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Division 2:  Parliamentary Commissioner for Administrative Investigations, $2 782 000 - 
Mrs D.J. Guise, Chairman. 

Mr F. Riebeling, Speaker of the Legislative Assembly. 

Mr P. McHugh, Clerk of the Legislative Assembly. 

Ms D. O’Donnell, Parliamentary Commissioner for Administrative Investigations. 

The SPEAKER:  I do not have control over much of this area, so, as usual with this allocation, I will refer most 
questions directly to the Ombudsman.   

Ms J.A. RADISICH:  I refer to page 61 of the Budget Statements and dot point three under major achievements 
for 2002-03.  I am interested to read about the cooperative project with Western Power.  I would like to learn a 
little more about the interrelationship between the two agencies, what kinds of complaints were addressed and 
Western Power’s improvement in its handling of complaints. 

Ms O’DONNELL:  It might be best to give a high-level view, and then provide additional detail on the number 
of complaints and types of issues involved as supplementary information, if that is acceptable.  

Ms J.A. RADISICH:  That is acceptable. 

[Supplementary Information No A2.] 
Ms O’DONNELL:  Regarding the high level principle and our approach to the Western Power issue, we found 
patterns of complaints or systemic issues were occurring that we wanted to address.  The types of issues raised 
were customer services and quality of information provided to consumers.  A team from my office comprising 
three officers who are specialists in Western Power complaints established a protocol with a group of the 
relevant Western Power complaint handlers. With our expertise in complaints handling - because we know that 
business so well we are good at complaints - we were able to share our intelligence with Western Power and 
assist it to develop its systems and processes.  That was the principle.  It is something I am trying to do with 
other agencies as the need arises.  It is obviously a better use of my resources to address complaints before they 
come to the Ombudsman.  From a high-level view, it is adequate, and that is the process we followed.  I am able 
to provide details of some of the issues we addressed and some of the improvements and processes of which we 
are proud. 

[9.50 am] 

Ms J.A. RADISICH:  Up to this point, have you seen a decrease in the number of complaints about Western 
Power referred to you as a result of the pre-emptive work done with the agency? 

Ms O’DONNELL:  I will answer that a different way.  One of the measures of a good complaint-handling 
agency is not a decrease in the number of complaints received.  It is not an indicator I would look for.  One of 
my tests for an agency’s handling of complaints is that it is accessible.  In many ways my previous experience 
has shown me that we may see an increase in complaints, which may show that the agency is more open to 
listening to its consumers rather than putting up a bureaucratic wall.  Speaking personally, it is not an indicator I 
would put a lot of store in.  I would rather look at the process and systems issues such as whether it meets my 
tests for an accessible system and whether there is good staff training to ensure that the advice provided to 
consumers is adequate and meeting their needs.  Increased complaints is an indicator I would put to one side.  I 
look at the process issues: have we been able to show an improvement in the quality of training for front-line 
staff so they can more systematically provide information to consumers?  I can provide statistics on a 
comparative basis.  From memory, there has been an improvement in the handling of complaints by Western 
Power. 

The CHAIRMAN:  Will Ms O’Donnell clearly identify the information she is agreeing to provide. 

Ms O’DONNELL:  I will provide statistics on complaints against Western Power that my office has investigated 
as well as the key issues identified in the complaints.  I will provide a comparison over the past few years. 

Ms J.A. RADISICH:  Will the statistics identify the geographic areas the complaints have stemmed from? 

Ms O’DONNELL:  It is not information we have readily to hand.   

[Supplementary Information No A2.] 
Mr B.K. MASTERS:  Following on from that, of all the state government agencies I have to deal with as a 
member of Parliament for a fast-growing rural area, Western Power is undoubtedly the worst.  I am surprised to 
hear what Ms O’Donnell has said; namely, that there is a complaints-handling procedure within Western Power.  
It is news to me.  If the member for Swan Hills is suggesting that there is a problem with Western Power in her 
electorate, I can assure you that the same applies throughout large areas of rural Western Australia. 
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Ms O’DONNELL:  Thank you for that information. 

Mr J.R. QUIGLEY:  I refer to the out years at page 57, particularly expenditure and delivery of outputs.  There is 
a note on the page referring to the royal commission under significant issues and trends.  From the Premier’s 
announcement about the role of the Corruption and Crime Commission, I understand that the new agency will 
deal with the review of complaints against police.  It will take over the role from the Ombudsman’s office. 

Ms O’DONNELL:  That is correct. 

Mr J.R. QUIGLEY:  When looking at the budget, it does not appear to have any impact on expenditure. 

Ms O’DONNELL:  That is correct.  I have chosen not to do that until such time as the legislation is enacted.  I 
did not want to pre-empt something of which I was not sure.  As soon as the legislation is enacted there will be 
an immediate impact on my office.  That will obviously impact the forward budget.  It is anticipated that the full-
time equivalent positions I have presently allocated to the Police Service review and investigation function will 
move across to the new CCC.  Similarly, all jurisdiction I have over police will also move to the CCC.  That will 
have a consequent impact on the budget.  Until it is set in concrete the projection shows the status quo. 

Mr J.R. QUIGLEY:  Given that the Parliament is being asked to approve the budget for the CCC, which I 
understand is in the order of $20 million, what quantum of work handled by the Ombudsman’s office deals with 
complaints against police? 

Ms O’DONNELL:  It is roughly half; about fifty per cent of the complaints my office handles. 

Mr J.R. QUIGLEY:  Are you expecting a 50 per cent decrease in the budget expenditure? 

Ms O’DONNELL:  As I understand it, there will be a proportional review of all my overheads.  The FTEs will 
move across and I will lose, proportionately, my telephone and stationery expenditure etc.  My budget will be 
examined line by line and a proportional allocation will be provided to the new organisation. 

Mr B.K. MASTERS:  Page 66 contains a line referring to cash flows from investing activities.  It also refers to 
the purchase of non-current assets.  The budget estimate for 2002-03 was $92 000 and the estimated actual for 
the same period is $707 000.  That appears to be the only anomaly in division 2 that is not consistent with last 
year’s budget.  May I have an explanation of what is a non-current asset and the reason for the significant 
increase from $92 000 to $707 000? 

Ms O’DONNELL:  Although I may have to check, my understanding is that the one significant difference in my 
budget between last year and this year is the allocation of money to my office for the purposes of collocating 
with the Office of the Public Sector Standards Commissioner and the Office of the Information Commissioner.  
That budget allocation is capital works that will go towards the refurbishment costs of a new level of offices and 
two existing levels in St Martins Tower.  In the budget, that is reflected in the non-current assets.  However, I 
stand to be corrected. 

Mr B.K. MASTERS:  Why was that not foreseen and an allowance made in the 2002-03 budget?  It appears that 
the additional expenditure of $615 000 was something determined only during the course of the current financial 
year. 
Ms O’DONNELL:  If the member is agreeable, it would be best to provide supplementary information. 
The CHAIRMAN:  Will Ms O'Donnell clarify the information she intends to supply? 

The SPEAKER:  At page 66, the first line item under cash flows from investing activities.  It is an explanation of 
the $707 000 allocation. 

[Supplementary Information No A3.] 
Mr J.R. QUIGLEY:  The capital contribution in division 2 at page 57 shows $68 000 for 2001-02, $92 000 for 
the 2002-03 budget and $558 000 for the 2002-03 estimated actual.  That shows a large amount of money that 
was not anticipated. 

Ms O’DONNELL:  In October last year, a proposal went through the Expenditure Review Committee for the 
collocation of the Office of the Public Sector Standards Commissioner, the Office of the Information 
Commissioner and my office.  As the other agencies had an allocation in their budgets to move premises, there 
was existing money on which they could draw.  As the impact will be on the building that I occupy and the 
proposal for collocation is that a new floor be established with common facilities such as meeting rooms, staff 
amenities etc, it was agreed that that be notionally put in the Ombudsman’s budget.  However, it will be for the 
collective collocation of the agencies.  That is something that was not anticipated in the last budget.   

[10.00 am] 

Mr J.R. QUIGLEY:  When will that take place?   
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Ms O’DONNELL:  That will take place this calendar year.  The work is in progress as we speak, and it should 
all be in effect by November 2003.  Four accountability agencies will be collocated in our premises: the Office 
of the Information Commissioner Western Australia, myself, the Office of the Public Sector Standards 
Commissioner and the Office of Health Review.  We also have the Commonwealth Ombudsman.  We will all be 
sharing resources.  

The appropriation was recommended. 
 


