


 

THE CONFERENCE

Government service-delivery is changing. The community expects more, services are crossing 
agency boundaries and technology is playing a greater role, as are the non-government 
organisations delivering many of those services. The integrity sector’s traditional role of 
watchdog is also changing to one that is more dynamic and engaged with stakeholders.

That is why the Commonwealth Ombudsman National Conference 2011 will address the themes of:

	 >	 delivering customer-centred services

	 >	� innovation for good governance and public sector integrity

	 >	� the tough task of improving social inclusion.

Interactive sessions will explore ideas that will shape future programs, and develop workable 
plans for the people and agencies delivering services. By focusing on tangible goals, it will be 
of immediate and lasting benefit both to the individuals who attend and the organisations they 
represent. Dynamic and engaging speakers and workshop leaders drawn from government, 
community groups, the private sector and academia will provide ideas for action.

The conference is an opportunity to develop effective solutions to real problems. Participants 
will include public servants (both policy-makers and those involved in program development 
and frontline service delivery), academics, community group leaders and members of the 
integrity sector, from within Australia and overseas. In other words, people who need to 
work together to improve how government delivers services. 

Conference themes

Theme 1  >  Social inclusion 

The importance of social inclusion is well established within government and the community, 
but are governments and their agencies tackling the issue effectively? Are we in danger of 
paying lip service to the idea without making it happen? 

Other questions that participants will consider are:

	 >	 who are socially excluded and why?

	 >	� are government agencies and community organisations on track to making it happen? 

	 >	� what measures, such as improving accessibility to services, are needed to support 
social inclusion?

The goal of discussions around this theme is to share success stories, clarify what needs 
to be done to make social inclusion a reality, and precisely how to make that happen. 

Theme 2  >  Customer-centred services

Government services that genuinely meet the needs of all people have become a real possibility, 
thanks in part to technological advances but also to governments’ growing awareness of the need 
for accessible services. But are governments and their agencies committed to making it a reality, 
not just for people in cities with online access? And how much of the burden of service delivery 
is being passed to the community sector and at what cost?
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In addition:

	 >	� how can governments and community service providers work better together to deliver 
information and services in a way that is seamless and simple for those who receive them?

	 >	� in a complex collaborative environment, how can clear and effective lines 
of responsibility be established for customers? 

	 >	� what is the integrity sector’s wider role, if any, in the way governments approach  
customer-centred service delivery? 

The goal of discussions will be to improve service delivery to the community, both in terms 
of policy and program development, and to consider examples showcased by participants. 

Theme 3  >  Good governance and public integrity

Transparency International has commented that while Australia may do quite well in perception 
indexes, our integrity failures, scandals, inquiries and reforms continue. Is our desire to be  
well-regarded as honestly governed compromised by apathy?

Questions to be considered include:

	 >	 has the community and government become dangerously complacent about integrity issues?

	 >	� how can the integrity sector ensure that whistleblowers are not only protected,  
but that investigations generate responsive action by government?

	 >	 what anti-corruption system or model is needed for Australian government?

	 >	 should we copy the states or is there a better integrity solution?

The goal of discussion is to look at the different integrity models, challenge perceptions  
and pose innovative solutions.

Conference Program Outline

Over the two days, participants will explore the conference themes through interactive 
seminars and workshops, a conference dinner with a Q & Allan event, conference breakfast,  
and plenary panels.

Both the workshops and plenary panels will approach the themes from various angles with 
specific goals in mind. At the end of each day participants will come together to develop action 
plans they can take back to their organisations — including the Office of the Ombudsman.

Pre-conference seminars and workshops 
Hotel Realm

The seminars and workshops will focus on 
practical examples and case studies where 
innovative approaches to agency, inter-
agency and community-sector working 
relationships are achieving results.

Participants will explore the latest research, 
what it means for their sector and how it 
is being applied in different jurisdictions.

Q & Allan conference dinner  
Great Hall - Parliament House

The dinner will include a keynote address 
followed by a ‘Q&A’ style event that will 
examine the three conference themes in 
a lively and productive forum.

Conference breakfast 
Hotel Realm

The breakfast will feature a keynote 
speaker and provide an opportunity 
to exchange views and ideas.

Conference keynote speakers  
and plenary panels  
Hotel Realm

Aimed at decision-makers and featuring  
high-profile speakers, the plenary panels 
will seek to challenge established orthodoxy, 
pushing leaders in government agencies 
to renew their efforts to find better ways 
to consult and engage with the community 
on the design, implementation, review 
and renewal of programs. 
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