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OMBUDSMÄN ?

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



The Ontario Ombudsman

• Officer of the 
Legislative Assembly

• Independent of 
government 

• Established 1975

• Mandate outlined in 
Ombudsman Act



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 
organizations complained about

We are:



Who we oversee

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

• Closed meeting complaints 
in 200 municipalities

Pre-Bill 8



23,153 complaints in 2014-2015



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

Bill 8
Public Sector and MPP Accountability 

and Transparency Act, 2014

• Opens MUSH sector to 
scrutiny for first time



Arthur Maloney
Ontario’s first Ombudsman 

1975-1978

“[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,” 1979



How we work

• Complaints are triaged, referred 
or resolved wherever possible

• Investigations when warranted

• In-depth investigations of high-
profile, systemic problems

• Pro-active flagging of complaint 
trends to senior bureaucrats



Case triage

EARLY
RESOLUTIONS 

SPECIAL OMBUDSMAN 
RESPONSE TEAM 

Individual complaints
Quickly resolved

INVESTIGATIONS 
Individual complaints

        More contentious 
issues

Systemic issues



Early Resolutions

•  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



• 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

Investigations 



Funding criteria 
for breast cancer 
drug revised after 

investigation, 
high-level meeting

Reported in 
Annual Report

2014-2015

Case example:
“Good medicine”
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Serious, high-profile, 
systemic issues 
affecting large 
numbers of people



Ombudsman Report            André Marin, Ombudsman of Ontario            September 2008

Investigation into the 

Special Investigations Unit’s 

operational effectiveness and 

credibility

Investigation into the 

Special Investigations Unit’s 

operational effectiveness and 

credibility

O M BU D S M A N  R E P O R T

Investigation into the Transparency 

of the Property Assessment 

Process and the Integrity and 

Efficiency of Decision-Making at 

the Municipal Property Assessment 

Corporation
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We launch a systemic investigation when...

‣ Informal resolution of the issue has failed
or is not an option

‣ Complaints appear symptomatic of 
a larger problem with the potential to affect 
large numbers of people

‣ It is in the public interest



Results: Good governance
• Newborn screening improved

• Lotteries more secure

• Property assessment overhauled

• Unlicensed daycare monitoring 
strengthened

• Almost every recommendation since 
2005 accepted and implemented

O M BU D S M A N  R E P O R T

Investigation into the Transparency 

of the Property Assessment 

Process and the Integrity and 

Efficiency of Decision-Making at 

the Municipal Property Assessment 

Corporation
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What does it all mean to 

chool boards?



2006-2007
2007-2008
2008-2009
2009-2010
2010-2011
2011-2012
2012-2013
2013-2014
2014-2015

0 54 108 162 216 270

260
147

133
119

99
110

107
79

102

Complaints about school boards, pre-Bill 8
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Complaints about school boards:
September 1, 2015 to today

Total:  106



➡Transportation/busing

➡Property issues

➡Student discipline

➡Special education supports

➡Response to bullying

➡Communication issues, lack of 
complaint processes

Complaint topics 





Getting to know you

• Preparation for school board 
oversight began over a year ago

• 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



Getting to know us

• We have 40 years of experience, 
including handling complaints about 
school boards under supervision

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

• Request a speaker

• Follow us on social media, subscribe to 
our e-newsletter



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?

Questions?



• We refer complaints to boards 
wherever possible for local resolution

• We focus on individual 
and systemic isues

• Most complaints are resolved

• Board is given notice of 
investigations and chance to respond

• We want to hear from you

To sum up...
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