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free to copy, communicate and adapt the work, as long as you attribute the Office of the Health 

Ombudsman. To view a copy of this licence, visit creativecommons.org/licenses/by/3.0/au 

© Office of the Health Ombudsman 2014 

For more information contact: 

Office of the Health Ombudsman, PO Box 13281 George Street, Brisbane QLD 4003, 

email info@oho.qld.gov.au, telephone 133 OHO (133 646). 

An electronic version of this document is available at www.oho.qld.gov.au 

 

If you need help in your own language call the Translating and Interpreting Service on 131 450 and tell 
them: 

 the language you speak 

 our name – Office of the Health Ombudsman 

 our telephone number – 133 646. 

TIS will arrange an interpreter so you can talk with us. This service is free to you. 
 
We are committed to providing accessible services to Queenslanders from all culturally and 

linguistically diverse backgrounds. If you need help to understand this publication please let us know 

and we can arrange an interpreter to share the information with you.   

Images: 

Where images are included in this annual report, you may only use this image (in its entirety and unaltered) as an integrated 

part of this entire annual report or as an unaltered integrated part of an extract taken from this annual report.  

Disclaimer: 

The content presented in this publication is distributed by the Office of the Health Ombudsman as an information source only. 
The Office of the Health Ombudsman makes no statements, representations or warranties about the accuracy, completeness 
or reliability of any information contained in this publication. The Office of the Health Ombudsman disclaims all responsibility 
and all liability (including without limitation for liability in negligence) for all expenses, losses, damages and costs you might 
incur as a result of the information being inaccurate or incomplete in any way, and for any reason reliance was placed on such 
information. 
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Letter of compliance 
  

 
 

400 George Street, Brisbane 
PO Box 13281 George Street  Brisbane  Qld  4003 

 
www.oho.qld.gov.au 
133 OHO (133 646) 

 

 
 
 
29 September 2014 
 
 
Lawrence Springborg MP 
Minister for Health 
GPO Box 48 
BRISBANE   QLD   4001 
 
 
 
 
I am pleased to present the inaugural Annual Report and financial statements for the Office of the Health 
Ombudsman. The Annual Report and financial statements reflect the period 17 February 2014 to 
30 June 2014. 
 
I certify that this Annual Report complies with: 

 the prescribed requirements of the Financial Accountability Act 2009 and the ‘Financial and 
Performance Management Standard 2009’, and 

 the detailed requirements set out in the ‘Annual report requirements for Queensland Government 
agencies’. 

 
A checklist outlining the annual reporting requirements can be found on pages 39 and 40 of this report.  

Yours sincerely 

 

 

 

Leon Atkinson-MacEwen 
Health Ombudsman 
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Message from the Health Ombudsman 

I am extraordinarily proud to present this report as Queensland’s inaugural Health Ombudsman. In doing 

so, I would like to acknowledge the work done by a diverse range of people to ensure that the best 

possible organisation was in place and functioning on 1 July 2014. 

Prior to my accepting the appointment as Queensland’s inaugural Health Ombudsman, a great deal of 

work had been done by the Health Ombudsman Establishment Project Board, led by Dr Michael Cleary 

PSM, to scope the actions necessary (and to source appropriate start-up funding) to establish the Office 

of the Health Ombudsman (OHO). The Board guided KPMG through the necessary scoping project, and 

I am grateful to the members of the Board, particularly Jan Phillips, for their advice, support and 

guidance over the five months from February to June 2014, in which the bulk of the establishment work 

occurred.  

Members of Jan Phillip’s team, led by Bronwyn Nardi, provided excellent support to me, from the 

provision of comprehensive briefing papers, to guidance and advice in the initial period (February-March) 

of interim Office establishment. In particular, I would like to thank Amanda Hammer, Miles De Lacey, 

Sonia Mizzi and Natasha McEwan for their day to day support during that initial period. I would also like 

to thank Dr Lesley Van Schoubroeck and her staff in the Mental Health Commission for their forbearance 

in hosting what was at times, I’m sure, a somewhat rowdy OHO project team. 

In establishing an organisation de novo, it becomes very clear very early on that you need a dedicated 

team of specialists with expertise in a range of key areas: facilities, human resources, information and 

communications systems and finance. I was very lucky to be able to find just such a team. From the start 

I was keen to ensure that we had appropriate accommodation that would meet the needs of the diverse 

teams that sit within the OHO. I was also keen to ensure that we were able to use technology to drive 

productivity gains in the workplace (in the near as well as the far term). In achieving these two 

objectives, I was particularly well-supported by Andrew McKeen and Peter Bonarrigo respectively and 

the physical establishment of the Office is a testament to their work.  

In crafting both internal and external communications, designing and building the OHO website and 

reaching out to my new stakeholders, I relied wholly on the guidance of Alex Crossley. In project 

managing the suitability assessments of Health Quality and Complaints Commission (HQCC) staff 

wishing to join OHO and in the three month recruitment process that saw the identification and 

engagement of two thirds of the staff of the Office, I could not have asked for better guidance and 

support from Elizabeth Mandelkow. Finally, the support provided to me and to the rest of the team by 

Nicole Ralph was inestimable: there seemed to be no task that Nicole was unwilling or unable to assist 

with. 

I wish to make it very clear that the establishment of the Office would not have been possible without 

Andrew, Peter, Alex, Elizabeth and Nicole.  

 

Leon Atkinson-MacEwen 
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Organisation overview 

The role of the Office of the Health Ombudsman 

On 20 August 2013, Parliament passed the Health Ombudsman Act 2013 with the key objectives of:  

 protecting the health and safety of the public  

 promoting professional, safe and competent practice by health practitioners  

 promoting high standards of service delivery by health service organisations  

 maintaining public confidence in the management of complaints and other matters relating to the 

provision of health services. 

From 1 July 2014, the OHO is the single point of entry for complaints relating to both individual 

registered and unregistered health practitioners, and public, private and not-for-profit health service 

organisations. The OHO replaces the HQCC and assumes responsibility for certain functions previously 

performed by the Australian Health Practitioner Regulation Agency (AHPRA) and the health practitioner 

boards (such as management of serious disciplinary matters). While AHPRA continues as a national 

regulatory agency, the HQCC ceased operations on 30 June 2014. 

The primary functions of the OHO are to:  

 receive and investigate complaints about health services and health service providers, including 

registered and unregistered health practitioners  

 decide what action should be taken in relation to those complaints and, in certain instances, take 

immediate action to protect the safety of the public  

 monitor the health, conduct and performance functions of AHPRA and national health practitioner 

boards  

 provide information about minimising and resolving health service complaints  

 report publicly on the performance of its functions. 

By streamlining the complaints management system, complaints can be processed more expeditiously, 

tracked and monitored more efficiently, and complainants and health service providers have a simplified 

process with a single point of contact for all communication and information needs. 

The OHO is committed to supporting the Queensland Government’s objectives for the community by:  

 promoting professional, safe and high quality health service delivery 

 providing independent and impartial services and advice 

 ensuring transparent and accountable reporting and performance 

 strengthening service delivery through streamlined and innovative strategies. 
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Our vision and commitment to Queenslanders 

We strive to be the cornerstone of a transparent, accountable and fair system for effectively and quickly 

dealing with complaints and other healthcare matters in Queensland. 

We are committed to providing a high quality complaints handling, dispute resolution, conciliation and 

investigation service to Queenslanders. In doing so, we will act fairly, impartially and independently; 

making well-informed decisions and providing accurate advice to complainants, health service providers 

and other stakeholders. 

Our vision and commitment to Queenslanders is supported by the following values: 

 The health and safety of the public are paramount. 

 We act independently, impartially and in the public interest. 

 We treat people fairly and equitably. 

 We respond to complaints in a timely manner. If we cannot assist, we will explain why and, if possible, 

suggest another action. 

 We produce timely and high quality work. 

 We develop our capability and use innovative processes to improve our service. 

Our strategic objectives 

To ensure Queensland’s health complaints management system is streamlined, with more expeditious 

complaints processing and more effective tracking and monitoring, the OHO has developed targeted 

objectives that it is committed to achieving.  

To support the organisation in achieving these objectives during the establishment and growth phase, an 

interim strategic plan has been developed, building on the legislative objectives to provide a more 

specific organisational plan. The plan sets the direction and outlines the strategies for the OHO, while 

having the ability to evolve with the organisation, and the new health complaints management system, 

as it continues to take shape. The interim strategic plan is available on the OHO website 

(www.oho.qld.gov.au). 

Strategic risks, opportunities and challenges 

The following risks have the potential to impact adversely on the OHO’s ability to achieve its outcomes 

and objectives: 

 Queensland is now a co-regulatory jurisdiction, in relation to the Health Practitioner Regulation 

National Law Act 2009 (Queensland), for the first time, requiring new ways of working and engaging 

with stakeholders. 

 The Health Ombudsman Act 2013 contains unprecedented functions for a health complaints agency 

in Queensland. 

 As a new organisation, there are no benchmarks on which to measure performance. 

 The Queensland healthcare system is undergoing significant reform. 
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The OHO will manage these risks through: 

 extensive engagement with all stakeholders (in particular, with AHPRA and the national boards) to 

ensure that the co-regulatory environment works effectively to benefit all Queenslanders 

 ensuring transparent and accountable reporting of our performance 

 adopting legislative timeframes as proxy measures of performance until a wider set of key 

performance indicators are developed 

 working closely with key stakeholders in the healthcare reform process to assist them in promoting 

professional, safe and high quality health service delivery. 

Governance 

Ethics and Code of Conduct 

The OHO has adopted the Code of Conduct for the Queensland Public Service. All staff will attend 

mandatory Code of Conduct training, which will be embedded into the staff induction process. The public 

service values will also be incorporated into the staff induction process through discussion of the values 

and how they relate to individual staff and the OHO as a whole. 

Information systems and record keeping 

The OHO is committed to implementing an effective and accessible recordkeeping system and to 

compliance with the Public Records Act 2002 and associated information standards.  

A draft Business Classification Scheme (BCS) has been developed and will be finalised by 

30 September 2014. The BCS is a records management tool used to categorise information resources in 

a consistent and organised manner.  

An implementation partner is being engaged to install the HP TRIM electronic document records 

management system (eDRMS). Full implementation is scheduled for completion by November 2014. 

Open data 

Information regarding consultancies engaged by OHO in the 2013–14 financial year is available online 

through the Queensland Government Open Data website (www.qld.gov.au/data). No overseas travel 

was undertaken by any OHO officers in the 2013–14 financial year.  
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Workforce 

Organisational structure 

The diagram below is a high-level representation of the OHO’s organisational structure. 

Executive profiles 

Health Ombudsman 

Mr Leon Atkinson-MacEwen commenced his role as the Health Ombudsman on 28 January 2014, 

following appointment by the Governor in Council on the recommendation of the Minister for Health.  

The Health Ombudsman of Queensland is a statutory position that oversees the OHO. The Health 

Ombudsman is accountable for: 

 receiving and investigating complaints about health services and health service providers, including 

registered and unregistered health practitioners  

 deciding what action should be taken in relation to those complaints and, in certain instances, taking 

immediate action to protect the safety of the public  

 monitoring the health, conduct and performance functions of AHPRA and national health practitioner 

boards  

 providing information about minimising and resolving health service complaints 

 reporting publicly on the performance of the OHO’s functions. 

In meeting these accountabilities, the Health Ombudsman must act independently, impartially and in the 

public interest. 

  

Health Ombudsman 

Assessment 
and Resolution 

Investigations Legal Services Business 
Innovation 
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Director of Proceedings and Executive Director, Legal Services 

Ms Leonie Paulson joined the OHO as Director of Proceedings and Executive Director, Legal Services 

on 10 June 2014. 

This position oversees the Legal Services Division, which comprises two teams—the Legal Services 

Team and the Hearings Team.  

The Director of Proceedings is a statutory role under the Health Ombudsman Act 2013 responsible for 

referring matters to the Queensland Civil and Administrative Tribunal (QCAT). This position is required to 

maintain independence from the Health Ombudsman in this regard. The Director of Proceedings is 

supported by the Hearings Team, which is responsible for taking proceedings against health 

practitioners to QCAT. 

The Executive Director, Legal Services leads the provision of legal advice and expertise to the OHO, 

ensuring that all processes are underpinned by sound legal principles. The position is supported by the 

Legal Services Team. 

Executive Director, Assessment and Resolution 

Ms Lisa Pritchard commenced as Executive Director, Assessment and Resolution on 19 May 2014. 

This position leads the Assessment and Resolution Division, which manages the assessment and 

categorisation of complaints received, including the resolution or conciliation of matters that do not 

warrant a full investigation and the referral of matters to external entities as required.  

Executive Director, Investigations 

Mr Robbie Wilson joined the OHO as its Executive Director, Investigations on 26 May 2014. 

The Executive Director, Investigations is responsible for leading the Investigations Division in formally 

investigating complaints that have been identified as being of significant importance to public health or 

safety, or that warrant disciplinary action against a health practitioner in Queensland. Investigations may 

relate to health service complaints or systemic issues relating to the provision of health services, 

including issues that may affect the quality of health services.  

Director, Business Innovation 

Ms Kylie Guthrie commenced as Director, Business Innovation on 10 June 2014. 

The Director, Business Innovation is responsible for leading the corporate services functions of the OHO 

and ensuring innovative and flexible delivery of key human resources, financial, business intelligence, 

information technology, knowledge management and performance monitoring and reporting functions. 

The position has an active role in implementing the strategic direction for the OHO through leading and 

managing the functions that support its operation. 
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Planning, attraction and retention 

As at 30 June 2014, the OHO had an establishment of 91 full time equivalent (FTE); 16 FTE commenced 

employment with the OHO prior to 1 July 2014. 

With the HQCC scheduled to cease operations on 30 June 2014, all HQCC staff were given the option of 

participating in a process to determine their suitability for appointment to equivalent roles with the OHO. 

Thirty-three HQCC staff expressed their interest in the suitability assessment process. While all 

employees were found suitable, three persons were not offered positions due to there being no direct 

role matches, and one employee declined the position offered. Subsequently, 29 HQCC staff were 

appointed to positions within the OHO from 1 July 2014. 

All remaining positions, including all senior level positions within the OHO (executive directors and 

directors) were recruited through open merit processes.  

An attraction and retention framework will be developed to ensure the OHO maintains an appropriately 

skilled workforce. 

Financial performance 

Overview 

The operating result for the OHO for the 2013–14 financial year was $1.948 million. The major activities 

undertaken during the year include: 

 bulk recruitment activities, including position assessments and psychometric testing 

 development of a corporate identity 

 creation of a new website to provide a platform for enhanced community engagement and a single 

point to gather information and make a health service complaint 

 installation of telecommunications services  

 investment in a new ICT network to provide sufficient capacity to support new technology and 

applications which increase services and reduce costs 

 development of phase one of the OHO’s complaint management system. 

The remainder of the 2013–14 funds will be used in the 2014–15 financial year to continue the 

operational establishment of the OHO including: 

 implementation of phase two and three of the case management system 

 implementation of the HP TRIM records management system 

 finalisation of the accommodation fit-out. 

The financial impact of these major activities are provided in detail in the audited financial statements 

provided with this report and on the OHO website (www.oho.qld.gov.au).  
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Financial position 

The financial position provides an indication of our underlying financial health at 30 June 2014. OHO’s 

assets at 30 June 2014 were $4.429 million and liabilities were $2.481 million, resulting in a total equity 

of $1.948 million. 

Financial performance 

The income statement shows the total income for 2013–14 as $5.218 million and expenses as $3.270 

million, finishing the year with an operating surplus of $1.948 million. 

Income  

In 2013–14, OHO derived the majority of its income from the Queensland Government through a grant. 

In future years, additional funds will come from AHPRA, and through investment in interest-bearing 

deposits.  

Expenses  

Total operating expenses for 2013–14 were $3.270 million. The largest expense category was for 

supplies and services (77 per cent), which included expenses for information technology, property rental, 

plant and equipment, and the engagement of contractors. The second largest category was employee 

expenses, which accounted for approximately 22 per cent of expenses. 

Assets 

The OHO’s total assets are valued at $4.429 million, as at 30 June 2014. Our current assets are valued 

at $3.963 million and are available to meet current liabilities, which are valued at $2.481 million.  

Liabilities  

Total liabilities for the OHO at 30 June 2014 were $ 2.481 million, and the largest single liability was 

$1.885 million for trade creditors. Remaining liabilities relate predominantly to audit fees, payroll tax and 

other creditors. 
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Financial statements 
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Glossary 

AHPRA Australian Health Practitioner Regulation Agency 

ARRs Annual report requirements (for Queensland Government 

agencies) 

BCS Business Classification Scheme 

eDRMS Electronic document management system 

HQCC Health Quality and Complaints Commission 

OHO Office of the Health Ombudsman 
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Attachment A – Compliance checklist 

Summary of requirement Basis for requirement 
Annual report 

reference 

Letter of compliance 
A letter of compliance from the accountable 

officer or statutory body to the relevant Minister 
ARRs – section 8 3 

Accessibility Table of contents 

Glossary 

ARRs – section 10.1 2 

 

38 

 Public availability ARRs – section 10.2 1 

 Interpreter service statement Queensland Government Language 

Services Policy  

ARRs – section 10.3 

1 

 Copyright notice Copyright Act 1968  

ARRs – section 10.4 

1 

 Information licensing QGEA – Information Licensing 

ARRs – section 10.5 

1 

General Information Introductory information ARRs – section 11.1 4 & 5 

 Agency role and main functions ARRs – section 11.2 5 

 Operating environment ARRs – section 11.3 5 & 6 

 Machinery of government changes ARRs – section 11.4 N/A 

Non-financial 

performance 

Government’s objectives for the community ARRs – section 12.1 5 

 Other whole-of-government plans/specific 

initiatives 

ARRs – section 12.2 N/A 

 Agency objectives and performance indicators ARRs – section 12.3 N/A 

 Agency service areas, and service standards ARRs – section 12.4 N/A 

Financial performance Summary of financial performance ARRs – section 13.1 10 & 11 

Governance – 

management and 

structure 

Organisational structure ARRs – section 14.1 8 
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 Executive management ARRs – section 14.2 8 & 9 

 Related entities ARRs – section 14.3 N/A 

 Government bodies ARRs – section 14.4 N/A 

 Public Sector Ethics Act 1994 Public Sector Ethics Act 1994 (section 23 

and Schedule) 

ARRs – section 14.5 

7 

Governance – risk 

management and 

accountability 

Risk management ARRs – section 15.1 N/A 

 External scrutiny ARRs – section 15.2 N/A 

 Audit committee ARRs – section 15.3 N/A 

 Internal audit ARRs – section 15.4 N/A 

 Public sector renewal ARRs – section 15.5 N/A 

 Information systems and recordkeeping ARRs – section 15.6 7 

Governance – human 

resources 

Workforce planning, attraction and retention, and 

performance 

ARRs – section 16.1 10 

 Early retirement, redundancy and retrenchment Directive No 11/12 Early Retirement, 

Redundancy and Retrenchment 

ARRs – section 16.2 

N/A 

Open Data Open Data ARRs – section 17 7 

Financial statements Certification of financial statements FAA - section 62 

FPMS – section 50 

ARRs – section 18.1 

35 

 Independent Auditors Report FAA - section 62 

FPMS – section 50 

ARRs – section 18.2 

36 & 37 

 Remuneration disclosures Financial Reporting Requirements for 

Queensland Government Agencies 

ARRs – section 18.3 

28 
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