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OMBUDSMAN 2
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An official appointed to investigate individuals'
complaints against a company or organization,
especially a public authority. -Oxford English Dictionary




“The Ombudsman
brings the lamp of
scrutiny to otherwise
dark places, over the
resistance of those

who would draw

the blinds.”
- Supreme Court of
Canada Justice Dickson,
1984




Classical ombudsman model: Four pillars
Independence
Impartiality
Confidentiality

Credible process
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The Ontario Ombudsman

Officer of the
Legislative Assembly

Independent of
government

Established 1975

Mandate outlined in
Ombudsman Act




We are:

Impartial investigators - not advocates - who
make recommendations to resolve issues

Office of last resort - we step in when other
mechanisms fail or don’t exist

Confidential - complainants aren’t named
without consent, and investigations are
conducted in private

Free - no charge to complainants or ~ [SesEEEE
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organizations complained about




Who we oversee Ombudsman

ONTARIOS WAL CHD O G
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Pre-Bill 8

e 500+ provincial government
ministries, agencies, boards,
commissions, corporations
and tribunals

¢ Closed meeting complaints
iIn 200 municipalities







Bill 8

9 Public Sector and MPP Accountability

and Transparency Act, 2014

* Opens MUSH sector to
scrutiny for first time

 Adds to Ombudsman’s mandate:
82 school boards
444 municipalities
21 universities
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Arthur Maloney

Ontario’s first Ombudsman
1975-1978

g
“['The Ombudsman’s mandate should be]
extended to include such organizations as
hospitals, universities, boards of education ...
and other such bodies financed in whole or in
substantial part with public funds.”
-“Blueprint,” 19'79




How we work

Complaints are triaged, referred g
or resolved wherever possible
>

nvestigations when warranted @
=

n-depth investigations of high- W&
profile, systemic problems o

-

-

Pro-active flagging of complaint @
trends to senior bureaucrats ‘
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Case triage

INVESTIGATIONS
RESOI_UTIONS Individual complaints

More contentious
Individual complaints |

issues
Quickly resolved

SPECIAL OMBUDSMAN
RESPONSE TEAM Systemic issues £ s




Early Resolutions “’:}g

First line of contact - complaint intake \

Assessment and referral:
Recent or ongoing issue?
Frivolous or vexatious?
Tried other avenues?

Common issues are tracked
Most cases resolved in 2 weeks or less

More complex cases escalated to
Investigations or SORT




Investigations

Cases are assessed and planned; most
resolved without public report

Ombudsman staff determine whom to contact
to obtain information - may request relevant
documents, conduct interviews

We attempt resolution, including escalating
case to senior officials

Formal investigation may be launched
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CASE SUMMARIES

of 2014, even though his comn dryer - the machine on his farm using the highest amo
electricity = wasn't in use. Mis bills were close to $9,000, induding $843 in delivery charge:
$112 woeth of electricity. When he called Hydro One, he was offered a payment ir

nd was told that due %o his previous high usage, he had to pay for a higher amount ¢

be awsilable on demand

Ombudsman staff requested a review of the man’s bills and discovered that although his 201
usage justified the higher-demand rates, his 2013 usage was actually much lower, and the
charge was no longer applicable. He had been overbilled close to $6,000 in 2013, Me was
peovided with the correct bills, as well as a service charge credit of $280

Awoman who was experiencing
a third ocaurrence of HER2-

positive breast cancer was denied
funding by the Ministry foe the
chemotherapy drug Kadcyla,
akhough it was prescribed by her
orcologist. The Ministry would fund
the drug for women experiencing a
second urrence of the disease,
but not a third « despite scientific
evidence that women with third and
even fourth occumrences did benefi
from the drug. The drug cost

$4 400 every three weeks

Ombudsman staff arranged for the
woman's on gut to write to the
Executive O er of the Ontario
Public Drug Programs, as well

o8 meet with officials to discuss
the Ministry's funding criteria for
the drug. After the meeting, the
Ministry agreed to ¢ orardy
revise its funding criteria between
October 2014 and October 2017
to inchude funding for some
women experiencing third or fourth

ocarrences.

The oncologist estimated that
approcimately 100 women in
Ontario will benefit from the
temporary revision to the criteria in

the next dwee years

Case example:
“Good medicine”

Funding criteria
or breast cancer
rug revised after

iInvestigation,
igh-level meeting

Reported in
Annual Report
2014-2015




peciq| Serious, high-profile,
systemic issues
affecting large

numbers of people

mbudsman

esponse

eam
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We launch a systemic investigation when...

» Informal resolution of the iIssue has failed
or Is not an option

» Complaints appear symptomatic of
a larger problem with the potential to affect

arge numbers of people

t is in the public interest




Results: Good governance

Newborn screening improved

L otteries more secure

Property assessment overhauled

Unlicensed daycare monitoring
strengthened

Almost every recommendation since
2005 accepted and implemented
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Complaints about school boards, pre-Bill 8
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Complaints about school boards:
September 1, 2015 to today

Total: 106

10 30 40 50 60

Public EN Catholic EN B Public FR Catholic FR
Unspecified




Complaint topics

= Transportation/busing

= Property issues

= Student discipline

= Special education supports
= Response to bullying

= Communication issues, lack of
complaint processes
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Toronto
s District

School
Board




Getting to know you

Preparation for school board ,
oversight began over a year ago T

All operational staff trained on
Education Act

Survey of boards: 26 OPSBA members
responded so far

Creating database of policies, contacts

Reaching out to stakeholders
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Getting to know us

We have 40 years of experience, i/ *
including handling complaints about o
school boards under supervision

Find info on how we work in our
Annual Reports and publications online

Request a speaker

-ollow us on social media, subscribe to
our e-newsletter




Questions?

Should boards have a complaints policy?
Should boards have their own ombudsman?
Jurisdiction over Colleges of Teachers and ECES?
Privacy requirements - MFIPPA and FIPPA?
Will OO share stats and trends with boards?

Will OO tell boards of closed complaints?




To sum up..

© We refer complaints to boards
wherever Fmssibi.e for Llocal resolution

e We focus on individual
and svs&emm tsues

& Most «aompmm&s are resolved

¢ Board is given wotice of
ihvestigations and chawnce to r@.spa-md

e We want to hear from you -
e /— ——




1-800-263-1830
iInfo@ombudsman.on.ca www.ombudsman.on.ca

facebook Ontario Ombudsman

iy twitter.com/Ont_ Ombudsman
- twitter.com/Ont_ OmbudsmanFR

You§

youtube.com/OntarioOmbudsman

GNTAL

THE WATCHDOG ~ thewatchdog@ombudsman.on.ca
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