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Introduction 

 

  

I am proud to present my first annual report as the Ombudsman of the Cook Islands. It is also 

the first annual report of Te Mato Akamoeau—the Office of the Ombudsman, since 2005.  

It is an honour to share with Parliament and the people of the Cook Islands the good work that 

this Office has done over the past year, and the many years since its inception in 1984.  

I honour the work of my esteemed predecessors—Ombudsmen Tangata Simiona, Henry 

Brown, Andrew Turua, Janet Maki and Tearoa John Tini. Their contributions have helped make 

the Office what it is today. 

The word ‘Ombudsman’ has a long history. It was first used in 1809, when the Swedish 

Parliament established the office of Justitieombudsmän (Justice Ombudsman), to look after 

citizens’ interests in their dealings with government. But it is not well-understood. Loosely 

translated, it means ‘grievance person’. In the Cook Islands we say ‘Te Mato Akamoeau’—
meaning ‘peacemaker’, and connoting strength and humility.   

Our founding legislation is the Ombudsman Act 1984 (OA), which enables me to investigate the 

administrative conduct of Government Ministries and Crown Agencies. Our jurisdiction has 

expanded over the years to encompass complaints under the Official Information Act 2008 

(OIA), complaints about unlawful discrimination under the Disability Act 2008, and complaints 

about Police conduct under the Police Act 2012.  

These Acts prescribe the investigative powers and processes of the Ombudsman, but there is 

some flexibility in the way we operate. Informal approaches to complaint handling have seen 

early resolution reached in many of our cases (see Complaints). We have also used alternative 

dispute resolution approaches; for example, facilitating a family health conference between 

aggrieved parties and the Rarotonga Hospital team. In other cases, working groups have been 

set up to address complaints with multiple issues relating to one or more ministries. Extended 

family groups and community and church groups have also been engaged to seek their support 

where appropriate. 

Sometimes, where no other avenues of assistance have been readily available, the 

Ombudsman has gone outside the system in order to render assistance to those vulnerable 

within our communities. For example, in one case, the mother of a child being referred to New 
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Zealand for medical treatment could not afford to pay for an emergency passport. The 

Ombudsman applied for funding from the Cook Foundation Charitable Trust to enable the 

mother’s travel. 

I am proud of the way that my team does their very best to help people who come to us, who 

often do not know how else to deal with the situation they find themselves in.  

However, my Office does face its challenges. It is a small Office, with limited resources. As 

discussed in this report, we are dealing with a backlog of aged and complex complaints that 

will be a key focus for me and my team in the coming year. 

In addition, our jurisdiction is so broad that many of the complaints we deal with require 

specialist knowledge. For example, complaints about the adequacy of medical treatment, or an 

investigation process by the Police. This is why one of my priorities is to develop strong 

relationships with specialist complaints bodies like the Health and Disability Commissioner and 

the Independent Police Conduct Authority in New Zealand (see International and regional 

relations). 

We are also increasingly called on to take up new roles. In 2007, Cabinet directed the 

Ombudsman to establish a Human Rights Office, but without providing any additional 

resources or legislative mandate. In 2011, Cabinet established an Anti-Corruption Committee, 

which includes the Ombudsman, after ratifying the United Nations (UN) Convention Against 

Corruption.  

Consideration has been given to whether a specialised anti-corruption body might be located 

within the Office of the Ombudsman.1 Consideration has also been given to whether the Office 

might have a role to play in giving effect to the Cook Islands’ obligation under the UN Disability 

Convention, to establish an independent mechanism to ‘promote, protect and monitor’ 
progress in implementing the Convention. My Office could not do any additional functions 

effectively, without more resources. 

There are also challenges to, or actions that undermine, the Ombudsman’s jurisdiction from 

time to time. This manifests most often in delays by ministries and agencies in supplying the 

information we need to do our job, which is a contributing factor to the backlog of cases 

discussed above. While my preference is to ‘make peace’ by informal means wherever 

possible, I do have the power to compel the provision of information in the context of a formal 

investigation. I will consider using that power more often in future, if it becomes necessary.  

While this was before my time, the Office has also seen the first certificate issued by the 

Minister of Justice under section 17(1) of the OA. This allows a ministry or agency to avoid an 

Ombudsman’s requirement to provide information, by certifying that compliance might 

prejudice the security, defence, or international relations of the Cook Islands, or the 

investigation or detection of offences; or involve the disclosure of confidential Cabinet 

proceedings or deliberations. Like the whole of our OA, this is based on the equivalent New 

                                                      
1  See Country Review Report of the Cook Islands 2014 UNODC, page 117, accessed at: 

https://www.unodc.org/documents/treaties/UNCAC/CountryVisitFinalReports/2015_12_08_Cook_Islands_Fin

al_Review_Report.pdf.  

https://www.unodc.org/documents/treaties/UNCAC/CountryVisitFinalReports/2015_12_08_Cook_Islands_Final_Review_Report.pdf
https://www.unodc.org/documents/treaties/UNCAC/CountryVisitFinalReports/2015_12_08_Cook_Islands_Final_Review_Report.pdf


 

 

Zealand provision, which to my knowledge has never been used. It seems clear to me that this 

discretion must be exercised very sparingly, and on a very sound basis. 

Lastly, on the matter of challenges, I draw to Parliament’s attention the general issue of 
secrecy clauses in legislation that is passed by the House. It should be noted that, depending 

on the wording, secrecy clauses may oust the application of the OIA. This may undermine the 

transparent and accountable conduct of public affairs. My general view is that secrecy clauses 

are not necessary, because the OIA provides the grounds for protection of official information 

where that is necessary. I urge caution in the drafting and enacting of secrecy clauses, and 

would expect my Office to be consulted when they are being considered. 

We have accomplished a lot in 2018/19, and we have some important milestones ahead of us. 

In 2019/20 we look forward to the introduction of a new Ombudsman Bill, the launch of our 

new website (see Public awareness), and the implementation of our new case management 

system, Tama (see Our information technology). Mostly we look forward to continuing to serve 

the Parliament and the people of the Cook Islands.  

Thank you to Parliament for its ongoing support of this Office, and to the following people, 

who provided the support that enabled me to deliver this report:  

 Deputy Ombudsman Jeannine Daniel and my staff in Te Mato Akamoeau,   

 Chief Ombudsman Peter Boshier and his staff in the New Zealand Office of the 

Ombudsman. 

Nooapii Tearea  

Ombudsman 

  



 

 

 

Our functions   

 

The Ombudsman has six main functions: 

1. investigating maladministration, 

2. investigating complaints about access to official information, 

3. investigating complaints about unlawful discrimination against disabled people, 

4. investigating complaints about Police conduct, 

5. acting as Human Rights Office of the Cook Islands, and 

6. participating in the Cook Islands Anti-Corruption Committee. 

Investigating maladministration 

Under the Ombudsman Act 1984 (OA), I investigate ‘maladministration’—a broad term that 

encompasses biased, neglectful, incompetent and unfair administration by Government 

Ministries and Crown Agencies. This can be on receipt of a complaint, or on my own initiative.  

Where complaints cannot be resolved, I form an independent opinion on whether the conduct 

at issue was wrong, unreasonable or contrary to law. I can make whatever recommendations I 

think fit in order to remedy maladministration. I can report to Parliament if appropriate action 

is not taken on my recommendations. 

Investigating complaints about access to official information 

The Official Information Act 2008 (OIA) allows people to request information held by Ministers, 

Ministries and Crown Agencies, including their own personal information. Providing timely 

access to government-held information helps the public to: 

 participate in government decision making,  

 understand why decisions were made, and 

 hold the government to account. 
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The principle of availability underpins the OIA, which means that information must be made 

available on request, unless there is a ‘good reason’ for withholding it. The Act specifies what 
these ‘good reasons’ are. 

Under the OIA, I investigate complaints about decisions on OIA requests, including delays and 

refusals. Where complaints cannot be resolved, I form an independent opinion on the agency’s 
decision. I can make whatever recommendations I think fit. My recommendations are binding, 

unless vetoed by Order in Council, made by the Queen’s Representative. 

Investigating complaints about Police conduct  

Under the Police Act 2012 (PA), I investigate complaints about: 

 alleged misconduct or neglect of duty by the Police, and 

 Police practices, policies or procedures that have personally affected the complainant. 

Complaints must be made to the Police Commissioner first. Complainants can then come to me 

if their complaint is not investigated or they are dissatisfied with the outcome.  

I can also investigate incidents involving death or serious bodily harm, which must be notified 

to me by the Police Commissioner.  

I can oversee a Police investigation, or defer action on a complaint until the Police have 

investigated. Complaints may also be resolved by conciliation. 

After investigating (or receiving a report of the Police investigation), I form an independent 

opinion on the conduct or policy complained about, and make whatever recommendations I 

think fit. I can report to the Solicitor-General and the Minister of Police if appropriate action is 

not taken on my recommendations. 

Investigating complaints about unlawful discrimination against disabled 

people  

The Disability Act 2008 (DA) recognises that disabled people are entitled to the same rights and 

privileges as any other person. It also makes it unlawful to discriminate against someone 

because of their disability.  

People can complain to me if they believe they have been discriminated against because of 

their disability. I can deal with these complaints under the DA or the OA. 

Under the DA, I can help the parties to reach a settlement or make recommendations after 

investigating a complaint. In contrast to the OA and OIA, it is possible to complain about 

private entities under the DA.  



 

 

Acting as the Cook Islands Human Rights Office 

In 2007, Cabinet appointed the Ombudsman to be in charge of the Cook Islands Human Rights 

Office (CM (07) 694). However, the Ombudsman has been given no additional legal powers or 

functions. In practice, this means that I will have regard to international human rights 

standards, and the fundamental human rights and freedoms guaranteed by Article 64 of the 

Cook Islands Constitution, where relevant when exercising my powers and functions under the 

OA, the PA and the DA.  

Participating in the Cook Islands Anti-Corruption Committee 

In 2011, the Government ratified the United Nations Convention Against Corruption (UNCAC) 

and established an Anti-Corruption Committee. The Committee is tasked with the co-

ordination of anti-corruption initiatives, including reporting on progress in implementing 

UNCAC.  

I am part of the Committee, along with the Solicitor-General, Commissioner of Police, Head of 

the Financial Intelligence Unit, Director of the Cook Islands Audit Office, Financial Secretary of 

the Ministry of Finance and Economic Management, Public Service Commissioner, and Chief of 

Staff of the Office of the Prime Minister.  

The Committee does not operate under statute. It does not exercise any additional powers 

other than those already provided to its members, through their particular mandates and 

functions. In practice, this means that I will have regard to UNCAC where relevant in the 

exercise of my functions under the OA, OIA, PA and DA. 

 

 

 

 



 

 

 

 

Our achievements 

 

In this part, I describe our achievements (and challenges) in relation to: 

 Complaints 

 Public awareness  

 Advice and training 

 International and regional relations 

 Ombudsman Bill  

Complaints  

My Office’s Strategic Goal 1 is ‘to conduct efficient and effective investigations of complaints 

and systemic reviews’. 

Te au tāre (the numbers) 

My Office received 35 complaints and enquiries this year, including: 

 12 Ombudsmen Act (OA) matters; 

 8 Official Information Act (OIA) matters; 

 5 Police Act (PA) matters; and 

 10 matters outside my jurisdiction.  

My Office completed 34 complaints and enquiries including: 

 16 OA matters; 

 5 OIA matters; 
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 4 PA matters; and 

 9 matters outside my jurisdiction.  

These numbers are on par with recent years (see Table 1). 

While I have the power to investigate formally (see Our functions), my team tries hard to 

resolve complaints informally. Of the 25 matters within my jurisdiction, my team resolved 14 

informally, and provided advice in six cases. Four matters were withdrawn, and in one case, my 

team explained to the complainant that there was another way of resolving their complaint.  

My team tries hard to help complainants even if the matters they raise are outside my 

jurisdiction. They managed to resolve two such complaints, and provided advice in respect of a 

third.  

Providing a timely service to complainants is something that is important to us. Straightforward 

matters are usually able to be resolved in under 3 months (see Table 2). However, we are 

dealing with a backlog of aged and complex complaints (see Table 3). While we have made 

steady progress in reducing the number of complaints carried forward each year, (see Table 1), 

dealing with the backlog will be a key focus for me and my team in 2019/20. 

Part of the difficulty in progressing complaints has been delays by Government Ministries and 

Crown Agencies in providing information when requested. This is often due to staff absences 

and poor record-keeping.  

I expect people to provide information when I need it. I have the power to require the 

information that I need for an investigation.2 Failure to comply with my requirement is an 

offence.3 I will consider using my formal powers to require information in future, if there 

appears to be resistance or unreasonable delay.  

Tāranga (stories) 

The following tāranga help to illustrate the role and functions of Te Mato Akamoeau. 

Informal resolution of social welfare complaints 

One fifth of the complaints and enquiries closed in 2018/19 related to the Ministry of 

Internal Affairs.4 The Ministry has a wide range of responsibilities, but all these 

complaints and enquiries related to its administration of the welfare system.  

Concerns included delays in processing applications and paying benefits and pensions; 

the level of entitlement to benefits and pensions; the standard of service provided to 

applicants; and record-keeping practices. 

                                                      
2  See s 16 OA. 

3  See s 27(b) OA and s 103(b) PA. 

4  Seven out of 34. 



 

 

All of these complaints and enquiries were able to be resolved informally by telephone 

and email, and I am happy to record the cooperation of Ministry staff at all levels in 

helping to achieve this.  

The following case provides an example of the issues we are encountering in this sector, 

and the way that my team works with the Ministry to resolve complaints. 

A woman applied for the Old Age Pension, providing a copy of her passport to prove that 

she met the requirement of being resident in the Cook Islands for at least 10 years. When 

she contacted the Ministry to enquire about her application, she was told it was declined 

on the basis that she had not met the residency requirement. She then complained to 

me. 

My team contacted the Ministry to make enquiries about the woman’s application. The 

Ministry advised that the woman’s file had been lost, and the decision to decline the 
application was based on a character reference provided by a community leader, who 

said he had known the woman for five years. The Ministry said she should complete a 

new application form. 

My team obtained a further copy of the woman’s passport and compiled a timeline of 
her movements in and out of Rarotonga. We got confirmation of that information from 

the Department of Immigration. We also got confirmation from the woman’s former 
employer of how long she had worked there. This information showed that the woman 

did meet the residency requirement. 

A new application was submitted, along with the supporting information that had been 

gathered. The application was approved and payments were backdated. While this was a 

good outcome, it happened around two years after the original application had been 

made.  

Delays like this can have a severe impact on the quality of life of vulnerable people. The 

Ministry failed to keep adequate records, and to make reasonable enquiries in the 

absence of those records. It was also unfair to decline the application based on 

potentially prejudicial information that was not shared with the applicant.  

The Ministry has advised that it is working hard to improve its customer service, 

communication, service delivery and record-keeping, in order to reduce complaints of 

this nature. There is new leadership in the welfare services team, which is already seeing 

a change in the organisation culture to one of more consultative and timely service 

delivery. It is also reviewing its policies with a plan to review the legislation in the future, 

and is scoping the possibility for an electronic system to build efficiencies and useful 

data. 

I will continue to take a strong interest in this sector in the coming year.  



 

 

Delay in accessing official information  

When the OIA came into force in 2009, Te Mato Akamoeau conducted extensive public 

awareness and training programmes. However, the Act is still under-utilised, with the 

result that many agencies do not have a lot of experience in processing OIA requests.  

In one case, a requester complained to me because Parliament Services had not 

responded to his requests. When the agency eventually responded, it did not provide the 

information that had been requested.    

Informal enquiries revealed that Parliament Services did not actually hold the 

information that had been requested. In this scenario, it was required to either transfer 

the request to the right agency (section 13 OIA), or refuse it (section 18(g) OIA).  

My team provided a training session for Parliament Services staff, and the agency 

transferred the requests to the relevant agencies. 

Accessing personal information   

One of the purposes of the OIA is to ‘provide for proper access by each person to official 
information relating to that person’ (section 4(b) OIA). Two complaints this year show the 

OIA being used for that purpose.  

In one case, an unsuccessful job applicant sought all information about the decision to 

appoint someone else. She complained to me when she did not get a response. After my 

team made informal enquiries, the agency provided a redacted report (removing 

personal details of the other applicants), and scans of the handwritten notes of the 

panellists.  

In another case, an employee sought information about complaints that had been made 

against her. After she complained to me, and my staff discussed the request with the 

agency, the agency provided full responses to all her questions.  

Both complaints were resolved through informal enquiries resulting in provision of the 

information sought. This shows how the OIA can be used to help people understand 

decisions that have been made about them. 

Complaining about the Police 

A complaint was made against the Police by a family member of a victim of an assault for 

failure to respond to, or investigate an offence, and to prosecute the alleged offender. 

The offender was later discharged without conviction. 

Police are subject to my jurisdiction, but the courts are not. I could not look at what the 

courts had done in this case. However, my staff discussed the case with the Solicitor-

General and the Police. The Solicitor-General decided to appeal the decision, which was 

ultimately quashed. 



 

 

From our informal enquiries, it was apparent that the Police had not compiled key 

information and put it before the court. For example, there was no medical report, no 

victim’s statement, and no photographs of the victim’s injuries.  

After further consideration, the Police decided to re-prosecute the case, on more serious 

charges of assault with intent to injure. The alleged offender was subsequently convicted 

on that charge.  

 

Advice and training 

My Office’s Strategic Goal 2 is ‘to increase awareness among government agencies of their 
rights and responsibilities to minimise public complaints and investigations’.  

My team is able to provide advice and training to Government Ministries and Crown Agencies 

on request, on the role of the Ombudsman and the OIA. In 2018/19, as a result of an OIA 

complaint (see Delay in accessing official information), my team provided training on the OIA 

to all Parliament Services staff.  

The Office was also invited by the Cook Islands Investment Corporation and the Ministry of 

Cultural Development to be part of an advisory team on the development concept design of 

the National Archives Building as part of the Vaikapuangi Redevelopment Project 

(consolidation of government office facilities). 

Public awareness  

My Office’s Strategic Goal 3 is ‘to create greater public awareness of the Ombudsman's role 
and enhance the reputation of the Ombudsman’. We do this by engaging with the public in 

multiple ways. 

It is very important to have a face in the community, particularly in the Outer Islands, because 

it can be hard for people there to access the Ombudsman’s services. This year: 

 We visited Mitiaro, where we held public meetings and met with members of the public 

to receive their complaints. 

 We ran a public awareness programme in Rarotonga, covering the districts of Puaikura, 

Takitumu, Te Au O Tonga and the village of Nikao. We presented on the role and 

functions of the Ombudsman in English and Cook Islands Māori.  

 We met with disability organisations, including the Cook Islands National Disability 

Council, Creative Centre, Te Vaerua Rehabilitation, Are Pa Metua and others. We 

explained the role and functions of the Ombudsman, and how we can help to ensure fair 

treatment for disabled people. 



 

 

 We engaged with migrant worker communities, to promote awareness of the role and 

functions of the Ombudsman, and how migrant workers can access the Ombudsman’s 
services. 

We publish pamphlets in English and Cook Islands Māori, including: 

 The role of the Ombudsman 

 Making requests for official information  

 The United Nations Convention on the Rights of Persons with Disabilities. 

We are developing a new website, which is expected to launch in November 2019.  

As of May 2018, we are also on Facebook, which provides a good way of reaching out to the 

public and letting them know what we are up to.  

International and regional relations 

Having strong relations with other Ombudsmen and Ombudsman-type institutions helps us to 

learn from their experiences, and improve our practices, and vice versa.  

We are members of the International Ombudsman Institute (IOI) and Australasian Pacific 

Ombudsman Region (APOR) which is the regional arm of the IOI. Being a member allows us to 

take part in regional and international conferences, access their training programmes and 

apply for grants to support us in our work. In November 2018, the Deputy Ombudsman 

attended the APOR regional conference held in Auckland entitled ‘Holding governments to 
account in a changing climate’. 

We have particularly strong bilateral relations with the New Zealand Ombudsman. In March 

2019 I travelled to New Zealand to spend a week at the New Zealand Ombudsman’s office.  

This was an opportunity to see how a different Ombudsman’s office runs, and to learn in detail 

about the different functions of the Ombudsman. It was also the start of building relationships 

with different teams in the Ombudsman’s office, and most importantly the Chief Ombudsman 

of New Zealand has committed to working more closely with us over the next few years.   

I have also continued to build our relationship with other specialist complaints bodies in New 

Zealand, including the Independent Police Conduct Authority, the Health and Disability 

Commissioner, and the Human Rights Commission. Being an Ombudsman in a small nation 

means that our jurisdiction is very broad and requires us to be technical specialists in many 

areas, and therefore I rely on my strong international relationships to provide me with 

expertise beyond what I am able to find in my own team.  



 

 

Ombudsman Bill 

This year we have worked hard on the reform of our founding legislation (the OA), to make it 

fully fit for purpose. The resulting ‘Ombudsman Bill’ is expected to be tabled in 2019/20.  

This was the culmination of a partnership with the New Zealand Ombudsman’s Office, and the 

Cook Islands Parliamentary Counsel Office.  

The new Act will remedy the problems which have been identified with the current law, 

preserving the independence of the Ombudsman from the Government of the day, and 

reflecting our expanded functions under the OIA, PA and DA.  

Some of the key changes include: 

 including the title ‘Te Mato Akamoeau’, 

 Ombudsman to be an Officer of Parliament, appointed on the recommendation of 

Parliament, and responsible to Parliament for the exercise of their functions, 

 removing the retirement age for the Ombudsman (72 years), 

 salaries and allowances of the Ombudsman to be determined by the Remuneration 

Tribunal, 

 appointment and entitlements of Ombudsman staff to be determined by the 

Ombudsman, 

 ability for the Ombudsman to delegate functions to staff without prior approval of the 

Prime Minister,  

 reference to the Ombudsman’s expanded legislative functions, 

 removing the requirement for complaints to be made in writing, 

 an obligation for witnesses to provide evidence, even if they are under a confidentiality 

obligation, and 

 updating the schedule to the OA, which lists the Government Ministries and Crown 

Agencies subject to the Act. 

  



 

 

 

Our organisation  

 

Structure 

I am an Officer of Parliament and report to Parliament through the Speaker.  

I am supported by a Deputy Ombudsman, Jeannine Daniel, who is also the Investigations and 

Human Resources Manager.  

The investigation team has two senior investigation officers, Elizabeth Nootai and Joyce 

Ingram.   

Finance and administration support is provided by Ethel Pokia.  
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Strategic plan 

Our work is framed by Te Mato Akamoeau Strategic Plan 2018/21.  

Our overarching vision under that plan is to promote fairness for all.  

Our mission is: 

 to conduct independent and impartial investigations on receipt of complaints or our own 

initiative, 

 to strike a fair balance between what the public expects from government services and 

the government that provides those services, 

 to develop a public service culture which upholds fairness; fosters dedication and 

commitment; and promotes openness and accountability, taking into account our Cook 

Islands cultural values. 

We have three strategic goals: 

1. To conduct efficient and effective investigations of complaints and systemic reviews. 

2. To increase awareness amongst government agencies of their rights and responsibilities 

to minimise public complaints and investigations. 

3. To create greater public awareness of the Ombudsman’s role and enhance the 
reputation of the Ombudsman. 

Supporting these goals are a range of measures which help us to focus our energies and 

resources. 

Our work in support of Strategic Goal 1 is discussed under Complaints; our work in support of 

Strategic Goal 2 is discussed under Advice and training; our work in support of Strategic Goal 3 

is discussed under Public awareness. 

Human resources 

This year, a Human Resources Management Framework was established to better manage the 

office’s human capital.  A staff performance management system included the setting of 
personal and professional goals identified by staff over a period of time, initially six months as 

part of a trial period. Together with the Deputy Ombudsman, I considered how the Office could 

support each staff member in meeting those personal and professional goals.   

As part of this process, staff were encouraged to take on professional development 

opportunities by way of professional and academic studies with the Cook Islands Tertiary and 

Training Institute, University of the South Pacific, and Auckland University of Technology 

(distance learning). This year, the Deputy Ombudsman received qualifications in Project 



 

 

Management, a National Certificate in Official Statistics, a Level 3 Diploma in Leadership and 

Management, and a Certificate in Human Resource Management. 

The system also saw the performance review of each staff member, and in cases of exceptional 

performance, the award of a financial bonus—the first of its kind in the office. 

Information technology 

We are in the process of developing a new case management system, which we call Tama. This 

is a bespoke system, designed to suit our particular needs. Tama will support: 

 efficient and effective complaint handling, 

 tracking and monitoring workflows, 

 reliable reporting, to inform workload management and strategic planning decisions, and 

 good record-keeping.   

Financial management 

The Audit Office has completed the review of the financial statements for the Office for 

2018/19. It has issued an unqualified opinion and found no significant issues for the 

management report (see Independent Auditor’s Review Report).  

The Office accounting records have been maintained and the financial statements prepared in 

such a manner as to properly present the financial position and performance of the Office. The 

Office financial management obligations are under the Ministry of Finance and Economic 

Management (MFEM) Act 1995-96. 

Appropriate systems and mechanisms are in place to ensure that all applicable aspects of the 

legislative requirements which impact on our activities and functions have been complied with. 

The financial statements have been prepared in accordance with generally accepted 

accounting practice, namely the International Public Sector Accounting Standards, as approved 

by the International Federation of Accountants and in accordance with the MFEM Act. 

Bank accounts have been properly maintained and regularly reconciled in accordance with 

MFEM Instructions, and only operated for the purpose detailed in the Financial Secretary’s 
delegation to operate each bank account. 
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Complaint statistics  

 

Table 1: Matters received and under consideration over time 
 

 2014/15 2015/16 2016/17 2017/18 2018/19 

On hand 1 July  86 63 59 44 30 

Received 25 26 14 33 35 

Completed 48 30 29 47 34 

On hand 30 June 64 59 44 30 31 

 

Back to Complaints 

Table 2: Age profile of complaints closed during 2018/19 
 

0-3 mths 3-6 mths 6-9 mths 9-12 mths 12-24 mths 24+ mths Total 

24 1 1 5 2 1 34 

 

Back to Complaints 

Table 3: Age profile of open complaints as at 30 June 2019 
 

0-3 mths 3-6 mths 6-9 mths 9-12 mths 12-24 mths 24+ mths Total 

0 6 3 0 6 13 28 

 

Back to Complaints 
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