to time, and even during the year, is that there may be some variation in relation to 
complaints that occur. We will then go back to the energy board and seek funding for that. Of course, that is 
otherwise contained in these papers, but it does not represent new consolidated revenue to the state. 
Mr Z.R.F. KIRKUP: I refer to page 53 of budget paper No 2 and the FTE increase. I note that it is forecast to go 
up to 70 over the forward estimates. I am keen to understand what that mix is. Mr Speaker, I am keen to understand 
the increase in service; does it reflect the volume of complaints or the nature of the Ombudsman’s work? 
The SPEAKER: Mr Field. 
Mr C.J. Field: Mr Speaker, thank you so much. I thank the honourable member, who always asks excellent 
questions. It is a really good question about a very important matter to this state; namely, the planning for and 
development of a reportable conduct scheme. These matters arose, as the honourable member will know, from the 
Royal Commission into Institutional Responses to Child Sexual Abuse. Indeed, a raft of matters came out of that 
very important royal commission. One of them is that there should be planning and development of a reportable 
conduct scheme in this state.  

One of the agencies involved in those matters arising out of the royal commission is mine. We have been given 
resources to plan and develop that scheme, which will include the employment of three full-time equivalents during 
that period. The reportable conduct scheme deals with those serious allegations of child sexual abuse, and other 
abuse and harm that mandatorily is reported to my organisation. I will have oversight of the way that those 
allegations are dealt with and will be able to make own-motion investigations of other supervisory matters in 
relation to them. We will be given a certain amount of staff to plan and develop that scheme, report those matters 
to government, and, of course, ultimately to Parliament, insofar as the changes that we consider are required to 
introduce such a scheme. But, as I say, it really flows out of what I think is a significant time, given the heinous 
and vile allegations that have come out of the commission report. In the future, we will be really looking to ensure 
that those sorts of matters never occur again. 
The appropriation was recommended. 
[10.00 am] 
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