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ACCOUNTABILITY STATEMENT

The Accountability Report of the Office of the Ombudsman for the year ending March 31, 2010, is
prepared pursuant to the Finance Act and government policies and guidelines. These authorities
require the reporting of outcomes against the Office of the Ombudsman Business Plan information
for the fiscal year 2009-2010.  The reporting of the Office of the Ombudsman outcomes necessarily
includes estimates, judgments, and opinions by Office of the Ombudsman management.

I acknowledge that this accountability report is the responsibility of the Office of the Ombudsman
management. The report is, to the extent possible, a complete and accurate representation of
outcomes relative to the goals and priorities set out in the Office of the Ombudsman Business Plan
for the year.

________________________

Dwight Bishop
Ombudsman
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MESSAGE FROM THE OMBUDSMAN

The number of citizens’ concerns investigated by this Office increased again this year. Staff
commitment and competency continues to be an integral component of service. Our outreach
initiatives saw a dramatic rise, partly due to increased activity in youth and seniors education
initiatives. A proactive focus continues in the areas of youth, seniors, and corrections. Our
investigative process  resulted in numerous changes in policy and procedures of government. Several
major investigations were concluded this year. While the level of acceptance of recommendations
resulting from our investigations  remains high, four recommendations were not accepted, three were
made this year and one which had been made in the previous fiscal year. This is an area of some
concern, however we are pleased with the overall response to our interventions by government
departments.

 

Dwight Bishop 
Ombudsman
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INTRODUCTION

This report is based on the goals, priorities, and performance measures set out in the Office of the
Ombudsman 2009-2010 Business Plan and should be read in concert with that Business Plan.

The Office of the Ombudsman is comprised of four sections: Investigation & Complaint Services,
Youth & Seniors Services, Disclosure of Wrongdoing, and Administration. All permanent staff are
appointed by the Ombudsman and approved by the Governor in Council (Section 7(1) of the
Ombudsman Act). 

Mission

Fostering confidence in the public service by promoting the principles of fairness, integrity, and good
governance.

Mandate

The primary mandate of the Office of the Ombudsman is to review and respond to citizens’ concerns
arising from the administration of provincial and municipal laws in Nova Scotia. In recent years, the
mandate has expanded to include a proactive role in relation to the province’s programs and services
for youth, senior citizens, and adult correctional facilities. In 2004, under the province’s Civil
Service Disclosure of Wrongdoing Regulations, the Ombudsman was given the authority to
investigate claims brought forward by provincial civil servants concerning wrongdoing in the
workplace.
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PROGRESS & ACCOMPLISHMENTS

Strategic Goals, Priorities, and Accomplishments 

The following identify key initiatives undertaken to achieve the priorities established in the 2009-
2010 Business Plan: 

Strategic Goal 1:  Quality complaint resolution process 

Priority 1:  Complaint Processing

Ensure citizen complaints are addressed in a timely, comprehensive, objective, and independent
manner through:

• investigation, assessment, and referrals 
• utilization of alternate dispute resolution (ADR) processes
• formal investigations 
• recommendations to improve the delivery of government services

Our priorities for 2009-2010 were:

• to continue to improve complaint resolution processes 
• to identify methods to provide more timely and effective administrative review investigations

and formal investigations 
• to increase the number of resolutions obtained using ADR processes
• to maintain the number of policy and systemic reviews conducted annually

Accomplishments

Our complaint resolution process is continually monitored through individual file reviews, team
meetings, management updates, and reviews. Our quality assurance program involves regular
management review of files. All administrative review investigations and formal investigations in
excess of three months are discussed at monthly management meetings with input from the
Ombudsman Representatives. These measures allow us to determine priorities, define issues, and
monitor time frames to ensure all complaints and inquiries are processed efficiently. Over the past
number of years, there has been a steady improvement in the time frames required to conduct
administrative review investigations and formal investigations. 
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Jurisdictional complaints and inquiries increased 2% from 2008-2009 and comprised 77% of
complaints and inquiries received in this fiscal year. Our total number of Ombudsman Act
complaints and inquiries increased by 4% (2170 in 2008-2009 and 2271 in 2009-2010). We also
received 23  Disclosure of Wrongdoing inquiries/disclosures, up from 20 received in previous years.

We continue to maintain a high ratio of administrative review investigations (98%) compared to
formal investigations and systems/policy reviews (2%). 

We maintained the number of own-motion investigations conducted (5), and conducted 7  
systems/policy reviews (6 of which were outside the investigation process). An additional 16 formal
investigations were opened in this fiscal year.  Five Disclosure of Wrongdoing investigations were
initiated (Office total 33). 

Strategic Goal 2:  Awareness, access, and understanding of the Office of the Ombudsman. 

Priority 2: Education 

Advise citizens of their right to access internal departmental, and external complaint mechanisms;
their right to access the Office of the Ombudsman; and to advise civil servants of their right to access
the Civil Service Disclosure of Wrongdoing complaint mechanism. 

Our priorities for 2009-2010 were: 

• maintain awareness of citizens, officials, and employees of the provincial and municipal
government of the role of the Ombudsman

• increase awareness of the availability of our independent, transparent, objective
review/complaint resolution mechanisms, including the Regulations respecting Civil Service
Disclosure of Wrongdoing 

Accomplishments

We reached approximately 5,600 people through our outreach initiatives (community and site visits,
meetings, presentations, information sessions, and booths). This exceeds the number reached last
year by 51%. We received 65,789 hits to our website in 2009-2010, an increase of 38% from the
2008-2009 (40,299).
 
The number of administrative review investigations conducted increased approximately 2.6% (from
1698 in 2008-2009 to 1744 in 2009-2010).  Fifty-two youth evaluation surveys are included in this
number. Activity in Disclosure of Wrongdoing resulted in an increase in investigations.
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Strategic Goal 3:  Fairness and accountability in public sector administration

Priority 3. Public Service Administration and Good Governance  

Recommend and monitor amendments to policies, procedures, and legislation arising from
investigations and reviews. Through the recommending and monitoring component, the Office of
the Ombudsman advises and educates citizens, elected officials, and government employees about
the principles of administrative fairness and good governance.

A priority in 2009-2010 was:

• build on the successes of previous years regarding the development of mutual relationships
by building bridges of understanding and respect with government authorities and among
individuals within our communities through meaningful and inclusive consultations 

Accomplishments

Improved relationships with government authorities resulted in more timely and effective resolution
of concerns raised by citizens through the administrative review investigation and formal
investigation processes.

Of the 22 formal investigations under the Ombudsman Act in 2009-2010, 5 were own motion
reviews (2 public, 1 youth, and 2 adult offender). The formal policy review addressed seniors’ issues.
Of the 16 formal investigations, 15 focused on public issues, and 1 on youth. We also initiated 5
Disclosure of Wrongdoing investigations and five policy/systems reviews independent of the
investigations process.

Own motion reviews involved issues regarding:

• implementation of housing recommendations
• tribunal hearing venues
• youth placement and treatment issues
• procedures for extending time in close confinement  - adult correctional facility
• voting opportunities within adult correctional facilities 

One formal system/policy review addressed: 

• adult protection placement
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We also conducted 6 policy reviews outside of the investigation process:

• citizen complaint forms and process
• offender disciplinary system, breach of rules and disciplinary reports
• offender communication procedures
• procedures for placement of offenders in close confinement in a special handling unit
• policies and procedures relating to community service probation orders and obtaining

consent of youth 
• literacy and clear communication materials 

This year, the Office issued 37 formal recommendations as compared to 27 last year. Twenty -
five involved changes to policy, procedure, or legislation. Thirteen  have been implemented; 20
have been accepted with implementation being monitored. An additional investigation resulted in
a department preparing a settlement agreement. This issue will be resolved either through the
complainant’s acceptance of the settlement or through civil litigation. Four recommendations
were rejected, 3  were made this year and 1 was made in March 2009. The specifics of these will
be reported in the 2009-2010 Annual Report.

Two investigations in the monitoring stage at the beginning of fiscal 2009-2010 continue to be
monitored, while another three moved from monitored to closed this year. Five investigations
carried into 2009-2010 were moved to the monitoring stage. 

Administrative review investigations also resulted in numerous policy and procedure changes. 
Our role with the Civil Service Disclosure of Wrongdoing Regulations further enhances our
ability to promote fairness, accountability, and good governance. 

The following is a breakdown of the 23 allegations of wrongdoing the Office of the Ombudsman 
received in 2009-2010:

• 4 disclosures from individuals did not meet the definition of an employee under the
Regulations or policy. All individuals were provided with information on other avenues
to address their concerns

• 14 disclosures, while received from civil servants, did not meet the definition of a
potential wrongdoing. Many of these employees were exercising their rights under a
collective agreement to have a matter examined, and others were provided with
information on other avenues to address their concerns

• 5 investigations were initiated under the Regulations, one of which was requested by a
deputy head. This is a noticeable increase in disclosure investigations from previous
years.
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Initiatives with the Public Service Commission (PSC) are ongoing. At the PSC’s request, we
helped provide a framework for an investigative course. This introductory investigative course is
now available through the Corporate Training Calendar. 

This year we recommended the disclosure process allow individuals the option to report an
allegation directly to the Ombudsman, regardless of the circumstance, and not be required to
progressively disclose internally.

Information packages are provided to employees considering making a disclosure. Our toll free
inquiry line and email address provide a confidential avenue for civil servants to obtain
information. 

Disclosure recommendations made in 2007-2008 continue to be monitored to ensure
implementation.  

Strategic Goal 4:  Promote initiatives such as government policy development and review,
as well as initiatives focusing on youth, seniors, and cultural diversity

Priority 4. Complaint Prevention/Reduction

Provide a service that promotes early intervention while maintaining independence from
government.

Our priority in 2009-2010 was:

• to expand our capacity to receive requests from government officials to review proposed
and existing legislation, regulations, policies, and procedures

Accomplishments

We made recommendations to improve and clarify existing legislation, regulations, policies and
procedures, both as a result of investigations and reviews and from requests received outside of
the investigation process. 

In addition to the 5 policy/systems reviews conducted outside of the investigation process, we
provided assistance in the following areas: 

• provided a framework for an investigative course
• Youth Court Stakeholders Group
• participated in a case conferencing sentencing hearing for a youth at the request of the

judge 
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With respect to cultural diversity, we participate in the province’s overall goal of recognizing
cultural diversity and achieving it in our workplace. The Ombudsman is a member of the
Diversity Roundtable (Interdepartmental Forum). The committee’s purpose is to support and
promote the corporate human resources goal to be a public service that is representative of the
diverse community it serves, and to be a respectful and inclusive organization that recognizes
diversity as its strength. Ombudsman staff attended the ceremony celebrating International
Human Rights Day and Treaty  Day. The Executive Director is a member of the French
Language Services Committee and Partners for Human Rights. Staff members attended training
relating to healthy and respectful workplaces.

A significant component of Youth and Seniors Services is participating on youth and seniors
related advisory councils, committees, and initiatives. This provides opportunities for this Office
to provide input on policy and program development in these areas.

 Human Resource Strategy 

As of March 31, 2010, the office was comprised of 17 permanent full-time employees. Three or
17.6%, are from designated groups. The Office of the Ombudsman employs a number of
individuals each fiscal year on a casual basis, including student placements. Two of these
placements were filled by individuals from designated groups.

The average age of staff is 49.4 years ( includes permanent and casual staff ). The age of staff
ranged from 22-64. Sixty-five percent of the permanent employees are female and 35% are male.
When the casual roster is factored in, the Office is comprised of 54% females and 46% males.

The Office regularly hires students through the Career Starts Program (diversity, mentorship and
co-op). In the past year, 9 students gained experience through placements with the Office. Two
students were from the Office Administration Program, Nova Scotia Community College, while
another two were Pro Bono Canada students from Dalhousie Law School. We also placed
students from Mount Saint Vincent University, McGill University, Compu College, Dalhousie
Commerce and the School of Social Work.

The Office of the Ombudsman has an Occupational Health and Safety (OH&S) Representative
on the Legislative Agencies Committee. The Committee focuses on safe work practices and
OH&S training requirements for staff. 

The Office had no occupational health and safety incidents in the past fiscal year.
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FINANCIAL RESULTS

Office of the Ombudsman
Budget Expenditures

2009-2010

Core Business Budget Actual

($ thousands) ($ thousands) 

Gross Expenses 1658 1559

Net Program Expenses 1658 1559

Salaries & Benefits 1428 1354

Staff ( FTE’s) 17 17

 
The Office of the Ombudsman spent 94% of the allotted budget. The variance is due to savings
in operational expenses.
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PERFORMANCE MEASURES

We continue to realize benefits from our reorganized structure and permanent placements. We
expanded our outreach initiatives and met or exceeded the majority of the identified performance
targets.

Core Business Area 1: Complaint Processing

Ensure citizen complaints are addressed in a timely, comprehensive, objective, and independent
manner through:
• investigations, reviews, assessments, and referrals 
• utilization of alternate dispute resolution (ADR) processes
• formal investigations
• recommendations to improve the delivery of government services

Outcome 1: An efficient and effective (quality) complaint resolution process. 

Measure -  the timely completion of administrative review investigations and formal
investigations.

What Does this Measure Tell Us?

The time frame required to complete administrative review investigations and formal
investigations is one of the components which determines our effectiveness.  

Where Are We Now? 

Despite an increase in the number of administrative reviews undertaken over the last number of
years, our time frames for completing administrative review investigations continues to improve.

Administrative Review Investigation Time Frames

2007-2008 2008-2009* 2009-2010

1-7 days 921 59% 1139 69% 1235 73%

8 days - 4
weeks

318 20% 257 16% 220 13%

4 weeks plus 334 21% 241 15% 237 14%

Total 1573 100% 1637 100% 1692 100%

     * Although the actual numbers remain the same, the percentage value has been revised. These time frames 

        include youth meetings but not youth surveys.
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Time frames for completing formal and disclosure investigations and systems/policy reviews
have also declined over the past number of years. We are also addressing more in-depth, complex
matters.  

Formal & Disclosure Investigations, System/Policy Reviews Time Frames

Investigations opened in 2009-2010 with
recommendations being monitored  

 4 - average age when completed 7.5 months 

Investigations opened and closed in 2009-2010 9 - Ombudsman Act - average age when
completed 7 months 
1 -Disclosure  - average age when completed 3.25
months

Investigations opened in 2009-2010 and carried
over into 2010-2011  

9 -  Ombudsman Act  -average age on March 31,
2010 5.5 months
4 - Disclosure - average age on March 31, 2010
4.25 months

Two investigations initiated in the previous year were still ongoing and averaged 12.75 months at
the end of fiscal 2009-2010. We anticipate both will be closed in the 2010-2011 fiscal year.

Where Do We Want to be? 

Our goal is to complete all administrative reviews investigations, formal investigations, and
systems/policy reviews within a one year period. We believe our enhanced quality assurance
process and management reviews are working to ensure we meet this goal. We will also continue
our education initiatives to ensure all government officials are aware of the role and mandate of
this Office as well as their reporting obligations during investigations. 

Outcome 2: Increased awareness of the role and mandate of the Office and an increase in
public confidence and accountability of government

The measures of this outcome are:

• reduction in the number of formal investigations
• increased usage of ADR

What Does this Measure Tell Us?

Our focus over the last number of years has been to encourage the resolution of complaints
informally. We continue to strive to ensure these resolutions are meaningful and address
potential long term or systemic issues. This approach provides staff with an opportunity to
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identify and address systemic issues through policy and program reviews. The ratio of
administrative review investigations  as compared to formal investigations and policy reviews
indicates that staff of the Office of the Ombudsman are successfully addressing issues and that
government officials are working cooperatively to improve service delivery.

Where Are We Now? 

This year, administrative review investigations comprised 98% of investigations undertaken, .
Formal investigations, policy/system reviews comprised 2% of investigations conducted.  We 
surpassing our goal of keeping formal investigations, policy/system reviews to less than 8% of all
investigations. 

The number of jurisdictional matters addressed increased by 2.6%, from 1,698 to 1,744.  This
includes 1,199 administrative review investigations, 493 meetings with youth in care or custody
and 52 youth evaluation surveys. The Office also addressed 527 non-jurisdictional inquiries.

The number of complaints from adult offenders declined from 286 in 2008-2009 to 211 in 2009-
2010, a decrease of 26%. This may be due in part to our own motion investigations and policy
reviews of offender issues. The number of complaints regarding offender health issues did not
see a similar improvement and was consistent with last year (95 and 94).

A significant number of administrative reviews resulted in changes in government policies,
procedures, and actions which contribute to improvements in the delivery of government
services. We made a positive impact in the vast majority of cases. 
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Administrative Investigation Reviews

TOTAL with Positive Outcomes*

1058

Assistance Rendered to Complainant 802

Resolved for the Complainant 117

Resolved for the Public Body/Properly Implemented 125

Settled between the Parties 14

Discontinued/Withdrawn 8 3

Administrative Review investigations carried into
 2010-2011  

58

TOTAL Administrative Reviews
1199

     Total does not include 493 youth meetings and 52 youth evaluation surveys 

Formal Investigations and Reviews

Formal investigations opened in 2009-2010 16

Own Motion Investigations   5

Formal System/Policy Reviews  1

Disclosure of Wrongdoing Investigations 5

System/Policy Reviews (outside of investigation process) 5

TOTAL  32

Other

Meetings -Youth in Care and Custody 493

Youth Evaluation Surveys 52

Disclosure of Wrongdoing inquiries  23

Non-jurisdictional inquiries 527

TOTAL  - Other 1095

TOTAL - all inquiries, contacts, investigations, and reviews. 2327
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Where Do We Want to Be?

We want to maintain the ratio of less than 8% investigations as compared to administrative
review investigations. We also want to continue to increase the number, scope, and complexity of
systems and policy reviews.

Core Business Area  2: Education    

Promote citizen and government awareness and understanding of the Office of the Ombudsman.
Our communications strategy clarifies our role and mandate, and increases citizens’ accessibility
through:

• presentations/meetings
• pamphlets/brochures
• group targeting (i.e., youth and seniors)
• increased media contact and coverage 

The outcome is increased awareness of the role of the Office, including administrative fairness.
The measure is an increase in the number of individuals receiving information on the role of the
Office of the Ombudsman.  

What Does this Measure Tell Us?

Increasing the number of individuals receiving information on the role of the Office of the
Ombudsman ensures more Nova Scotians are aware of, and have a more accurate understanding
of our Office.

Where Are We Now?  

This year, the Office reached approximately 5,600 people through its outreach efforts, an increase
of 51% from last year. Outreach efforts included presentations, information sessions, meetings,
community visits and information booths, including two Seniors Expos. Community Outreach
sessions were hosted in the following communities: Bridgetown, Halifax, Windsor, Dartmouth,
Wolfville, Bridgewater, Port Hawkesbury, Amherst, Sydney, Inverness, Cherrybrook, Yarmouth,
Kentville, Millbrook, Truro, Bedford, Indian Brook, New Glasgow, Canning, New Minas,
Middleton, Shelburne and, Antigonish. We were also interviewed by the media on four
occasions.

We focused on youth and seniors in many of the education initiatives listed above. We conducted
170 site visits to youth in residential, secure care, and custody and issued 25 reports regarding
youth issues. Fifty-nine site visits were made to seniors’ residential care facilities reaching 121
people and nine presentations on seniors issues reached an additional 422 individuals.



Office of the Ombudsman

18

Approximately 529 people visited our booths (Seniors Expo in Halifax and Windsor).
Ombudsman Representatives also participate on a variety of committees focusing on youth and
seniors in order to increase our awareness of youth and seniors’ issues; to provide input on
program and policy development; and to increase awareness of our Office and mandate.

Over 8,000 pieces of communication material were distributed in this fiscal year. These were a
combination of brochures and posters in English, French and Mi’kmaq, lapel pins, the
Ombudsman Act, annual reports, magnets, as well as Disclosure Regulations and information
packages, in addition to the annual GroupWise communication e-mail sent to members of the
Public Service regarding the Office of the Ombudsman’s role in the disclosure area.

Where Do We Want to Be?

In addition to the increased activity in the youth, seniors, and adult offenders areas, we want to
increase our capacity to conduct more outreach initiatives in all areas covered under the
Ombudsman Act and the Disclosure of Wrongdoing Regulations. This will allow Ombudsman
Representatives to meet with individuals in their communities thus increasing the accessibility of
the Office to Nova Scotians.

Core Business Area 3: Public Service Administration and Good Governance   

Promote fairness and accountability in public sector administration through:

• identification of specific and systemic issues
• research and investigation of systemic issues
• issuance of recommendations and monitoring compliance
• education/training 

The outcome is accountability in the delivery of government programs and services.  The
measure is the number of recommendations accepted.

What Does this Measure Tell Us?

Acceptance of recommendations indicates that the Office of the Ombudsman is conducting
effective investigations and reviews, properly identifying the issues, and offering meaningful
recommendations and resolutions. 

Where Are We Now?
0
The Ombudsman made 37 formal recommendations under the Ombudsman Act in 2009-2010.
Thirteen have been implemented; 20 have been accepted with implementation being monitored.
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Many of these recommendations address systemic issues and have far reaching impacts. Four
recommendations were rejected, 3 were made this fiscal year and 1 was made in March 2009. 

The Office continues to monitor the implementation of recommendations made prior to 2008-
2009 in 5 Ombudsman investigations and 1 from a disclosure of wrongdoing investigation, 
involving recommendations made 2 years ago.  Progress is being made in their implementation.

Numerous changes also occurred as a result of our less formal administrative review
investigations. 

Where Do We Want to Be?

Our goal is to continue to strive to obtain 100% acceptance of recommendations, as well as to
increase the number of positive outcomes of administrative review investigations. In order to
achieve this, we will continue to enhance our working relationship with government and to
increase awareness of our role. We will also continue to conduct thorough investigations and
develop recommendations to resolve outstanding issues. 

Core Business Area  4:  Complaint Prevention/Reduction  

Promote a problem-solving model that embraces prevention, early identification, consultation,
and resolution of issues through: 

• increasing Office of the Ombudsman presence, particularly with respect to target
groups

• building relationships within government and segments of the community
• participating in policy development and review committees/processes
• utilizing ADR processes

Outcome 1: Increase the number of reviews of legislation, regulations, and policies

The measure is the number of requests received by this Office from provincial and municipal
government entities to review proposed amendments to legislation, regulations, and policies.   

What Does This Measure Tell Us? 

Requests initiated by government bodies outside the complaint resolution process indicates that
these entities consider our input to be meaningful. It also demonstrates that our efforts to increase
collaborative working relationships are obtaining positive results.
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Where Are We Now?

In 2009-2010, in addition to the policy input associated with the complaint resolution process, we
conducted 5 policy/systems reviews outside of the investigation process.  These stem from
requests by departments, or are issues that we believe warrant our intervention.  

We continue to work with the Public Service Commission (PSC) to identify what resources and
supports are needed to ensure that employees are aware of the Regulations respecting Civil
Service Disclosure of Wrongdoing. 

Where Do We Want to Be?

We would like to continue to increase the number of requests from government officials for our
advice and input as this demonstrates an increased awareness and confidence on the role of the
Office of the Ombudsman. We would also like to increase our capacity to expand these proactive
initiatives through increased resourcing.

Outcome 2 : An increased presence in the areas relating to youth, seniors, and cultural
diversity.  

The measure is the number of site visits conducted.

What Does This Measure Tell Us?

Site visits to youth and seniors’ facilities allow us to provide our services directly to many youth
and seniors in care and custody of the province. 

Where Are We Now?

In 2009-2010, 170 visits were made to youth in care and custody facilities, an increase of 9%
from 155 in 2008-2009.  The number of youth reached during these visits decreased by 7% (493
from 530). 
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Youth Site Visits

Location Site Visits  Youth  Present Reports Issued

Residential Child-Care Facilities 86 221 -

Wood Street Centre (Secure Residential
Facility)

27 108 12

Nova Scotia Youth Facility 25 140 12

Police Services 12 - -

Cape Breton Youth Detention Facility 12 4 1

Halifax Youth Attendance Centre 8 20 -

Total 170 493 25

Seniors Site Visits 

Location Site Visits Seniors present Reports Issued

Senior Residential Facilities 59 121 -

Site visits to Senior Residential Facilities increased by 70% and the number of seniors reached increased by 54% 

Where Do We Want to Be?   

We exceeded the number of youth site visits in this fiscal year. We also increased the number of
seniors site visits and people reached. Revisions to our strategy for seniors are on going to ensure
we maximize the impact of our efforts in this area. 

We continue to increase awareness of our role and mandate among various cultural communities,
and in particular the African Nova Scotian and Aboriginal communities.   

In addition to our bilingual Annual Report, a Bilingual Ombudsman Final Report was released in
this fiscal year. The Ombudsman Website was revamped this year and has many sections in
French and English. 
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