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Speaker’s 
Statement of 
Responsibility 

I am satisfied that the information on strategic 
intentions provided by the Chief Ombudsman 
is in accordance with the Public Finance Act 
1989, and is consistent with the policies and 
performance expectations of the Officers 
of Parliament Committee acting on behalf 
of Parliament.

Rt Hon Trevor Mallard 
Speaker of the House of Representatives 
Minister responsible for the Office 
of the Ombudsman 
19 October 2021

Chief 
Ombudsman’s 
Statement of 
Responsibility

In signing this statement, I acknowledge that I 
am responsible for the information on strategic 
intentions for the Ombudsman. This information 
has been prepared in accordance with sections 
38 and 40 of the Public Finance Act 1989. 

Chief Ombudsman  
19 October 2021
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Introduction from the  
Chief Ombudsman 

As Aotearoa New Zealand’s Ombudsman, I give 
effect to a number of key democratic and human 
rights measures aimed at safeguarding the 
rights of individuals and promoting government 
accountability and transparency. 

I am appointed by Parliament to carry out 
activities balanced between:

• a reactive focus on resolving complaints 
from the public about government 
administrative conduct and access to official 
information, as well as disclosures about 
serious wrong-doing; and 

• a proactive focus on identifying, resolving, 
and investigating systemic issues, 
monitoring compliance and good practice, 
and providing advice, guidance, and training. 

Over this and the next four years I will maintain 
and strive to continually improve my existing 
practices in the areas of complaints handling, 
intervention in systemic issues, and provision 
of advice. I will also continue to expand 
my proactive activities in a principled and 
effective manner. 

I have expanded my role in the area of 
monitoring the treatment of people in detention, 
starting my full programme of formal inspections 
of aged care facilities. In light of the global 
COVID-19 pandemic, I have now been tasked with 
growing this role further to cover people who 
are detained, or not free to leave, for isolation or 
quarantine purposes. I am also at the halfway 
point in a four-year programme to develop 

and sustain a support network with my fellow 
integrity institutions in the Asia-Pacific region. 
I will continue to build focused oversight of 
complaints handling and systemic intervention 
for those agencies involved with supporting 
children in care, in particular Oranga Tamariki—
Ministry for Children. I intend to grow these 
expanded functions, which will require additional 
resource and adapted methodology, in a planned 
and staged way over the next four years.

The global pandemic has had an immense 
impact on the demand for my services as 
well as the functions of those I oversee. These 
unprecedented times have created new public 
sector responsibilities and are increasing the 
mandate and work of the Ombudsman. In the 
past year alone, I have seen a 24 percent increase 
in complaints received and I expect the high 
volume to continue for the foreseeable future. I 
am building upon a strong framework to re-
evaluate the new normal and remain responsive 
to rapidly changing societal issues. 
 
 

Peter Boshier 
Chief Ombudsman
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Nature and scope of functions

1 Under the Protected Disclosures Act 2000.
2 The Ombudsman is part of the Independent Monitoring Mechanism protecting and monitoring implementation in New Zealand of the United 

Nations Convention on the Rights of Persons with Disabilities.
3 The Ombudsman is a National Preventive Mechanism under the Crimes of Torture Act 1989. This Act fulfils Aotearoa New Zealand’s 

responsibilities under the United Nations Optional Protocol to the Convention Against Torture.
4 Under the Official Information Act 1982 and the Local Government Official Information and Meetings Act 1987.
5 Through investigation under the Ombudsmen Act
6 Under the Ombudsmen Act.
7 Under the Ombudsmen Act.

My role
As Chief Ombudsman, I am an Officer of 
Parliament. I am appointed by the Governor-
General on the recommendation of Parliament. I 
am responsible to Parliament and independent of 
the Government. 

My functions

My purpose
My overall purpose is to investigate, review, 
and inspect conduct and decision-making and 
provide advice and guidance to ensure people 
are treated fairly. 

Inform the public to 
enable them to take 
constructive action to 
realise their rights

Improve public 
sector capability 
to do its work and 
make decisions

Undertake formal 
consultations to 
assist public sector 
agencies to make 
specific decisions

Deal with requests for 
advice and guidance 
about alleged serious 
wrongdoing, and 
investigate  
if necessary1

Protect and monitor 
disability rights in  
Aotearoa New Zealand2

Monitor and 
inspect places of 
detention to prevent 
torture or other 
cruel, inhuman, or 
degrading treatment 
or punishment3 

Resolve, investigate, 
and review complaints 
about decisions on 
requests for access to 
official information4

Monitor general 
compliance and good 
practice by public 
sector agencies 
in managing and 
responding to official 
information requests5 

Resolve and investigate 
complaints about 
decision-making 
and conduct in the 
public sector6

Contribute to systemic 
improvement by 
identifying, resolving, 
and investigating 
concerns with public 
sector administration 
and decision-making7

Learn from, and 
assist to develop, 
international 
best practice. 
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My contribution
My role is to provide Parliament and the Aotearoa 
New Zealand public with an independent and 
impartial check on the quality, fairness, and 
integrity of administrative conduct. 

By contributing to systemic improvement 
across the board, my interventions can help to 
reduce overall downstream costs caused by 
deficient processes.

I have a wide jurisdiction across the activities 
of the public sector (and some private sector 
organisations and facilities which perform public 
functions), but finite resources with which to carry 

out my role. I must therefore carefully target my 
interventions. Most of my activities are carried 
out through persuasion and reporting, rather 
than compulsion. To do this effectively, I need to 
be relevant, fair, and accessible. I need to provide 
well-reasoned and independent opinions based 
on clear evidence, and my interventions need to 
be proportionate, taking into account the impact 
on the agency and the costs and benefits of any 
proposed remedies.

What is the extent 
of my oversight?

I have oversight of approximately 4,000 
agencies in the public sector, including:

• government departments 
and ministries;

• local authorities;

• crown entities;

• state-owned enterprises;

• district health boards;

• tertiary education institutions;

• school boards of trustees; and

• Ministers of the Crown and the Police 
(in relation to decisions on requests 
for official information).

I also have the designation to monitor and 
inspect private sector facilities funded 
by and/or accountable to the public 
sector in the detention of aged care 
recipients and those in managed isolation 
and quarantine. 
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Strategic direction

My strategic direction is guided by the functions 
assigned to me by Parliament. I oversee a range 
of key democratic and human rights measures 
aimed at safeguarding the rights of individuals 
and increasing transparency and accountability. 

My overall goal is that people are treated fairly. 
The high-level outcomes aimed at achieving this 
goal are that:

1
There is a 
high level of 
public trust in 
government

2
People’s rights 
are protected 
and restored

3 
Parliament is 
assured robust, 
independent 
oversight is 
taking place

4 
Aotearoa 
New Zealand 
contributes  
to regional 
stability and 
supports integrity 
institutions
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Te Tiriti o Waitangi / The 
Treaty of Waitangi

Te Tiriti o Waitangi / The Treaty of Waitangi8 

(Te Tiriti) is relevant in two significant 
ways to my work.

First, I acknowledge Te Tiriti and will ensure 
my own processes and decision-making are 
consistent with its principles.9 In practical 
terms, this means I:

• aim to not make decisions that are 
inconsistent with Te Tiriti and its principles; 

• engage with Māori to understand their views 
when determining matters that affect their 
rights and interests; and 

• incorporate tikanga in all aspects of my work.

Secondly, and significantly, Te Tiriti, its principles, 
and tikanga are a source of obligations in a variety 
of ways for public sector bodies and must be 
factored into the Ombudsman’s review of those 
bodies. In this way, the Ombudsman can help to 
ensure the Crown’s obligations under Te Tiriti and 
its principles are being upheld and applied. 

I have several initiatives in place to help staff 
develop their capability in these areas, in 
particular so that they are appropriately skilled 
and confident in te ao Māori, tikanga, and Te Tiriti. 
These include but are not limited to:  

• development and implementation of a 
Māori engagement strategy by my new 
team, Rōpū Māori Hononga Hapori (Māori 
and Community Engagement team);

• Pūhara Mana Tangata, my key advisors on 
engaging with Māori; 

• development of an internal te ao 
Māori strategy including a staff cultural 
competency programme covering tikanga 
protocols, te reo, and te ao Māori; and 

• a staff reference group specifically focused 
on considering Te Tiriti issues.

8 I acknowledge there are two texts with different meanings. 
9 My status as an Officer of Parliament means I am not a ‘Crown’ treaty partner, but the Courts are increasingly expecting any entities that 

perform public functions to act in line with Te Tiriti, reflecting its constitutional importance. My role and institutional independence from the 
Crown means that there may be particular contexts where the Crown’s Treaty obligations do not apply in the same terms to my work.

I am fully committed to identifying further work 
to embed Te Tiriti in my work.

Well-run office 
A well-run office will help ensure I deliver 
effective services, so that Parliament is satisfied 
with my work, stakeholders consider that I am 
effective and efficient, and I meet all relevant 
legal requirements.  

My ability to deliver my outputs is centred on 
the capability and support of my staff. The key 
capabilities I have in place, along with information 
about my staff, leadership systems, technology, 
and corporate functions are provided below.

Timely delivery of 
quality services
I am committed to promoting an organisational 
culture that values quality, is committed to 
continuous improvement, and uses operational 
resources effectively and efficiently. I have various 
measures, across all my functions, to support 
and maintain a high quality standard. Producing 
quality work contributes to: 

• fulfilment of Parliament’s expectations; 

• maintaining the value of the 
Ombudsman role; 

• agency and public satisfaction with the 
services provided; and 

• increased staff satisfaction.

Outcomes framework
The outcomes framework on the next page 
demonstrates the linkages between the services I 
deliver through my outputs, and the impacts and 
outcomes I am seeking to achieve as Aotearoa 
New Zealand’s Chief Ombudsman.
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TE TIRITI O WAITANGI ACKNOWLEDGED IN OUR WORK
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High public trust  
in government 

People’s rights  
are protected 

Robust, independent 
oversight 

New Zealand  
contributes to regional 
stability and integrity 

institutions

People participate in 
government decision 

making 

Government is 
responsive, e�cient, 

e�ective and accountable

Government  
actions are open, fair  

and reasonable 

Inform the public to take 
constructive action to 

realise their rights

Improve public sector 
capability

Consultation to help 
the public sector make 

decisions

Enable serious 
wrongdoing to be 

disclosed and  
whistleblowers protected

Remove barriers to 
people with disabilities 

participating equally  
in society 

Improve the conditions 
and treatment of people 

in detention

Ensure o�cial 
information is 

increasingly available and 
not unlawfully refused 

Ensure good
decision-making 

and processes
 

Learn from, and  
assist to develop,  
international best 

practice

People in positions of power 
act with integrity 

People are treated humanely, 
with dignity, by those in 

authority 

New Zealand is a leader  
in anti-corruption and 

integrity

P E O P L E 
A R E 

T R E AT E D 
FA I R LY

See Appendix 1 for text alternative version of this diagram.
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Operating intentions

The following section discusses the impact I am seeking to have, and the outputs I will deliver to 
achieve this. 

Figure 1: What can my interventions influence?
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The impact of my work

IMPACT 1

In a modern democracy, the public must be able 
to participate in government decision-making. 
This is achieved in various ways, including through 
ensuring greater openness, fairness, and transparency 
of government information and decision-making. 
Parliament has tasked me with investigating the conduct 
of public sector agencies and their decisions. My reactive 
and proactive interventions in this area can help ensure 
information is made available to the public and that the 
processes involved and any decision-making is fair.

Public participation in government decision-making 
contributes to higher trust in government and protection 
of people’s rights.

IMPACT 2

I provide independent oversight of government through 
my powers to investigate, review, and inspect. The 
Ombudsman’s independent oversight assists agencies 
to identify and correct deficiencies and promote greater 
accountability for the decisions that are made. Improving 
administration and decision-making will result in better 
outcomes for the public.

When the government is responsive, efficient, effective, 
and accountable it gives effect to a robust and 
independent oversight, ensuring people’s rights are 
protected, and overall high public trust.

IMPACT 3

A fair, reasonable, and open government is fundamental 
to our society. Well-designed systems, processes, and 
legislation provide a solid foundation. Parliament has 
charged me with providing proactive advice, guidance, 
and training to help lift public sector performance. The 
targeted interventions I undertake can assist to improve 
government actions from the outset.

Public trust in government, the protection of individuals’ 
rights, independent oversight, and contribution 
to regional stability are all impacted by whether 
government actions are open, fair, and reasonable.

Government actions, 
systems, processes, and 
legislation are open, fair, and 
reasonable

People are able to 
participate in government 
decision-making

Government is responsive, 
efficient, effective, and 
accountable
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IMPACT 4

People in positions of power have a responsibility to act 
with integrity. Dishonesty and corruption have no place 
in Aotearoa New Zealand. They undermine public trust 
and are contrary to the ethos of treating people fairly. 
I have the legislated function to promote and protect 
whistleblowing. Having mechanisms like these to expose 
and investigate serious wrongdoing is essential. 

Similar to the previous impact, all of my identified 
outcomes are affected by people in positions of power 
acting with integrity.

IMPACT 5

Everyone has a right to be treated humanely, and 
with dignity and respect. Aotearoa New Zealand 
has recognised this by signing and ratifying various 
international human rights conventions. As such we, 
as a country, have a responsibility to ensure our words 
match our deeds by monitoring how people are treated. 
I have been designated a key role under United Nations 
conventions to monitor the rights of disabled people 
and the treatment of those in certain places of detention.

Those in authority must treat people with dignity 
and respect in order to ensure that people’s rights 
are protected, and for there to be high public trust 
in government.

IMPACT 6

Aotearoa New Zealand has an opportunity to promote 
good government on the world stage. Our country’s 
influence and responsibility is particularly acute in the 
Asia-Pacific region. We are also sought out worldwide as 
a leader in anti-corruption and integrity. Ombudsmen 
around the world have a key role in acting as integrity 
institutions. I work with my Ombudsmen colleagues to 
develop, share, and learn from best practice in this area.

Aotearoa New Zealand being a leader in promoting 
integrity and anti-corruption has a direct impact on our 
country’s contribution to regional stability and integrity 
institutions, and high trust in the government.

People in positions of 
power act with integrity

People are treated humanely, 
with dignity and respect, by 
those in authority

Aotearoa New Zealand is a 
leader in promoting anti-
corruption and integrity
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Impact measures 

To demonstrate the impact of my work, I will use the Kiwis Count survey to track perceived improvement 
in public services in Aotearoa New Zealand.10 This is ‘a nationwide survey asking New Zealanders about their 
experiences using public services, how they have been treated when using those services, and how they rate the 
quality of the services they have used’. While this is a relatively high-level measure, my role encompasses 
oversight of around 4,000 public sector agencies. 

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

Increasing 
public trust in 
public sector 
brand based on 
personal service 
experience  (new 
measure)

- - - -

Annual 
average 
is higher 

than 
previous 

year

Annual 
average 
is higher 

than 
previous 

year

Annual 
average 
is higher 

than 
previous 

year

Annual 
average 
is higher 

than 
previous 

year

Annual 
average 
is higher 

than 
previous 

year

I will also use the Transparency International Corruption Perceptions Index,11 which measures public service 
probity,12 to track perceptions of public trust in government in Aotearoa New Zealand. The Index ranks 180 
countries and territories by their perceived levels of corruption in the public and political sectors.

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

NZ ranked as one 
of the leading 
countries in 
public service 
probity 

NZ 
ranked 
second

NZ 
ranked 

first 
equal

NZ in 
top 3 on 
average 

over next 
5 years

NZ 
ranked 

first 
equal

NZ in 
top 3 on 
average 

over next 
5 years 

 NZ in 
top 3 on 
average 

over next 
5 years

NZ in 
top 3 on 
average 

over next 
5 years

NZ in 
top 3 on 
average 

over next 
5 years

NZ in 
top 3 on 
average 

over next 
5 years

10 Independently administered by Te Kawa Mataaho Public Services Commission. Refer to https://www.publicservice.govt.nz/our-work/
kiwis-count-survey/.

11 See https://www.transparency.org/en/cpi.
12 The quality of having strong moral principles; honesty and decency.

https://www.publicservice.govt.nz/our-work/kiwis-count-survey/
https://www.publicservice.govt.nz/our-work/kiwis-count-survey/
https://www.transparency.org/en/cpi
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The public must be informed in order to 
participate in government decision-making or 
take action when they believe they have not 
been treated fairly, or with dignity and respect. 

I work to ensure that the public understand their 
rights and options, have reasonable expectations 
about what the public sector should provide, 
and have a reasonable understanding and 
expectation of what the Ombudsman can do. 
This includes identifying key messages and 
communication channels, and providing useful 
information, resources, and events, as well as 
providing effective and timely responses to media 
and discussion in public forums.

I undertake a range of public awareness-
related activities so people can easily access 
information and resources. I make speeches 
and presentations, publish information and 
resources, and maintain a website and social 
media presence. 

I will track the levels of awareness by the public 
of their rights and my work, and identify gaps 
in knowledge and hard to reach audiences so 
that I can appropriately target information and 
outreach efforts. 

In 2021/22 and out-years I will continue to 
build and implement a more comprehensive 
communications, outreach and engagement 
strategy, including targeted outreach for tamariki, 
rangatahi, Māori, Pacific Peoples, and Asian 
communities.  

I will continue to work closely with Pūhara Mana 
Tangata, an advisory panel made up of senior and 
rangatahi leaders from throughout te ao Māori, 
to support and guide me to apply Te Tiriti in my 
work and in my engagement with Māori.

Due to the rapid changes in the media 
landscape I will be working toward a more 
proactive approach toward publishing material 
and increasing visibility on issues within my 
mandate. I am developing new and strengthened 
responsibilities by increasing my capacity and 
capability in digital communications and social 
media. There is an increasing need to reach wider 
audiences than ever before. 

The fast pace of modern media requires me 
to develop new and different ways to engage 
new, younger, and digitally-savvy generations. 
Social media is key for informing and engaging 
with people and building the Ombudsman’s 
reputation through new and existing channels. 

OUTPUT 1

Inform the public to enable 
them to take constructive action 
to realise their rights
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Output 1 –  Demand-driven measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of new or 
updated external 
resources and 
presentations for 
the public13 

52 106 60 125 80 90 100 100 100

# of media 
mentions of the 
Ombudsman 

1,172 1,267 1,150 1,118 1,10014 1,100 1,100 1,100 1,100

# of unique 
visitors to 
Ombudsman 
website 

89,162 108,947 85,000 152,817 165,000 195,000 230,000 270,000 315,000

Output 1 – Proactive measures

13 Including speeches, presentations, interviews, media statements and request for comment, resources, and training sessions provided via the 
website or to public forums, media, opposition research units, and community organisations. 

14 Individual media mentions are anticipated to level out due to the reduced number of media outlets.
15 Based on a survey of randomly selected complainants. Selection does not include complainants where the discretion not to investigate a 

complaint was exercised.

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

% of members of 
the public who 
have heard of the 
Ombudsman

76 77 70 69 70 70 70 70 70

% of 
complainants 
who found 
Ombudsman 
website useful15

90 82 80 95 80 80 80 80 80



SI (2021-26) 
A.3

15Ombudsman 
Kaitiaki Mana Tangata

Improved capability in the public sector enables 
the government to be responsive and effective 
as well as assisting to maintain Aotearoa 
New Zealand’s leading role in the promotion 
of integrity and anti-corruption. Providing 
support to lift public sector capability will 
assist to improve: 

• administration, decision-making, and 
complaint-handling capability; and

• compliance with official information 
legislation, whistleblowing legislation, and 
international conventions, including those 
concerning the rights of disabled people 
and people in detention. 

The Cabinet Manual 201716 sets out many of the 
ways the Ombudsman can provide assistance to 
Ministers and departments, which I also apply 
to local authorities and all other agencies or 
organisations under my jurisdiction. Beyond 
the necessary requirements for consultation 
on the areas of interest of the Ombudsman, I 
also provide comment on a wide range of draft 
legislation, Cabinet papers, or internal policy 
and procedures.

16 https://dpmc.govt.nz/sites/default/files/2017-06/cabinet-manual-2017.pdf 

I intend to facilitate improved public sector 
capability by providing sound advice and 
comment, effective training, and relevant 
resources for public sector agencies. I will 
continue to promote good administrative 
practice, effective complaint-handling and good 
decision-making, as well as consistency with the 
principles of open and transparent government. 

I intend to have a fresh targeted focus on 
updating my training programme for public 
sector agencies to provide a balanced model 
of both proactive and reactive training using 
new technologies and methodology to 
maximise reach. 

I will continue to update and grow the resources 
available to public sector agencies. I will develop 
further guidance material, promote the proactive 
disclosure of official information, and publish 
resources to assist agencies in implementing 
good decision-making and official information 
handling practices.

OUTPUT 2

Improve public sector capability 
to do its work and make decisions

https://dpmc.govt.nz/sites/default/files/2017-06/cabinet-manual-2017.pdf
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I will monitor and review relevant developments 
in the public sector, and identify relevant skill and 
knowledge gaps to best target my efforts. I will 
also participate in initiatives to build capability 
and improve practice.

17 Including on legislation, policies, procedures, administrative processes, and decision-making. 
18 All references to public sector agencies include Ministers’ offices.
19 Increasing availability of guidance material correlates with a decreasing number of requests for advice.
20 The number of training sessions will likely reduce as my training programme is updated to include self-directed learning.

Output 2 – Demand-driven measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of requests 
for advice or 
comment17 from 
public sector 
agencies18 
responded to

440 385 400 374 35019 350 350 350 350

# of external 
speeches, 
presentations 
and training 
sessions 
provided to 
public sector 
agencies 

52 37 30 44 2020 20 30 30 30
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Output 2 – Proactive measures

MEASURE

2018/19 

Actual

2019/20

Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

% of public 
sector agency 
participants in 
Ombudsman 
external training 
sessions who 
report the 
information 
provided in the 
session will assist 
them in their 
work 

87 97 95 100 95 95 95 95 95

# of guidance 
materials for 
public sector 
agencies 
produced or 
updated 

23 252 30 79 30 30 30 30 30

% of public 
sector agencies 
which report 
Ombudsman 
information 
resources assist 
them in their 
work21

81 86 80 88 80 80 80 80 80

% of public 
sector agencies 
satisfied with our 
communication 
overall22

88 83 75 85 75 75 75 75 75

21 Based on a survey of public sector agencies who were the subject of an investigation in the reporting year. 
22 As above. 
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Providing sound and timely input to public sector 
agencies as part of a formal consultation process 
provides the public and stakeholders with 
confidence that agencies are receiving a relevant, 
independent perspective when they are making 
decisions, improving practices, and reporting. I 
intend to do this by:

• meeting both legislated and agreed 
requirements for the Ombudsman’s formal 
input in decision-making; and

• participating effectively in advisory and 
working groups. 

I will ensure agencies and Parliament are 
aware that I can provide formal input where 
relevant and that appropriate frameworks are 
developed for me to provide this input while 
remaining independent.

23 Under section 241 of the Land Transport Act 1998.
24 Under section 317 of the Customs and Excise Act 2018.

I will continue to provide comment to the 
Ministry of Transport on applications for 
authorised access to personal information on the 
motor vehicle register,23 and to the Cabinet Office 
on the annual release of information from the 
Ministerial conflicts of interest register. I will also 
provide comment to the New Zealand Customs 
Service on information disclosure agreements 
with private sector organisations.24 

The 53rd Parliament instituted a Petitions 
Committee to consider all petitions received 
by Parliament. A new standing order 378(2), 
gave the Petitions Committee discretion to 
‘request assistance from the Ombudsmen for 
the consideration of a petition (whether the 
petition is before the Petitions Committee or 
another select committee)’. I will continue to 
engage with the Committee to establish a 
protocol and encourage consultation on these 
petitions with a focus on achieving the most 
appropriate outcome. 

OUTPUT 3

Formal consultation to assist 
public sector agencies to make 
specific decisions



SI (2021-26) 
A.3

19Ombudsman 
Kaitiaki Mana Tangata

Output 3 – Proactive measures

25 The majority of these are consultations under section 241 of the Land Transport Act. The number of consults have ranged between 7 and 129 
with no identifiable pattern since 2010.

26 Waka Kotahi has advised that based on expiry dates, approximately 250 s241 authorisation applications are expected in 2022/23. The approach 
for the renewal process is yet to be determined. I may adjust this target following that decision.

27 Counted as 90 calendar days. 

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of formal 
consultations 
completed 

15 16 10–10025 19 10–100 10–10026 10–100 10-100 10-100

% of formal 
consultations 
completed 
within 3 
months27 from 
date of receipt 

100 100 100 100 100 100 100 100 100
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Ensuring that serious wrongdoing28 is brought 
to light and investigated by appropriate 
authorities will lead to greater transparency 
and accountability and ultimately higher trust 
in government. Mechanisms to expose and 
investigate serious wrongdoing will only be 
effective when whistleblowers are protected and 
people have the confidence to come forward. 

Insiders will often be the only ones with 
knowledge of serious wrongdoing in their 
workplace. If they are unaware of the protections 
available to them, or do not feel confident raising 
their concerns through the appropriate channels, 
these incidents could go undetected. 

The protected disclosures legislation aims to 
encourage people to report serious wrongdoing 
in their workplace (in the public or private sector) 
by providing protection against retaliation for 
employees29 who want to blow the whistle, as 
well as mechanisms for the serious wrongdoing 

28 Serious wrongdoing includes an act, omission, or course of conduct that: 
• constitutes a serious risk to public health, public safety, or the environment;
• constitutes an offence or serious risk to the maintenance of the law;
• actions that would pose a serious risk to public health and safety or to the maintenance of the law; and
• in the public sector context is an unlawful, corrupt, or irregular use of funds or resources, or oppressive, improperly discriminatory, gross 

negligence or gross mismanagement by public officials. 
29 ‘Employee’ includes former employees, secondees, contractors and volunteers (see section 3 of the Protected Disclosures Act 2000 for a full 

definition of ‘employee’).

to be investigated. I will continue to raise public 
awareness about whistleblowing and my role 
in providing advice and guidance. I will advise 
and guide the public sector to help ensure 
that their whistleblowing procedures provide 
comprehensive protection for whistleblowers 
and otherwise comply with the legislation. I will 
also monitor current practice by public sector 
agencies in relation to whistleblowing. 

I will also continue to receive and investigate 
disclosures of serious wrongdoing, or refer 
them to other authorities as appropriate. Any 
issues brought to my attention which do not 
meet the threshold of serious wrongdoing 
may be considered under my general powers 
to investigate public sector administration and 
decision-making. 

There is a new Protected Disclosures Bill under 
consideration. I have been actively engaging 
in the process to impart learning from my 

OUTPUT 4

Enable serious wrongdoing to be 
disclosed and investigated and 
whistleblowers protected

http://legislation.govt.nz/act/public/2000/0007/latest/DLM53471.html?search=ts_act%40bill%40regulation%40deemedreg_protected+disclosure+act_resel_25_a&p=1
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experience and expertise. The proposed changes 
are likely to expand my mandated requirements 
regarding whistleblowing.

The growing awareness and interest in 
whistleblowing has resulted in a significant 
and increasing upward trend in the number of 
requests I am receiving for advice and guidance. 

30 Counted as 90 calendar days. 

I will continue to further develop my internal 
systems and processes in this area. I will also need 
to consider ongoing resourcing requirements, 
particularly in light of the fact that neither I 
nor my former colleagues have never received 
dedicated funding for work in this area. 

Output 4 – Demand-driven measure

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of requests 
and enquiries 
completed 

90 74 65 117 80 85 90 95 95

Output 4 – Proactive measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

% of requests 
and enquiries 
completed 
within 3 
months30 from 
date of receipt

96 100 85 98 85 85 85 85 85

% of completed 
requests and 
enquiries 
meeting internal 
quality standards, 
following 
random quality 
assurance check 

- 85 85 92 85 85 85 85 85

# of guidance 
materials and 
resources 
produced or 
updated that 
assist serious 
wrongdoing to 
be disclosed and 
investigated 

2 2 2 2 2 2 2 2 2
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The United Nations Convention on the Rights of 
Persons with Disabilities (the Disability Convention) 
exists to promote, protect, and ensure the full 
and equal enjoyment of all human rights and 
fundamental freedoms by disabled people. 
Disabled people face barriers to participating 
equally in society. These barriers can be physical, 
attitudinal, technological, systemic, economic, 
or information and communication. We can 
make disability rights real by breaking down 
these barriers. 

The Ombudsman, the Human Rights Commission, 
and the Disabled Peoples’ Organisations Coalition 
are Aotearoa New Zealand’s Independent 
Monitoring Mechanism (IMM). The role of the 
IMM is to protect and monitor implementation 
of the rights in the Disability Convention, raise 
awareness of disability rights, and contribute to 
effective change. I work with my IMM partners to: 

• monitor and analyse information and 
evidence about the realisation of disability 
rights in Aotearoa New Zealand; 

• publish reports and other information which 
identify and promote good practice and 
make recommendations for improvement;

• track and follow up on the implementation 
of our recommendations; 

• provide training, advice, and guidance on 
disability rights;

• make submissions on legislation, policy, and 
practices that affect disabled people; and

• formally report to Parliament and the 
United Nations.

In doing so, the IMM raises awareness of disability 
rights and contributes to effective change.

I also exercise my general powers to resolve 
complaints and investigate concerns about 
administrative conduct by public sector agencies, 
when disability rights issues are raised. 

I will ensure that disability rights are at the heart 
of my work and culture, as well as network 
and collaborate with disabled people and 
other stakeholders.

OUTPUT 5

Break down the barriers that 
prevent disabled people from 
participating equally in society
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I will be implementing a comprehensive 
three-year accessibility strategy to break down 
barriers and ensure disabled people have equal 
opportunities to engage with the work that I do. 
I have established a Disability Advisory Panel to 
ensure I have access to high-quality expert advice 
from those with lived experience of disability. 

31 Including Disabled Peoples’ Organisations, Human Rights Commission, Office for Disability Issues, and Health and Disability Commissioner. 

Increasingly my focus will be on proactive 
opportunities for investigation to ensure public 
sector agencies are meeting their obligations 
under the Disability Convention.

Output 5 – Proactive measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of reports, 
submissions, 
guides and 
resources 
produced or 
updated that 
assist to break 
down the 
barriers that 
prevent disabled 
people from 
participating 
equally in society 

7 8 3 13 5 5 5 5 5

% of external 
stakeholders31 
satisfied that the 
Ombudsman 
provides 
an effective 
contribution to 
IMM activities

100 100 80 100 80 80 80 80 80
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Monitoring the treatment and conditions of 
people in places of detention helps to ensure 
that people who are deprived of their liberty, 
and cannot leave at will, are treated humanely, 
and their rights are respected and protected. 
This work is preventive, aiming to ensure that 
safeguards against ill treatment are in place and 
that risks, poor practices, or systemic problems, 
are identified and addressed promptly. It also 
helps to ensure Aotearoa New Zealand adheres to 
international human rights standards, to which all 
people are entitled. 

Central to my monitoring function is conducting 
visits and inspections in places of detention. 
These visits and inspections are required under 
the United Nations Optional Protocol to the 
Convention against Torture and Other Cruel, 
Inhuman or Degrading Treatment or Punishment 
(OPCAT). The Crimes of Torture Act 1989 gives 
effect to OPCAT in Aotearoa New Zealand. 

32 Te reo name gifted after extensive consultation with Māori communities and iwi.
33 Refer to section 114.
34 The designation in respect of court facilities is jointly shared with the Independent Police Conduct Authority.

I have been designated as a National Preventive 
Mechanism under OPCAT to monitor:

• prisons (or those otherwise in the custody 
of Ara Poutama Aotearoa32 (Department of 
Corrections));

• health and disability places of detention, 
including mental health, intellectual 
disability, privately run aged care, and 
managed isolation and quarantine facilities;

• places of detention approved or agreed 
under the Immigration Act 2009;

• residences established under the 
Public Safety (public Protection Order) 
Act 2014; 33 and

• court facilities.34 

OUTPUT 6

Improve the conditions and 
treatment of people in detention
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My role has a preventive purpose and is to: 

• carry out regular and unfettered monitoring, 
including visits and inspections of places 
of detention;35

• gather and analyse information and 
evidence from records, site observations, 
staff, detainees, visitors, and others to assess 
conditions in places of detention;

• comment on law, policy, and procedure 
where that would assist to improve 
conditions and treatment; 

• make recommendations to prevent 
torture or ill treatment, and to improve 
the conditions of detention and treatment 
of detainees, including identifying and 
promoting good practice according to 
international standards; and

• track and follow up on the implementation 
of my recommendations.  

In June 2018, my designation was updated to 
explicitly include monitoring the treatment of 
persons detained within privately run aged care 
facilities, as well as court facilities and all places 
where people are otherwise in the custody of Ara 
Poutama Aotearoa.36 This represents a significant 
increase in the number of detention facilities 
under my designation.37 Parliament granted 
a progressive increase in my funding over the 
three years from 2019/20, so that I can set up and 
implement a programme for regular inspections 
of these facilities. The focus of the following three 
years was on building the capacity and capability 
of my staff in these areas, as well as outreach with 
the communities affected and orientation visits to 
the relevant facilities.38 It is my intention to initiate 
inspections from July 2021, as planned.

35 Visiting each detention facility under my designation at least once every four years.  
36 Such as prisoner transport vehicles. See https://gazette.govt.nz/notice/id/2018-go2603. 
37 From approximately 110 facilities in 2017 to approximately 420 facilities in 2021 (also including managed isolation and quarantine facilities). 
38 As well as some COVID-19 focused inspections. 

In 2020, my responsibilities unexpectedly 
expanded further, as the newly set up managed 
isolation and quarantine facilities fell within my 
designation to monitor health and disability 
places of detention. Due to the flow on effects 
of the global pandemic, Parliament has provided 
funding to support my inspection of these 
facilities for the 2021/22 year only. I will need to 
revisit the situation for the 2022/23 and out years 
as the ongoing need becomes clear.  

I publish reports on inspections where I consider 
that would assist to further the preventive focus 
of my interventions. I am also reviewing and 
refreshing my overall inspection practice and 
procedures, and I will be publishing information 
on my expectations for the treatment and 
conditions of people in detention.  

https://gazette.govt.nz/notice/id/2018-go2603
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Output 6 – Proactive measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of inspections 
and visits to places 
of detention 

40 84 60 73 7039 80 90 100 100

% of unannounced 
inspections and 
visits 

90 52 60 32 4040 40 40 40 40

% of reports 
sent to places 
of detention 
within 4 months41 
of inspection 
(amended 
measure)

- - - - 95 95 95 95 95

% of reports peer 
reviewed against 
internal quality 
standards 

100 100 100 100 7042 60 50 50 50

% of formal 
recommendations 
accepted

92 72 80 75 80 80 80 80 80

39 I expect to progressively increase the number of visits and inspections as a result of the new designation to inspect privately run aged care 
facilities and court facilities, and the current need for me to inspect managed isolation and quarantine facilities.

40 The internationally accepted standard is that at least a third of visits and inspections should be unannounced. Increasing the proportion of 
unannounced visits above one-third allows us to gain a good perspective of day-to-day practice within the facilities visited. This is in line with 
the preventative purpose of OPCAT.

41 Counted as 120 calendar days. Draft reports.
42 As the levels of competency and knowledge within inspection teams matures 100% peer review of reports is no longer required, but will 

continue to be undertaken at routine intervals to continue monitoring quality of output. This is expected to reduce over time in line with a 
best practice quality assurance approach.
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OUTPUT 7

Ensure official information is 
increasingly available and not 
unlawfully refused

The Official Information Act 1982 (OIA) and the 
Local Government Official Information and 
Meetings Act 1987 (LGOIMA) give the public 
the ability to request official information held 
by Ministers of the Crown and public sector 
agencies. Making official information increasingly 
available, and assuring the public that access is 
not delayed or denied unnecessarily, will lead 
to greater transparency and accountability 
within the public sector, and facilitate public 
participation in the making and administration of 
laws and policies. 

Under both Acts, I have the role to independently 
investigate and review complaints about 
decisions made by public sector agencies on 
official information requests. I have also been 
tasked by Parliament with monitoring agencies’ 
official information practices, resources, and 
systems using my general investigation powers 
under the Ombudsmen Act. In undertaking these 
roles, I help ensure that requests are being dealt 
with appropriately. This will both enhance public 
trust and confidence in government and increase 
the availability of official information. I will: 

• provide resolution-oriented and impartial 
complaint handling;

• undertake interventions and investigations 
to identify where official information 
practices, resources, and systems 
are vulnerable; 

• broker resolutions, form opinions, and make 
recommendations; 

• provide advice to agencies and support 
them to resolve complaints; and

• report on and monitor the implementation 
of my recommendations. 

I intend to continue refining and improving my 
complaint handling to make it as effective, timely, 
and accessible as possible. My vision has been 
that at least 70 percent of complaints would 
be completed within three months of receipt, 
and all complaints would be completed within 
12 months of receipt. The 70 percent target 
has been achieved year-on-year since it was 
introduced in 2016/17. 

Subject to an anticipated surge of complaints 
arising from the government’s response to the 
pandemic, ongoing improvements to processes 
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and systems should enable my staff to cope with 
expected intake levels. While overall completion 
rates will remain high, I have decided to keep 
my target for complaints completed within 12 
months of receipt at 95 percent for the next two 
reporting years, for the reasons explained in 
relation to Output 8 below.43 

I will also continue to publish statistical 
complaints data concerning both central and 
local government, and report on the outcome 
of key complaints and investigations to assist in 
improving official information practice across the 
public sector. 

My ongoing programme of proactive 
investigations reviews public sector agencies’ 
official information practices, looking at key 
areas that have a significant impact on legal 
compliance and practice. I will continue to 
publish reports on these investigations. I also 
intend to complete a further report at the 
conclusion of my investigations revisiting former 
Chief Ombudsman Dame Beverley Wakem’s 
seminal report Not a Game of Hide and Seek. 
The overarching report on key themes will be in 
addition to the individual reports I will provide 
to the 12 agencies that are the focus of the 
investigations.

Measures for Outputs 7 and 8 are provided 
together in the tables below. 

43 These targets also apply to my complaint handling under Output 8 below. 

https://www.ombudsman.parliament.nz/resources/oia-report-not-game-hide-and-seek
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Under the Ombudsmen Act 1975, I can 
investigate the administrative conduct of public 
sector agencies that affects people. I may decide 
to investigate after receiving a complaint or 
do so on my own initiative. My independent 
oversight can assist public sector agencies to 
identify and correct administrative deficiencies, 
including when signification or systemic issues 
are identified. In doing so, I provide one means of 
improving administration and decision-making 
over time. I will: 

• provide resolution oriented and impartial 
complaint handling;

• undertake interventions and investigations 
to identify where administrative practices, 
resources, and systems are vulnerable; 

• broker resolutions, form opinions, and make 
recommendations; 

• provide advice to agencies and support 
them to resolve complaints; and

• report on and monitor the implementation 
of my recommendations. 

Parliament has provided additional funding to 
support my complaints handling functions for 
the next three years. Due to flow on effects from 
the global pandemic and ‘significant event’ trend 
analysis, I expect to continue to see higher than 
usual complaints about public sector conduct 
and decision-making. In the 2020/21 year, I 
received 24 percent more complaints than in the 
previous year. This is a very significant increase 
and is largely attributable to issues arising 
from the government’s response to the global 
pandemic. The increase is therefore likely to be 
ongoing for some time.   

I will continue to aim to reach a resolution or 
conclusion on complaints at the earliest possible 
opportunity. To assist to this response to rapidly 
changing public demand and enquiry, I intend 
to invest in building internal knowledge and 
expertise that is transferable across all areas within 
the Ombudsman’s jurisdiction. 

I will publish and report on the outcomes of 
key complaints and investigations to increase 
resources available to assist in improving 
administrative practice across the public sector.

OUTPUT 8

Ensure good decision-making  
and processes
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I have general oversight across the actions of 
around 4,000 public sector agencies, which 
I carefully target and prioritise to ensure I am 
making the best use of the limited resource I have 
available for self-initiated interventions in this area. 
I am also tasked with having a specific focus on 
the actions of Ara Poutama Aotearoa in respect of 
serious incidents and deaths in custody. 

Beginning in 2021/22, I will be consolidating 
my comprehensive framework for systemic 
monitoring, oversight, and resolution. This will 
allow for targeted proactive intervention to areas 
of public sector operation where there is the 
greatest beneficial change. By way of example, 
I have begun a major investigation into the way 
in which Ara Poutama Aotearoa works with 

44 Other contacts are primarily phone enquiries, seeking assistance ahead of making a complaint. 

oversight agencies to effect meaningful and 
sustainable improvement to the conditions of 
those within the prison system.

I will continue to build a focused oversight of 
complaints handling and systemic intervention 
for those agencies involved with supporting 
children in care, in particular Oranga Tamariki—
Ministry for Children. I have received significant 
initial funding over three years from 2020/21 to 
set up my work programme in this area. I will 
continue implementation of the programme of 
work in this area, setting up the resource, tools, 
and methodology that I will need to be accessible 
to tamariki and their whānau, with a focus on te 
ao Māori. New legislation is under way that will 
expand my role in this area.    

Outputs 7 & 8 – Demand-driven measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of official 
information 
complaints 
completed

2,198 1,724 1,600 1,507 1,600 1,600 1,600 1,600 1,600

# of official 
information 
other contacts44 
completed 

404 440 350 437 350 350 350 350 350

# of Ombudsmen 
Act 1975 (OA) 
complaints 
completed

2,355 2,665 2,100 3,547 3,200 3,000 2,800 2,500 2,500

# of OA other 
contacts 
completed 

5,112 5,513 4,800 5,840 5,000 5,000 5,000 5,000 5,000
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Outputs 7 & 8 – Proactive measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

% complaints and 
other contacts 
considered

100 100 100 100 100 100 100 100 100

% net clearance 
rate45 of 
complaints

97 96 100 9146 10047 100 100 100 100

% net clearance 
rate of other 
contacts

100 100 100 100 100 100 100 100 100

% of complaints 
completed within 
3 months48 of 
receipt 

72 70 70 72 70 70 70 70 70

% of complaints 
completed within 
6 months49 of 
receipt 

88 85 80 82 80 80 85 85 85

% of complaints 
completed within 
12 months50 of 
receipt 

97 95 95 93 95 95 100 100 100

% of other 
contacts 
completed within 
1 month51 from 
date of receipt 

99 99 99 99 99 99 99 99 99

% of complaints 
resolved prior to 
formal opinion52 

46 43 40 42 40 40 40 40 40

% of complainants 
satisfied with our 
service

41 55 60 42 50 50 50 50 50

% of completed 
complaints and 
other contacts 
meeting internal 
quality standards, 
following random 
quality assurance 
check53

80 82 90 85 85 85 85 85 85

# of official 
information 
practice 
investigations 
completed

9 3 8 8 8 8 8 8 8

45 Net clearance rate means the total number of complaints closed in the reporting year as a proportion of the total number of complaints 
received during the year. 

46 The target for net clearance rate was set on the basis that expected intake levels would be around 3,700 new complaints for the 2020/21 year. 
However, intake levels for the year were 5,580.

47 This target is set on the basis that expected intake levels will be around 4,800 new complaints for the 2021/22 year. 
48 Counted as 90 calendar days. 
49 Counted as 180 calendar days. 
50 Counted as 365 calendar days. 
51 Counted as 30 calendar days. 
52 Measure does not include complaints where the discretion not to investigate a complaint was exercised.
53 I also have other measures in place to ensure quality, including review of all correspondence by senior staff with authorisation.
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MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of self-initiated 
interventions 
for systemic 
improvement 
completed 
(amended 
measure)

0 3 2-5 2 2–5 2–5 2–5 2–5 2–5

% of OA and 
official information 
recommendations 
accepted

98 100 80 99 80 80 80 80 80

% of public sector 
agencies satisfied 
the Ombudsman’s 
opinions are fair54

68 79 75 69 75 75 75 75 75

54 Based on a survey of public sector agencies who were the subject of an investigation in the reporting year.
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OUTPUT 9

Learn from, and assist to develop, 
international best practice

The New Zealand Ombudsman is a member 
of the International Ombudsman Institute 
(IOI), which is the only global organisation of 
Ombudsman institutions, and includes more 
than 200 independent Ombudsman member 
institutions from over 100 countries. 

The IOI describes the role of an Ombudsman as: 

…to protect the people against violation 

of rights, abuse of powers, unfair decisions 

and maladministration. They play an 

increasingly important role in improving 

public administration while making the 

government’s actions more open and 

its administration more accountable 

to the public.

As part of assisting Aotearoa New Zealand 
in being a good global citizen, I have a 
responsibility to:

• act as an international leader in promoting 
good government practices, including 
transparency and anti-corruption; 

• use my mana, networks, and experience to 
help lift regional best practice in Asia and 
the Pacific; and

• help with the ongoing definition of what 
a modern Ombudsman institution is and 
how it works. 

The particular Ombudsman model developed  in 
New Zealand has been widely copied throughout 
the world and our advice and experience is 
sought out by other countries. The systems 
and processes we employ are widely viewed as 
international best practice. 
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I intend to assist integrity institutions in other countries by working with them to lift regional and 
international best practice. I will also work with others around the world to build and improve tools, 
frameworks, methodologies, and resources, and improve my own practices by benchmarking 
internationally. I do this by:

• building quality, collaborative, and productive relationships with other integrity institutions and 
integrity focused organisations;

• leading and supporting regional and international Ombudsman networks;

• providing tailored training and resources virtually and in person;

• building on our experience of cross-cultural relationships in Aotearoa New Zealand, and actively 
seeking to understand cultural diversity and local circumstances;

• identifying and sharing areas of best practice issues being faced by myself and others; and

• ensuring that my international work is coordinated with other Aotearoa New Zealand agencies.

I am committed to learning from and fostering relationships with other nations’ integrity organisations. 
This includes hosting visiting international delegations, participating in international Ombudsman and 
Information Commissioner networks, and providing training and assistance to international Ombudsmen or 
Ombudsman-type organisations.

I will continue to provide training, guidance, and outreach support to Ombudsmen in the Asia-Pacific 
region (including as President of the Asia Pacific Region (APOR) of the IOI), contribute to work by the 
IOI, Australia New Zealand Ombudsman Association (ANZOA) and Association of Information Access 
Commissioners (AIAC), and host international delegations and placements. 

In the first half of a four-year programme I have developed a comprehensive strategy for my work in this 
area that is focused on promoting accountability, transparency, and anti-corruption practices by supporting 
integrity agencies, particularly in the Asia-Pacific region. Based on this strategy and the learnings from 
experience in cross-cultural relationships, including in the context of a global pandemic, my future focus 
is on implementation and evaluation to ensure there is a sustainable modern Ombudsman institution 
support network.

55 This includes advice, guidance, speeches, presentations, and training sessions

Output 9 – Demand-driven measures

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of requests for 
collaboration 
with overseas 
ombudsmen 
and integrity 
institutions 
responded to 
(new measure)55

- - - - 15 15 20 20 20
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MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of international 
initiatives 
facilitated or 
delegations 
and placements 
hosted 
(amended 
measure)

4 9 2-10 20 4–2056 2–10 2–10 2–10 2–10

Output 9 – Proactive measures

56 Limited travel opportunities, will decrease the opportunity for physical delegations, thereby generating the need for more individual initiatives 
with oversees stakeholders.

MEASURE

2018/19 

Actual

2019/20

 Actual

2020/21

 Target

2020/21

Actual 

2021/22

 Target

2022/23

 Target

2023/24

 Target

2024/25

 Target

2025/26 

Target

# of resources 
and publications 
for overseas 
stakeholders 
produced 
or updated 
(amended 
measure)

2 2 2 2 4 4 4 4 4

% of overseas 
stakeholders 
who report value 
in collaboration 
(amended 
measure) 

100 100 95 100 95 95 95 95 95

% of 
ombudsmen 
and integrity 
institutions who 
report that their 
relationship 
with my Office 
assists them in 
their work (new 
measure)

- - - 80 80 80 80 80
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Managing functions and operations

The operating environment 
The role of Ombudsman was first established 
by Parliament in 1962 to investigate the 
administrative conduct of central government. 
However, the role has been progressively 
expanding in recent times. 

While still complex and challenging, complaint- 
handling has become just one aspect of my 
work. The public and agencies are increasingly 
seeking more information, guidance, and formal 
consultation from me as Chief Ombudsman at the 
outset, in the areas of good administration and 
decision-making, effective complaint-handling, 
and robust official information practices. I can 
intervene and investigate on my own initiative 
to bring about systemic improvement in the 
public sector and to improve official information 
practices. Parliament has given me new roles in 
the areas of anti-corruption and human rights 
to meet international expectations. I have a 
role to protect whistleblowers and expose 
serious wrongdoing. I am also designated under 
international conventions to protect and monitor 
disability rights and treatment of those in places 
of detention. I have a role to build and share best 
practice internationally.  

I operate in an environment where stakeholders 
have high expectations, and there is an ever-
changing demand for my services as pressures 
and problems in different areas of the public 
sector emerge. This is especially acute at present 
in light of the global pandemic, with new issues 
and significant areas of work arising rapidly and 
unexpectedly. I also need to be responsive to 
broader societal change.

Stakeholder expectations

Parliament expects me to:

• act robustly, independently, and 
impartially; and

• provide timely and reliable reports on 
the administrative conduct of public 
sector agencies.

The public needs to know (or be able to 
easily find out) about me, what I do, and 
how and when to approach me.

Complainants expect a fast, fair, responsive, 
and accessible service, which effectively 
resolves their concerns.

Public sector agencies expect: 

• a fair and impartial intervention to 
improve administration, which does not 
impose an inappropriate burden; and

• effective advice and guidance.

The international community 
expects me to:

• act robustly, independently, 
and impartially; 

• provide timely and reliable reports to the 
United Nations; and

• provide input to international 
Ombudsmen initiatives and share 
Aotearoa New Zealand best practice. 

Aotearoa New Zealand wants a stable Asia-
Pacific region, with skilled and democratic 
accountability mechanisms. 
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Managing key risks 
The key risks to my role, and the strategies I have 
put in place to manage these risks, are set out in 
the table below.

Key risks Strategies to manage these risks

Damage to credibility or reputation

• I must be and be seen to be fair, impartial, 
and independent, and form well-reasoned 
and persuasive opinions. 

• I must be trusted to safely and 
securely manage sensitive and 
confidential information. 

• There is a risk that poor processes, flawed 
or inconsistent decisions, or insecure 
management of information will damage my 
credibility and reputation. 

• Strategic direction led by senior staff.

• All staff take an oath of secrecy and adhere 
to a code of conduct and conflict of 
interest policy.

• Legal and practice advice available 
for all staff, and excellent training and 
guidance resources.

• Mentoring and peer review by senior staff.

• Quality standards and quality assurance.

• An ongoing programme of continuous 
practice improvement.

Work pressures and finite resources

• Timeliness is critical to complainants and 
agencies. If my responses are not timely, 
people will choose not to approach me, or if 
they do the outcomes I can achieve will not 
be relevant, useful, or appropriate. 

• Any need to focus on individual complaints 
due to sustained pressures in that area 
will limit my ability to achieve systemic 
improvement through more general 
interventions.

• Given the breadth of my jurisdiction, I cannot 
intervene to achieve systemic improvement 
in all the issues that might arise.

• Triaging and managed allocation of work.

• Increased focus on resolution and more 
flexible investigation methods.

• Formal reporting and oversight 
of work on hand.

• Formal procedures for reporting and 
managing unreasonable complainant 
conduct, to minimise the impact that 
challenging interactions with certain 
complainants can have on my staff 
and resources.

• An increasing focus on more general 
interventions to help public sector agencies 
improve their administrative, decision-
making and complaints-handling processes 
before complaints arise.

• A formal assessment and scoping 
process when opportunities for systemic 
improvement arise, to ensure I can target my 
interventions for maximum benefit.
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Key risks Strategies to manage these risks

Loss of relevance

• There is a risk that I may be seen as too 
remote from every day realities, leading to 
inappropriate or irrelevant responses and 
interventions. 

• I may miss significant issues that arise.

• I may take time to respond to rapidly 
changing pressures on the public sector.  

• Strategic direction led by senior staff.

• Environmental scanning57 to ensure that I 
remain connected to and aware of emerging 
trends and issues.

• Stakeholder engagement, including:

 › a dedicated team for community 
outreach with Māori, Pacific Peoples, 
Asian communities, young people and 
others; 

 › a dedicated team for agency advice, 
training and guidance.

Loss of international credibility and reputation

• There is a risk to Aotearoa New 
Zealand’s international credibility and 
reputation if I fail in any respect in my 
inspection and monitoring roles under 
international conventions.

• In relation to my inspection role, the 
international community has identified a 
risk inherent in having ‘a single institution…to 
serve both as [National Preventive Mechanism] 
and as a forum for individual complaints’.58

• I maintain effective networks and work 
closely with the other domestic and 
international agencies involved. 

• Separation between my inspection and 
general complaint handling roles to prevent 
prejudice to either function arising but 
with the possibility of referral to maximise 
complementarity. 

57 I conduct environmental scanning by:
• liaising regularly with Ministers and public sector agencies;
• carrying out stakeholder surveys and focus groups;
• presenting and participating in public forums and speaking engagements;
• monitoring media and public opinion in online forums and publications; and
• obtaining information and feedback from those attending my outreach programmes, and from agency participants in training sessions.

58 Guide to the Establishment and Designation of National Preventive Mechanisms, Association for the Prevention of Torture, pp28-29.



SI (2021-26) 
A.3

39Ombudsman 
Kaitiaki Mana Tangata

Well-run office – timely delivery 
of quality services
A well-run office will help ensure I deliver effective services. The support that enables me to deliver my 
outputs includes:

• the internal leadership, governance, strategic 
and business planning, and management 
systems and processes I have in place; and

• information and communication 
technologies, and office accommodation.  

The key capabilities I need to have in place

• Robust financial management

• Effective stakeholder engagement

• Effective risk and security management

• Effective knowledge management, information technology, and internal communications

• Robust cross-organisational policies, practices, procedures, and systems

• Appropriate tools and systems for allocating, managing, tracking, and reporting on work

• Effective improvement, innovation, and transformation

• Clear and appropriate timeframes established and met

• Sound policies, procedures, and systems for managing people and growing capability

• A constructive working environment, organisational culture, and values

• The right number of staff with the right skills, recruited, and retained

• Appropriate career planning, workforce, and professional development

• Appropriate staff performance management systems

• A diverse workforce with a range of backgrounds and experience

• Appropriate quality assurance, audit, monitoring and evaluation, and use of findings for 
ongoing improvement

People

Measures to attract, develop, and retain 
staff include:

• providing fair and consistent terms and 
conditions of employment;

• promoting office values and 
recognising performance; 

• ensuring organisational development 
and sustainability by becoming a learning 
organisation; and

• promoting and protecting staff 
health and safety.  

The specific projects I am undertaking in 
this area include:

• external recruitment drives and continuous 
improvement on on-boarding procedures 
for new staff;

• reviewing and updating human resources 
policies and practices;

• trialling a comprehensive 
flexible work policy;

• development and rollout of a leadership 
development programme for all leaders 
while continuing to invest in individualised 
leadership and management development 
for new and existing managers;
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• ongoing upskilling of my staff, particularly in 
the areas of Māori engagement skills;

• procurement of a Learning Management 
System to increase the scope and 
reach of my internal and external 
training programmes;

• identifying opportunities for professional 
development for my staff to develop specific 
skills, including internal secondments and 
project work; and

• the introduction of new health and safety 
initiatives, including a revised health 
and safety policy and guide for visiting 
places of detention, and increased health 
and safety representatives to represent 
growing work groups.

Leadership and management systems

As Chief Ombudsman, I lead the Office. I am 
supported by the Deputy Ombudsman, Chief 
Financial Officer, and Chief Legal Advisor in my 
Executive Committee. 

I am also supported by my Senior Management 
Team comprising the Deputy Ombudsman; 
Senior Assistant Ombudsman Strategy, 
Engagement, and Development; Assistant 
Ombudsman Complaints Resolution; Assistant 
Ombudsman Systemic and Monitoring; Assistant 
Ombudsman Corporate; Chief Financial Officer; 
and Chief Legal Advisor. 

There are also a number of managers with 
responsibility for oversight and formal reporting 
on the work of their team members.

I have a strong focus on lifting performance 
through quality, integrity, and values. All staff 
members are assessed according to their 
performance and achievement, and also their 
adherence to and promotion of agreed values: 

Te Haerenga o te Kaitiaki Mana Tangata  

Our true north – the journey of the 

guardian of the mana of the people 

through our people, purpose and passion.

My leadership and management is focused on 
securing high levels of professional conduct and 
performance through:

• enabling work to be delivered in a timely 
and effective manner, with appropriate  
delegations, support, and quality 
assurance oversight; 

• fostering a staff environment which is 
happy, healthy, fair, and encourages learning 
and development; 

• completing the roll-out of consolidated 
corporate policies and procedures for 
finance, people, information, health and 
safety, emergency responsiveness, and 
security management that staff can refer to 
and rely on; and

• continuously monitoring and reviewing 
processes to ensure their currency, capacity, 
relevance, quality, and security is maintained.

Technology

I aim to take full advantage of available 
appropriate technology to improve 
my performance. 

During 2021-26, I will be working to harmonise 
and improve my current information 
management technologies. This includes 
implementing a new technology platform, 
integrating and upgrading legacy systems, 
supporting secure flexible working, and 
completing an infrastructure upgrade. I will also 
be investing in better insights and decision-
making through the enhancement of our 
analytics capability. 

I am implementing and updating a long-term 
information management and technology 
strategy, with work in this area prioritised through 
an Information Systems Strategic Plan. 
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Capital and asset 
management intentions

My capital investment is primarily in the form of 
information technology and computer software 
and facilities. Capital is otherwise committed to 
replacing office equipment and furnishings, and 
leasehold improvements when necessary.
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Appendix 1:  
Ombudsman outcomes framework 
diagram – alternative text version

General Notes

This framework diagram demonstrates the linkages between the services we deliver though the Office’s 
outputs, and the outcomes and impacts we are seeking to achieve. 

The diagram features a triangle, divided horizontally into four sections and is set on two key foundations. 

The first section ‘Goal’ forms the triangle’s peak and notes the Office’s key goal – it is set against a 
photograph of the tips of harakeke (flax); the next section (dark/black – also set against the photograph of 
harakeke) sets out the ‘Outcomes’; below this in a blue section are the ‘Impacts’, and the bottom section 
(light grey) sets out the Outputs. Underpinning the diagram which could be seen as the foundation of the 
triangle, are ‘Well-run Office – Timely delivery of quality services and Treaty of Waitangi, Te Tiriti o Waitangi, 
acknowledged in our work. 

Text in each section

Note: text is set out from left to right in even rows to fit the section of the triangle.

Goal – People are treated fairly.

Outcomes – High public trust in government; People’s rights are protected; Robust independent oversight; 
Aotearoa New Zealand contributes to regional stability and integrity institutions. 

Impacts – People participate in government decision-making; Government is responsive, efficient, 
effective and accountable; Government actions are open, fair and reasonable; People in positions of power 
act with integrity; People are treated humanely, with dignity by those in authority; Aotearoa New Zealand is 
a leader in anti-corruption and integrity

Outputs – Inform the public to take constructive action to protect their rights; Improve public sector 
capability; Consultation to help the public sector make decisions; Enable serious wrongdoing to be 
disclosed and whistleblowers protected; Remove barriers to people with disabilities participating equally 
in society; Improve the conditions and treatment of people in detention; Ensure official information is 
increasingly available and not unlawfully refused; Ensure good decision-making and processes; Learn from, 
and assist to develop international best practice.  

Return to Outcomes Framework section in document.
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