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This section provides details of the office’s audited 
financial statements and key performance indicators, 
along with information on other mandatory disclosures 
and legal compliance. 

 Financial Statements and Key 
Performance Indicators 

o Independent Audit Opinion 

o Key Performance Indicators 

o Financial Statements and Notes 

 Other Disclosures and Legal 
Compliance 

o Governance Disclosures 

o Other Financial and Staffing 
Disclosures 

o Other Legal Requirements 

o Government Policy Requirements 
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SSttaatteemmeenntt  ooff  CCeerrttiiffiiccaattiioonn  
Certification of Key Performance Indicators for year ended 
30 June 2011 

I certify that the performance indicators are based on proper records, are relevant and are 
appropriate for assisting users to assess performance and accurately represent the 
performance of the Parliamentary Commissioner for Administrative Investigations for the 
financial year ended 30 June 2011. 

 

 

 

 

Mary White     Chris Field 
Chief Finance Officer   Accountable Authority 

5 August 2011     5 August 2011 
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KKeeyy  PPeerrffoorrmmaannccee  IInnddiiccaattoorrss  
Key Effectiveness Indicators 

The desired outcome for the Parliamentary Commissioner for Administrative Investigations 
(the Ombudsman) is: 

The public sector of Western Australia is accountable for, and is improving the 
standard of, administrative decision making, practices and conduct. 

The key effectiveness indicators report on the extent to which public authorities are 
improving their decision making, practices and conduct as a result of recommendations and 
suggestions made by the Ombudsman. 

In 2010-11 there were 1,970 complaints received and 1,949 complaints finalised (including 
2,175 separate allegations). During the year public authorities responded to 57 
recommendations and suggestions for improvement made by the Ombudsman, all of which 
were accepted. In addition there were 123 actions by public authorities to provide a remedy 
for the complainant.  

The effectiveness of the Ombudsman in achieving improved administrative decision making 
and practices in public authorities is shown by the high levels of acceptance of 
recommendations and suggestions for improvement over the last four years, with 100 per 
cent being accepted by public authorities each year from 2007-08 to 2010-11. 

Key Effectiveness Indicators 2007-08 2008-09 2009-10 2010-11 
Target 

2010-11 
Actual 

Of allegations where Ombudsman 
made recommendations to improve 
practices or procedures, percentage of 
recommendations accepted by 
agencies (a) 

100% 100% 100% 100% 100% 

Number of improvements to practices 
or procedures as a result of 
Ombudsman action (b) 

34 29 49 40 57 

(a) For public authority responses each year, the percentage of recommendations and suggestions relating 
to improved practices and procedures that were accepted by the public authority.  

(b) For public authority responses each year, the number of recommendations and suggestions relating to 
improved practices and procedures that were accepted by the public authority. 

Comparison of Actual Results and Budget Targets 

The percentage of recommendations and suggestions accepted has been maintained over 
the last four years with 100 per cent of recommendations and suggestions being accepted in 
each year from 2007-08 to 2010-11. This meets the target for 2010-11 of 100 per cent and 
the office has again set a target of 100 per cent for 2011-12. 

The number of accepted recommendations and suggestions for improvements to practices 
and procedures was 57 in 2010-11, an improvement on the 2010-11 target. 
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Key Efficiency Indicators 

The Ombudsman’s key efficiency indicators relate to the following service: 

Resolving complaints about the decision making of public authorities and 
improving the standard of public administration. 

Key functions of the Ombudsman include complaint resolution services, reviews of the 
sudden and unexpected deaths of children and other activities to improve public 
administration. The key efficiency indicators relate to timeliness of complaint handling, the 
cost per finalised allegation and the cost per finalised notification of the sudden and 
unexpected death of a child.  

Key Efficiency Indicators 2007-08 2008-09 2009-10 2010-11 
Target 

2010-11 
Actual 

Percentage of allegations finalised 
within three months 

78% 82% 82% 85% 78% 

Percentage of allegations finalised 
within 12 months 

95% 96% 99% 98% 96% 

Percentage of allegations on hand at 
30 June less than three months old 

51% 71% 63% 68% 68% 

Percentage of allegations on hand at 
30 June less than 12 months old 

85% 96% 97% 97% 98% 

Average cost per finalised allegation 
(a) 

$2,941 $2,759 $1,999 $1,800 $1,899 

Average cost per finalised notification 
of the sudden or unexpected death of a 
child (b) 

NA NA $9,377 $5,900 $9,651 

(a) This is the net cost of complaint resolution services divided by the number of allegations finalised.  

(b) This is net cost of undertaking the child death review function divided by the number of notifications 
finalised. 

Comparison of Actual Results and Budget Targets 

Overall, the timeliness of complaint handling by the Ombudsman has substantially improved 
over the previous four years due to a strong management focus on the efficiency of the 
complaint handling process, including a very significant reduction in the number of aged 
cases (cases older than 12 months) and the percentage of allegations on hand less than 
three and twelve months slightly exceeding the targets.  

In 2010-11 there were 78 per cent of allegations finalised within three months, compared to 
the target of 85 per cent and 96 per cent of allegations were finalised within 12 months, 
compared to the target of 98 per cent. The primary reason for these variations is the 
significant increase in the number of complaints, an increase that commenced in 2008-09 
and has continued through 2010-11. The cost per finalised allegation in complaint resolution 
is slightly above the 2010-11 target but is less than the cost in 2009-10. 

The average cost per finalised notification of the sudden or unexpected death of a child 
remains similar to 2009-10. It is above the target for 2010-11 because this was an initial 
estimate in relation to this new function. 
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