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Introduction from  
the Ombudsman

Introduction from the Ombudsman

The NSW Ombudsman is an 
independent integrity agency 
that has, for five decades, 
pursued fairness for the 
people of NSW.

We do so by striving to ensure that 
those entrusted with public power and 
resources fulfil their responsibilities 
and treat everyone fairly.

Our functions are now wide-ranging, 
evolving significantly over the past half 
century since we were first established. 

It remains the case, as it was in 
1975, that anyone has the right to 
complain to us if they believe they 
have been treated unfairly by those 
we oversight, or to report to us any 
concerns they have about possible 
maladministration.

We act impartially in the public interest: to resolve, 
informally if possible; to investigate, formally using Royal 
Commission-like powers if necessary; and to report, 
including to Parliament if warranted. In doing so, we are 
both looking back to ensure accountability, and looking 
forward to find remedies, learn lessons and promote 
change.

Increasingly, our functions today also encompass the 
explicitly pro-active and systemic monitoring and reviews 
of a range of systems and programs.

Importantly, we also work with those we oversight to 
equip them with resources and learnings to enhance 
their own capacity to improve fairness and prevent 
maladministration. We have heard from our stakeholders 
that they highly value and want more of this support  
from us.

Uniting all our functions and people is our overarching 
strategic purpose:

We pursue fairness  
for the people of NSW

This strategic plan sets the direction for this purpose over 
the coming years, and aims to focus and streamline our 
efforts for the greatest impact.

The Plan has been shaped by our people, guided by our 
legislative functions, the expectations of our stakeholders, 
and the changing environment in which we operate.

Our strategic goals call on us to work collaboratively 
and cohesively across all our functions, impelling  
us to:

•	� Foster trust in our services, ensuring they are 
accessible and effective, especially for those who 
need us most

•	� Leverage our skilled but limited resources 
to amplify our impact, focusing on the most 
important issues with a sense of proportionality, 
urgency and cut through

•	� Build relationships and work positively with 
the sectors we oversight, empowering them to 
improve systems and learn together

The Plan also recognises the imperative of investing in 
our people and systems, to continuously improve and 
sustainably build our excellence into the future.

Underpinning all of our work are our organisational values, 
central among which is our unwavering commitment to 
ethical and fair conduct in all that we do – Integrity Always.
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Ombudsman’s message

I am pleased to present our 2023–24 Annual 
Report, and my 4th such report as Ombudsman.

Delivering against our  
strategic outcomes
In this report we set out how we have performed 
our statutory functions and our impact against our 
strategic outcomes:

• effective complaint resolution
• holding public authorities and community 

service providers to account for serious  
wrong conduct

• fostering improvements in public 
administration and community  
services delivery

• supporting Parliament in the exercise  
of its functions.

It is important in this regard to note that, while 
some of our work results in a public report or 
submission to Parliament, much of the core work 
of an ombudsman is conducted in the absence of 
the public at large. That includes our day-to-day 
complaint-handling work and our work conducting 
reviews of certain children who have died.

Most of the complaints we receive do not result 
in a formal investigation, as we generally aim to 
resolve complaints at the earliest stage possible.

For example, if a satisfactory outcome can be 
achieved by informal investigatory action (with 
what our legislation describes as ‘preliminary 
inquiries’) or by conciliation we will take that action.

This year saw an increase of 13% in the number of 
actionable complaints to us from the previous year.

At the same time, we are taking further 
investigatory action on more of those complaints. 
In 2022–23 we reported a 69% increase in the 
number of actionable complaints that we were 
able to take further investigatory action on. This 
year that number has increased again, by a further 

27%. That means that, within 2 years, we have 
more than doubled the number of complaints on 
which we took investigatory action (from 1,583 in 
2021–22 to 3,429 in 2023–24).  

Consistent with the previous year, this year we 
commenced 10 new formal investigations, and we 
finalised 8.

We also referred (with the complainant’s consent) 
1,135 actionable complaints directly to the agency 
complained about for further action. These 
referrals are another efficient and effective way we 
can assist complaints with resolution of matters 
they raise with us.

Supporting the sector with 
public interest disclosures
A major development for the NSW public 
sector during this reporting period was the 
commencement of the Public Interest Disclosures 
Act 2022 (PID Act). The new PID Act is a significant 
legal reform to facilitate and encourage reporting 
of wrongdoing and strengthened protections for 
those who ‘speak up’.

As the lead oversight agency for the PID Act, 
supporting agencies to prepare for the launch of the 
new PID Act was an area of focus for us this year. 

Additionally, we have established a new 
Whistleblower Support Team, which provides an 
important link between public officials who have 
or are seeking to report wrongdoing in the public 
sector, and resources to assist and support them.

Our oversight of automated 
decision-making
Our proactive approach to oversight of automated 
decision-making (ADM) continued this year 
with tabling of a groundbreaking special report 
to Parliament. For the first time in NSW, we led 
work to map the ways in which the public sector 

Paul Miller
NSW Ombudsman
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Our purpose
We pursue fairness  
for the people of NSW
Our strategic purpose means the following 
to us:

We pursue...
	�The word pursue is an active word, 
capturing our ongoing efforts to work 
with complainants, agencies and all our 
stakeholders. It recognises that fairness is 
an ideal, and one that requires persistent 
and vigilant focus and effort.

fairness...
	�We act in the public interest, pursuing fair 
processes and fair outcomes at all levels 
from individual decisions and actions 
through to systems design and operation. 
It impels us to also exemplify fairness in 
our own work.

for the people of NSW...
	�This means every individual and all 
communities who rely on the services 
of government and community service 
providers.
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It will always be 
necessary for the 

Ombudsman to 
scrutinise those 

invested with 
public power 

and resources 
to see that they 

act lawfully, 
reasonably and 
fairly. Fairness 
is our ideal, its 

relentless pursuit 
is our calling.
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Our role
Our functions are conferred on us by Parliament, primarily through the Ombudsman 
Act 1974, the Community Services (Complaints, Reviews & Monitoring) Act 1994,  
and the Public Interest Disclosures Act 2022.

Our functions can be broadly grouped into the following 3 categories:

Complaints and 
Investigations
Facilitating and handling 
complaints about, and where 
necessary investigating, the 
conduct of public authorities 
and community service 
providers.

We focus on the early 
and effective resolution 
of complaints with tools 
including referral, inquiries, 
and conciliation. We 
can undertake formal 
investigation (on complaint 
or own motion) where 
we identify conduct that 
may constitute serious or 
systemic maladministration.

This work is supported by 
engagement with diverse 
communities to help them 
navigate the complex public 
and community services 
sector landscape, and to 
enhance confidence in 
making effective complaints, 
including through dedicated 
support for public sector 
whistleblowers.

Systems Oversight 
and Reviews
Oversighting compliance and 
performance of specified 
NSW Government and 
community sector programs 
and systems through 
monitoring, auditing, 
inquiries, conducting reviews 
and reporting.

These include:

•	� the NSW Government’s 
Aboriginal programs

•	� the public interest 
disclosures 
(whistleblowing) scheme

•	� NSW Government-funded 
community services, 
including child protection 
services

•	 where certain children 
have died, the government 
and community service 
responses (both before 
and after death)

•	� the systems and practices 
that public authorities 
and service providers use 
to deal with complaints

•	� other legislative powers 
or schemes, such as the 
mandatory disease testing 
scheme.

We also provide staff and 
support to the Child Death 
Review Team for the exercise 
of its functions 1.

Sector Capacity 
Building and 
Education
Delivering tools, guides 
and other resources, and 
providing educational and 
training services, to support 
capacity building by public 
authorities and community 
service providers.

This includes sharing data, 
lessons and insights, and 
designing practical and 
cohesive recommendations 
for improvement.

Our educational focus is 
on those areas aligned 
to our role, where we are 
recognised as leaders with 
expertise and authority: 
complaint handling; 
whistleblowing; investigation 
practice; and good 
administrative decision-
making and conduct.

1	 The Child Death Review Team has a separate strategic plan, which is available on our website: https://www.ombo.nsw.gov.au
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Our role

https://www.ombo.nsw.gov.au


Our strategic  
goals and priorities

Strategic purpose

We pursue fairness  
for the people of NSW

Our goals  
2025-2030

Foster trust and enhance  
accessibility of our services

Provide accessible and effective services

Amplify our impact by promptly  
addressing the most important issues

Proactively identify and bring to light  
what needs to change to improve fairness

Drive improved sector capability to embed fairness
Support agencies with advice and guidance consistent 

with our independence and functions

Grow our capabilities for the future
Invest holistically in our people and systems to achieve 

organisational excellence, now and into the future
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Foster trust and enhance  
accessibility of our services

Provide accessible and 
effective services
We work in the public interest and in doing so 
provide services to the people of NSW, both 
individually and collectively; public and community 
service agencies; and the NSW Parliament.

The focus of this goal is on the accessibility and 
effectiveness of our services across all our functions 
and for all stakeholders.

Our priorities 2025-2030
• Promote and build awareness and

understanding of our functions

• Focus engagement with people and
communities who need us most

• Flexibly apply our resolution toolkit to
address unfairness and best meet the
diverse needs of the people we serve

• Continuously improve stakeholder
experience

Amplify our impact by promptly 
addressing the most important issues

Proactively identify and bring 
to light what needs to change  
to improve fairness
Our jurisdiction is wide and there are many issues 
we could look at. We hold others to account by 
bringing to light what needs to change to improve 
fairness. By sharpening our focus, we can better 
target our resources to identify, prioritise and 
address important issues.

Our goal is to enhance the impact our work has 
through improved external engagement and 
internal coordination – guiding us on the issues we 
need to act on and how. We seek to leverage data, 
streamline our processes to be action-oriented, 
and apply proportionality and urgency to our 
work. The more proactive and faster we are at 
identifying and addressing emerging issues,  
the greater our impact.

Our priorities 2025-2030
• Invest in community engagement and

building constructive stakeholder
connections

• Use enhanced data analytics to identify
and prioritise issues

• Develop and apply a structured
framework for targeting and delivering
all monitoring functions

• Enhance transparency and stakeholder
input into the identification and
prioritisation of systemic inquiries and
reviews

Drive improved sector capability 
to embed fairness

Support agencies with advice 
and guidance consistent with our 
independence and functions
We are uniquely positioned to help prevent 
maladministration and enhance fairness in the 
sector we oversight by sharing lessons and insights, 
and providing advice and guidance to agencies.

Our goal is to drive sector capability by becoming 
increasingly proactive as thought leaders in the 
essential domains related to our jurisdiction and 
functions.

Our priorities 2025-2030
• Improve sector capability through

our best practice training and
tools in complaint handling;
PIDs; investigations; and good
administrative conduct

• Be thought leaders on emerging issues
of fairness in public administration

• Leverage and externally share our
learnings and expertise across our
functions

Grow our capabilities for the future

Invest holistically in our 
people and systems to achieve 
organisational excellence,  
now and into the future
Our people and systems are the foundation for 
our success and shape our path to achieving our 
strategic objectives.

We will be forward-looking with focus on our 
technology and the tools that can support us with 
our work.

We will continue to bring to light what needs to 
change to improve fairness. We will do this, as we 
always have, with independence and impartiality, an 
objective, open-minded and courageous evaluation 
and reporting of the evidence, an unrelenting focus 
on the public interest, and a commitment to fairness 
both in the outcomes we seek and the way we do 
our own work. These are some of the features of our 
‘Ombudsman-craft’.

Our priorities 2025-2030
• Develop our people through

investment in learning and
continuous improvement to exemplify
Ombudsman-craft, leadership and
ethical public service

• Nurture a respectful and inclusive
culture to drive and deepen our values

• Strengthen connection and
collaboration across the office

• Leverage technology and AI adoption
in a safe and ethical way
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Our values
Our values lie at the heart of who we are as an organisation, forming the foundation 
of how we perform our functions and achieve our strategic goals.

They inspire us to be our best selves.

Central among our values is our unwavering commitment  
to ethical and fair conduct in all that we do – Integrity Always.

Integrity 
Always

We follow the letter and intent  
of the law, operate within our 

statutory role, communicate honestly, 
transparently and respectfully,  

make fair decisions that serve the 
public interest, and behave to 

the same high standard we 
expect from others.

Proudly  
Independent
We operate objectively, 
impartially and ethically 
in our pursuit of fairness.

Inquiring Minds
We are open-minded, 
inquisitive and focused on 
continuous improvement, seeking 
out pathways to achieve impactful 
outcomes in the public interest.

Purpose Driven
We are purpose-driven in every 

action, working constructively to 
serve the people of NSW with 

courage and perseverance. 

Better Together 
We are committed to working 

together towards our shared 
goals and achieving the best 

outcomes for the communities we 
serve, leveraging our collective 

strengths and diverse perspectives. 

Ph
ot

og
ra

ph
 b

y 
W

ay
ne

 Q
ui

lli
am

15NSW Ombudsman Strategic Plan 2025–30

Our values



How we will measure  
and report on the plan The NSW Ombudsman 

outcomes and key 
performance indicators2  
are used to measure and 
report on our performance 
and each of our strategic 
goals are aligned to the 
Ombudsman outcomes.  
The People Matter Employee 
Survey is another key source 
of information we review for 
tracking our progress on the 
strategic plan.

The implementation of the strategic 
plan is overseen by the Board of 
Management and will be reported  
on in our annual report.

NSW Ombudsman 
outcomes

Our 4 outcomes

How we will measure and report on the plan

Outcome 1: Providing accessible  
and effective services to the public, 

resolving complaints fairly.

Outcome 2: Holding agencies to  
account for serious maladministration 

and system failures.

Outcome 3: Positively influencing 
public administration and  

community services delivery.

Outcome 4: Supporting Parliament 
to exercise its functions.
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2	 Published on our website. 

https://www.ombo.nsw.gov.au


NSW Ombudsman
Level 24, 580 George Street

Sydney NSW 2000

Phone: 02 9286 1000
Toll free (outside Sydney Metro Area): 1800 451 524 

National Relay Service: 133 677
Website: ombo.nsw.gov.au

Email: info@ombo.nsw.gov.au

© State of New South Wales, July 2025.

This publication is released under a  
Creative Commons license CC BY 4.0.
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