
As this Winter 2021 issue of the Ombudsman Quarterly Review goes to 
press, New Zealand is at Level 4 lockdown. My Office is fully equipped to 
be working remotely and continue our complaint handling and resolution functions.

I assure agencies and the public that work continues, regardless of lockdown level, on ensuring tuia 
kia ōrite, fairness for all. 

If you have a complaint about your dealings with a government agency, your complaint will be 
handled promptly and effectively. 

You can visit the website, www.ombudsman.parliament.nz, to make a complaint online; or contact 
the Office at info@ombudsman.parliament.nz, or freephone 0800 802 602.

I recognise that agencies can be under considerable pressure at these times, and am taking this into 
account as I work to resolve complaints. My staff are available as always to give advice  
and assistance.

For all of us, lockdown has forced the postponement of some 
important events. One significant national event to be 
postponed was Kiingitanga Koronoheina, at Turangawaewae. 
I was honoured to be the first New Zealand Ombudsman 
invited to take part in Koronoheina. and I look forward to 
meeting Kiingitanga again in the near future.

Ngā mihi

Peter Boshier
Chief Ombudsman
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Tuia kia ōrite | Fairness for all
The Chief Ombudsman is reminding agencies and the 
public to act fairly, reasonably, and with understanding 
when making and responding to official  
information requests. 

“Central and local government agencies may be under some 
pressure at present, and in times of uncertainty, the desire 
for official information may increase”, Peter Boshier says. “I’ll be 
taking extenuating circumstances into account when dealing with 
complaints about delays or extensions.”

FAQs about official information requests during COVID-19 

Chief Ombudsman’s statement on official information response times during COVID-19 lockdown

Complaints 
MIQ complaints surge
Complaints about the managed isolation and quarantine 
(MIQ) system have noticeably increased. A number of 
complaints and inquiries were from returning New 
Zealanders struggling to book MIQ vouchers using 
the online system run by the Ministry of Business, 
Innovation and Employment (MBIE). 

The Chief Ombudsman encourages complainants to first 
try and resolve their concerns through MBIE’s complaints 
system. While he doesn’t have the power to grant MIQ 
vouchers or immediately intervene in individual cases, he can 
look into systemic issues. 

Peter Boshier says, “I want to make sure those returning to New Zealand are being treated 
fairly. I am now considering my options, including whether to do a broader independent 
review of the issue.”

MIQ complaints to the Ombudsman surge

MIQ complaints fact sheet

Official  
information
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https://www.ombudsman.parliament.nz/news/chief-ombudsmans-statement-official-information-response-times-during-covid-19-lockdown
https://www.miq.govt.nz/about/contact-us/complaints-procedure/
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Investigations
Failings in Ministry stewardship of High and 
Complex Framework
The Ombudsman’s second investigation report into 
Ministry of Health services for people with intellectual 
disability found the Ministry needs to significantly improve 
its oversight of services for people with an intellectual 
disability and high and complex needs.

Released at the end of July, Oversight found that the 
Ministry had not met its stewardship responsibilities for 
the High and Complex Framework, a network of hospital 
and community services for people with an intellectual 
disability in secure or supervised care. 

Last year the Ombudsman published Off the Record, an 
investigation report into the Ministry’s collection and use 
of information after the death of a person with intellectual 
disability in residential care. He found the Ministry’s 
systems did not support the collection or use of complete, 
accurate or sufficient information. Both reports included 
substantial recommendations.

Oversight: An investigation into the Ministry of Health’s stewardship of hospital-level secure 
services for people with an intellectual disability

Off the Record: An investigation into the Ministry of Health’s collection, use, and reporting of 
information about the deaths of people with intellectual disabilities
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https://www.ombudsman.parliament.nz/resources/oversight-investigation-ministry-healths-stewardship-hospital-level-secure-services
https://www.ombudsman.parliament.nz/resources/off-the-record
https://www.ombudsman.parliament.nz/resources/off-the-record
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Inspections and monitoring
Prison conditions ‘desolate, barren’
Follow-up inspections at Whanganui and Christchurch Men’s Prisons found ‘desolate and 
barren’ conditions, and a high number of previous recommendations not achieved or only 
partially achieved.

Ombudsman Peter Boshier says he’s concerned by the Department of Corrections’ lack of 
progress in implementing repeated recommendations for improvement by the Ombudsman and 
other monitoring agencies.

“Findings like this informed my decision, announced earlier this year, to carry out a systemic and 
wide-ranging investigation into what factors may be preventing the Department from making 
sustainable and meaningful progress on prisoner welfare and rehabilitation”, he says.

Report on an announced follow up inspection of Whanganui Prison under the Crimes of Torture 
Act 1989

Report on an unannounced follow up inspection of Christchurch Men’s Prison under the Crimes 
of Torture Act 1989

Repeat recommendations and desolate conditions among concerns in Christchurch Men’s and 
Whanganui Prison inspections

Contrasts in mental health units

The Ombudsman published inspection reports into five mental health units over the last quarter.

Of the five units inspected, he found that Stanford House, a secure forensic rehabilitation unit at 
Whanganui Hospital, was an example of best practice in treatment and conditions; and that Tiaho 
Mai, in Auckland, showed the benefits of a purpose-built, modern facility.

Other inspection reports highlighted some issues with the use of seclusion, and occupancy levels

Contrasting results for two mental health units operating side by side

Mental health facility inspections highlight stark differences

Aged care OPCAT inspections

OPCAT inspections of six secure aged care facilities during COVID-19 Alert Levels 1 and 2 last year 
has found they were safe and hygienic but a lack of health care staff at one facility presents risks.

In June, Chief Ombudsman Peter Boshier published the second of two summary reports, 
following inspections of the treatment and conditions of residents in six aged care facilities 
between May and June 2020.

Report on inspections of aged care facilities under the Crimes of Torture Act 1989
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Case notes 
Decision to expel student not justified
Chief Ombudsman Peter Boshier recommended Macleans College in Auckland apologise to a 
student it expelled following an incident involving a teacher in 2019. He considered the event did 
not meet the threshold for gross misconduct under the Education Act.

Board of Trustees decision to expel student on basis of gross misconduct not justified

Refusal to formally investigate workplace accident
The Chief Ombudsman recommended Worksafe apologise 
to a man injured at a mine site in 2018, after Worksafe twice 
declined to formally investigate the accident. He formed 
the opinion that Worksafe did not give the matter proper 
consideration, and treated the man with a lack of regard  
and courtesy.

WorkSafe’s decision not to formally investigate an incident

Minister acted contrary to law
The Chief Ombudsman found that in failing to make and 
communicate a decision on an Official Information Act request within 
an extended time limit, the Minister for Courts had acted contrary to law. 

Delay in responding to request for certain briefings

Debt waived after early intervention
A woman who received a debt collection letter for a car she no longer owned had her debt waived 
by Waka Kotahi (New Zealand Transport Agency) after early discussions with the Ombudsman.

Early resolution of a toll fee imposed on previous vehicle owner
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