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PROCEDURE M ANUALSAND INTERNAL GUIDELINES

PREFACE

We aim to be an effective organisation. Having awented policies, procedures and
guidelines to assist staff in undertaking their kvigressential to maximising our effectiveness.

PURPOSE

The purpose of this policy is to provide a framekvimr the development, maintenance and
review of procedure manuals and internal guidelines

RESPONSIBILITY

All Ombudsman staff employed by way of appointmeetondment, contract, temporary
arrangement or fee-for-service arrangement, aporessble for ensuring that Ombudsman
policies, procedures and internal guidelines aggemented and adhered to.

The Ombudsman or the appropriate Deputy OmbudsmBirector Corporate is responsible
for approving the content of all procedure manaailg internal guidelines.

Division Managers are responsible for:

» periodically reviewing procedure manuals and irdéguidelines

e assessing requests for changes to procedure mamahisternal guidelines
e maintaining and updating procedure manuals andnatguidelines, and

* ensuring that procedure manuals and internal gaeielre accessible.

The Director Corporate is responsible for maintagreand updating a schedule of approved
procedure manuals and internal guidelines.

LEGISLATIVE FRAMEWORK

Not applicable.

DEFINITIONS

Procedure manuals provide staff within the Ombudssmaarious business units with direction
in their work.

An internal guideline is a document that informes work of Ombudsman staff.
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POLICY STATEMENT

1. Office policy

Procedure manuals and internal guidelines areeoffadicy.

2. Procedure manuals and internal guidelines must be approved

The Ombudsman or the appropriate Deputy OmbudsmBsrector Corporate must approve
all new procedure manuals and internal guidelines.

3. Procedure manuals and internal guidelines should be effectively maintained

Original procedure manuals and internal guidelerescorporate records and must be
maintained in accordance with the records manageamehpolicy development and review
policies.

The Director Corporate will ensure that all appiapeocedure manuals and internal guidelines
are reviewed in accordance with the office’s poliewelopment and review policy.

4. Procedure manuals and internal guidelines should be accessible

Division Managers are responsible for ensuring thetmost up-to-date version of their
Division’s procedure manual and internal guidelineshard copy and electronically, is
accessible to all staff.

5. Procedure manuals and internal guidelines should be accurate

Procedure manuals and internal guidelines shoudrately reflect the office’s vision, mission
and goals.

Procedure manuals and internal guidelines shoted te up-to-date information, including
current office policy, as well as applicable lawsl government policies.

6. Procedure manuals and internal guidelines should be consistent

The contents of procedure manuals and internalegjnes should be consistent with office
policies. If you identify an inconsistency in ansgg procedure manual or internal guideline,
you should bring it to the attention of the releivBivision Manager or the Director Corporate.

All procedure manuals or internal guidelines shaldgrly state any office wide policy or
legislation to which it is related.

7. Periodic review of procedure manuals and internal guidelines

Procedure manuals and internal guidelines are te\newed periodically to ensure that:

e each procedure manual and internal guideline resrenurate and consistent with relevant
office policy

 each procedure manual and internal guideline resregnurate and consistent with current
law and applicable government policies

e each procedure manual and internal guideline resmalevant and necessary
e each procedure manual and internal guideline igratandable, and

« all procedure manuals and internal guidelines rezzgdor the office to be effective are in
place.

Division Managers are responsible for ensuringdlresiews take place.



8. Changes to procedure manuals and internal guidelines
Division Managers are to notify either the Ombudsraethe appropriate Deputy Ombudsn
or Director Corporate of any substantial changgzéaedure manuals and internal guideli

and seek the approval of either the Ombudsmanrecappropriate Deputy Ombudsmar
Director Corporate for such chanc
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