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The State Comptroller also acts as Ombudsman, 
and he fulfills this function by means of the 
Office of the Ombudsman. The Office is an 
objective, professional and accessible body 
that investigates complaints received from any 
person in order to protect his/her rights and 
to promote effective and just public service 
at all levels of society.



Esther Ben-Haim
 Head of the Office of

the Ombudsman

Jerusalem, June 2020

 Matanyahu Englman
State Comptroller 

and Ombudsman

Complaints are handled by the office in various ways and 
every complaint is investigated in the manner best suited 
to it. Among others, the investigation of complaints makes 
use of the "undercover client" and the on-site inspection. 

The Office carries out many important 
activities in order to increase its accessibility 
and expose its activities to the public in general 
and to populations deserving special attention 
in particular.

Among other things, the Office operates regional reception 
bureaus in Nazareth, Lod and Be'er Sheva, in addition to 
the reception bureaus located in the offices of the State 
Comptroller and Ombudsman in the three major cities - 
Jerusalem, Tel Aviv and Haifa.  The Office's bureaus comprise 
staff members who speak Hebrew, Arabic, English, Russian, 
Amharic, French and Spanish.  As a rule, persons requiring 
the services of the Office are received in the bureaus by 
staff members who speak their language and with whom 
they can consult and file their complaint verbally.

The legislator also granted the Ombudsman authority to 
issue a protection order - provisional or final - to employees 
whose rights have been infringed by their superiors as 

a result of their exposing acts of corruption.  In 2019, 57 
complaints were filed by employees about such violations of 
their rights.  The investigation of 64 complaints of this kind 
was completed by the end of the year (including complaints 
filed in previous years).

We wish to thank all the staff of the Office, who work 
diligently and professionally to assist complainants in 
the exhaustion of their rights and in their relations with 
government authorities.

On a final note, we are looking ahead and doing everything in 
our power to diversify the ways of complaint investigation, 
to make it easier to contact the Office and to increase its 
accessibility to populations worthy of special attention.  
We invite the general public to continue to contact the 
Office. Keep on seeking help from us whenever you encounter 
difficulty in exercising your rights and in receiving services 
from public bodies. 



In the State of Israel, the State Comptroller also 
serves as Ombudsman.  This integration of functions 
is unique in the world, and is of great benefit.  The 
Ombudsman performs his function by means of the 
Office of the Ombudsman (the Office).

The goal of the Ombudsman is to act as a mouthpiece 
for every person, and in particular for populations 
that deserve special attention; to assist persons, 
whose rights have been infringed, in their relations 
with government authorities.  The actions of the 
Ombudsman help the public and contribute to the 
improvement of public administration and the 
strengthening of the democratic regime in Israel.

The Head of the Office of the Ombudsman was 
appointed in 2017 by the State Audit Affairs Committee 
of the Knesset (Parliament), upon the  proposal 
of the Ombudsman.  At the end of 2019, the Office 
comprised 103 employees - 81 lawyers, 3 social 
workers and 19 administrative staff members who 
assisted in the handling of complaints.

Every year the Ombudsman presents a report on 
his activities in the preceding year, including a 
general review of the activities of the Office and a 
description of the handling of selected complaints.  
The report is tabled in the Knesset1.

The Office of the Ombudsman acts in multifarious 
ways to raise public awareness of its existence 
and of the possibility of the individual to receive 
assistance from it in order to ensure the exhaustion 

 Making the
 Office of the
 Ombudsman
accessible to 
the public

[1] The full report (in Hebrew) can be found on the website 
of the Office of the State Comptroller and Ombudsman.04
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of his or her  rights.  The following are 
examples of the ways in which this is done:

Operation of reception bureaus 
The Office operates regional reception 
bureaus in the social and geographical 
periphery of Israel.  The activity of the 
reception bureaus enables those who 
have difficulty in contacting the Office by 
digital means to file complaints in order 
to ensure the exhaustion of their rights.

Making the Office accessible to 
people speaking different languages
The staff of the bureaus of the Office 
speak Hebrew, Arabic, English, Russian, 
Amharic, French and Spanish, thereby 
assisting complainants who speak these 
languages.

Informational activities
The Office conducts continual 
informational activities throughout the 
year, in order to raise the awareness 
of different populations as to the 
possibility of receiving assistance from 
the Ombudsman. In 2019, the staff of the 
Office conducted informational activities 
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for different bodies, such as associations 
for rights exhaustion, schools and 
social services departments in the local 
authorities, as well as informational 
activities in Arabic and Russian in the media 
and social networks.  Furthermore, the 
Office held meetings with representatives 
of social organizations and with activists 
representing different population groups, 
in order to receive from them ideas and 
insights as to how to make the services 
of the Office accessible to particular 
populations.  The Office has already begun 
to implement some of the ideas and insights 
gathered from the meetings.
   

Presentation of a catchy and concise 
explanatory video
The video "Simply file a complaint" in 
Hebrew, Arabic and English, details the 
authority of the Office and ways of 
contacting it.  The video can be viewed on 
the website and Facebook page of the Office 
of the State Comptroller and Ombudsman.  

Publ ication of  in formation 
pamphlets
The Office has issued two newly designed 
information pamphlets for the general 
public in different languages: the "Office 
of the Ombudsman" pamphlet and the 
"Mediation in the Office of the Ombudsman" 
pamphlet.

Cooperation with rights-exhaustion 
bodies
In 2019, the Office launched the programme 
"The Office of the Ombudsman in the 
Community".  In the framework of the 
programme, a call went out to bodies 
dealing with the exhaustion of rights, 
which have reception branches in the 
periphery - inviting them to offer 
suggestions for cooperation with the 
Office on this subject.  According to the 
call, teams of the Office will go to the 
reception branches of the said bodies in 
the periphery, will meet with the residents 
of the area and encourage them to exercise 

their rights, including filing a complaint.  
The teams of the Office will also instruct 
the volunteers of these bodies and 
explain to them when they can receive 
assistance from the Office, or transfer 
to it complaints that it is authorized to 
investigate.

Adapting accessibility for a disabled 
person wishing to file a complaint
The Office of the Ombudsman adapts 
accessibility to the needs of every disabled 
person wishing to receive its services, 
including the filing of a complaint, in 
accordance with the provisions of the law.

Running a website
The website of the Office of the State 
Comptroller and Ombudsman acts as an 
important media channel for conveying 
information to the public and receiving 
information from the public.  The website 
contains accessible online forms for the 
filing of complaints.
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https://www.youtube.com/watch?v=oXbXsvFjs7M
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In 2019, the Head of the Office of the Ombudsman 
met with the senior management of central public 
bodies in order to clarify prominent issues arising 
from the complaints about them and to examine 
ways of cooperating.  The Head of the Office also 
heard the opinions of these bodies as to how to 
present in the Office's annual report the data 

Contact with the 
public bodies2
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In 2019, the Office of the Ombudsman organized a 
special conference, the first of its kind, on the 
theme "Multi-Dimensional Protection of Social Rights 
in Israel". The conference, which took place in the 
Shalva National Center3 in Jerusalem, was attended 
by some 300 guests who deal with the important 
task of handling public complaints in the public 
sector of Israel. The participants included people in 
charge of public complaints and internal auditors in 
government ministries, local authorities and other 
public bodies, as well as representatives of social 
organizations. Those attending the conference, 
which discussed different dilemmas arising from 
the investigation procedure, received progressive 
tools for the handling of complaints.

State Comptroller and Ombudsman, Matanyahu Englman, Head of the 
Office of the Ombudsman, DR. Esther Ben-Haim and former Austrian 
Ombudsman and IOI Secretary General, Dr. Günther KrAuter.

:



emanating from the complaints, so as to 
convert the report into a useful working 
tool for them. 

The heads of department of the Office 
also met with central figures in the 
bodies concerning which they investigate 
complaints, in order to clarify the issues 
that had arisen in the course of the 
investigation of the complaints.

[2] Bodies in the public sector that the Office of 
the Ombudsman is authorized to investigate 
complaints about.

[3] The Shalva National Center is an institute 
that provides unique services to children 
with special needs and their families, in a 
loving and supportive environment. 09

Panel Discussion at the conference "Multi-Dimensional 
Protection of Human Rights", Jerusalem, October 2019

It should be pointed out that the staff 
of the Office give lectures to public 
servants in charge of public enquiries and 
complaints in the different bodies, and 
meet with them on a regular basis.  At these 
meetings and lectures, the cooperation 
ties are strengthened, and the staff of the 
Office share with the bodies professional 
knowledge accumulated by the Office 
relating to the handling of complaints.



[4] Letter of complaint: a letter from a complainant containing one or more complaints about a public  body. Complaint: Claims of the complainant about 
a public body. Some of the complaints may include more than one complaint about a public body. 

Breakdown of complaints by public 
bodies 
The Office is aware of the fact that as 
a rule, the number of complaints about 
a particular body as opposed to other 
bodies does not necessarily inform about 

the quality of service of the body.  It is 
natural that the number of complaints 
filed about a body providing services to 
a large number of people will be higher 
than the number of complaints filed 
about a body providing services to a small 

number of people.  However, a multi-year 
examination of the number of complaints 
received about the same body can better 
demonstrate the functioning of the body 
throughout the years. 

Data on complaints in 2019
letters of complaint 
were received in 2019

14,263

(compared with 
14,461 in 2018)

In 2019, the Office of the Ombudsman received 13,579 letters of complaint4 about 
public bodies which may by law be subject to investigation by the Ombudsman and 
a further 684 letters of complaint about bodies which may not by law be subject 
to investigation by the Ombudsman - in total 14,263 letters of complaint (in 2018, 
the Office received 13,617 letters of complaint about bodies which may be subject 
to investigation by the Ombudsman and a further 844 letters of complaint about  
bodies which may not be subject to investigation by the Ombudsman - in total 
14,461 letters of complaint).
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Number of letters 
of complaint about 
selected bodies 
received in
2017 - 2019

11

 41%
of the 

complaints

Results of complaint handling in 2019

were found justified or the matter of 
the complaint was rectified without the 
need for the Office to reach a decision

Ministry of 
Transport

2019

936

2018

824

2017

509

National Insurance 
Institute

2019

898

2018

1,101

2017

979

Israel Postal 
Company Ltd.

2019

711

2018

864

2017

897

Ministry of 
Health

2019

916

2018

504

2017

376

The following table presents the bodies about which the highest number of 
complaints was received in 2019; the number of complaints received about 
each body in the years 2017 and 2018 is also shown.  
The four bodies concerning which the highest number of complaints was 
received in 2019 are: Ministry of Transport and Road Safety, Ministry of Health, 
National Health Insurance and Israel Postal Company Ltd. 

The data show that there was a significant change in the number of complaints 
received about some of these bodies during these years.  For example, the 
number of complaints about the Ministry of Transport and Road Safety 
(Ministry of Transport) increased in the said years 1.8 times, and the number 
of complaints about the Ministry of Health increased 2.4 times; in contrast, 
the number of complaints about the Israel Postal Company Ltd. decreased 
in the said years by 21%.



The bodies concerning which the percentage of justified complaints exceeded the 
overall percentage of justified complaints

38.2%

Ministry of 
Education

53.4%

Ministry of Labour, Social 
Affairs and Social Services

69.2% 41%

Ministry of 
Health

Israel Tax 
Authority

Israel Postal 
Company Ltd.

Ministry of 
Transport

73.5% 42.6%

35.2%
Percentage of justified 
complaints

of the total number of 
complaints investigated 
by the end of 2019 were 
found justified
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The percentage of complaints of 
women concerning benefits, housing 
and education was higher than the 
percentage of complaints of men.

benefits

housing

education

Breakdown of complaints by 
complainant's place of residence
In the southern region and the Tel Aviv district, 
the number of complaints per 10,000 residents 
was the highest, whereas in the northern region 
and the Haifa district, the number of complaints 
per 10,000 residents was the lowest.

 Breakdown of complainants by gender

6,526

Corporations

Men
4,346
Women

1%

40% 59%

[5] Complainants who filed several complaints in 2019 were counted once only.

Total 10,9775
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45.3%

54.7%

45.6%

54.4%

38.6%

61.4%



Data on 
complaints in 
the last decade 
(2010 - 2019)

With the closure of the decade, the Office of 
the Ombudsman has found fit to present here a 
special summary of prominent data relating to the 
complaints received by the Office during this period.

Total 13,97611,7902010

Total 14,88013,3712011

Total 15,12313,6712012

Total 14,63713,2172013

Total 15,83413,6412014

Total 12,59911,8772016

Total 14,46113,6172018

Total 17,16914,9772015

Total 13,57312,8222017

Total 14,26313,5792019

Bodies which may not by law be subject to 
investigation by the Ombudsman

Bodies which may by law be subject to 
investigation by the Ombudsman

As the following table shows, from 2010 to 2015 there 
was an upward trend in the number of complaints about 
public bodies; the year 2016 saw a decrease in the number 
of complaints; and in the years 2017 - 2018 there was again 
a significant rise in the number of complaints.  In 2019 
there was a slight decrease in the number of complaints.
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How complaints were received
From 2010 to 2019 the number of complaints filed 
annually by digital means6 increased by 90% while 
the number of complaints sent annually by regular 
mail decreased by 80%.

[6] By means of an online form found on the website or by email.

of the complaints 
received by the Office in 
the last decade related 
to public service.
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digital means regular mail

49%
The investigation of

of the complaints on 
this subject were found 
justified or the matter of 
the complaint was rectified 
without the need for the 
Office to reach a decision.

Breakdown of complaints by subject in 
the last decade
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Changes in the number of complaints per 
100,000 persons that were received in the 
last decade concerning public bodies 

Measuring the number of complaints filed annually 
per 100,000 persons, in accordance with the number 
of residents registered in the Population Registry of 
Israel in that year, can provide information about the 
functioning of the public body throughout the years.

The Ministry of Health and the Ministry of Transport 
are the two public bodies concerning which in the 
years 2010 to 2019, there was the highest increase 
in the number of complaints per 100,000 persons 
(a threefold increase). In contrast, the number of 
complaints received per 100,000 persons concerning 
the National Insurance Institute in the same years 
decreased by 42%, and concerning Israel Police by 23%.

Percentage of justified complaints 
The overall percentage of justified complaints rose 
in the last decade.  In 2010 the overall percentage of 
justified complaints was 28% and in 2019 - 35%.
The highest increase in the percentage of justified 
complaints in the last decade relates to the Ministry 
of Health (more than threefold) and the Israel Postal 
Company Ltd. (double). 

Other matters that were the subject of many complaints 
in the last decade were consumer issues, collection 
and execution, benefits, housing and accommodation, 
taxes, monies, welfare and education.

monies

NIS

benefits

taxes

education

 housing and
accommodation

welfare

collection and 
execution

 consumer
issues
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The Office of the Ombudsman is authorized to investigate 
complaints in any way it sees fit, and is not bound by 
rules of procedure or laws of evidence.
  
The Office may request from any person or body 
information and documents likely to assist in the 
investigation of the complaint.

The Office has an extensive toolkit for investigating 
complaints, and the mode of investigation of every 
complaint is adapted to achieve the optimal result 
in the opinion of the Office.  The following are a few 
of the tools used by the Office in the investigation 
of complaints:

Investigation of 
complaints
the Office's toolkit

Employees of the Office 
as "undercover clients"
This mode of investigation is adopted to establish 
firsthand if indeed the service provided by the body 
was defective. 

On-site inspections
Experience teaches that nothing exceeds actually 
seeing things, and thus the staff of the Office visit 
sites in order to ascertain quickly and on the spot the 
impediment complained about and to bring about the 
rectification of the matter within a short space of time. 

Mediation procedures 
Over almost a decade, and even more so in recent years, 
the Office has been utilizing mediation procedures in 
complaint investigation.

The mediation process, which is conducted by staff 
members of the Office who are certified mediators, 
enables the parties to voice their interests relating to 
the issue in dispute, thereby promoting in an optimal 
way the resolution of the conflict between the parties.
78% of the mediation sessions that took place in 2019 
led to the successful termination of the dispute 
between the parties.
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The Ombudsman visits a school in Lod

- 
a
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The Office is often happy to find that 
when the public body discovers that 
it was faulty in its manner of acting or 
deems that in the circumstances of the 
case  it should have acted differently, it 
decides on its own initiative to rectify 
the defect or act ex gratia. The Office 
of the Ombudsman has decided to 
highlight these bodies in the report 
and commend them.

Investigation with several public bodies
When the Office perceives that all the public bodies 
involved are renouncing their responsibility to handle 
the matter of the complaint, or that the handling of 
the complaint requires the cooperation of all the 
bodies, it initiates a meeting with representatives of  
the bodies to encourage them to take responsibility for 
the handling of the complaint and to work together 
on the matter.  The Office also monitors the handling 
of the issue by the bodies, in order to ensure that 
the matter of the complaint is being dealt with in 
the best way.
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For example, a "kind word" was 
given to the Central Elections 
Committee, which acted swiftly 
to help the complainant who 
claimed that the polling station 
to which he had been allocated 
was situated at a long distance 
from his home and the way to it 
was unsuitable for pushchairs - 
for these reasons it was difficult 
for him to exercise his right to 
vote. The Central Elections 
Committee examined whether 
the transfer of the polling 
station to another location 
would benefit the majority of the 
residents of the neighbourhood 
in which the complainant lived 
and following its examination, 
decided to transfer the polling 
station to the location requested 
by the complainant.

Accelerated investigation

The Office acts to locate complaints 
that can be investigated and settled 
quickly, such as by a telephone call. The 
accelerated investigation enables the 
Office to inform the complainants about 
its findings within a short space of time.

Basket of remedies

Upon completing the investigation of 
a complaint, the Office notifies the 
complainant and the body complained about 
as to whether or not the complaint has 
been found justified.  If the investigation 
of the complaint discloses a defect in 
the action of the body that requires 
rectification, the Office notifies the body 
how it must rectify it and by when it must 
do so, and monitors the rectification of 
the defect.

Complainants whose complaints have 
been found justified can receive various 
remedies, according to the defects 
disclosed by the investigation of their 
complaints, including:

+ Termination of the act that is harmful 
to the complainant

+ Exhaustion of the right of the 
complainant that has been infringed

+ Restitution of monies collected 
illegally

+ Payment of monetary compensation to 
the complainant

+ Written apology of a representative 
of the body

+ Regulation of the matter of the 
complaint in a written procedure or the 
refreshment of existing procedures 
with the staff of the body

+ Provision of any order deemed fit and 
just by the Ombudsman, including a 
provisional order, in order to protect 
the rights of an employee who has 
exposed an act of corruption in the 
body in which he works, taking into 
account the appropriate functioning 
of the body.
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From the specific to the general - 
rectification of a widespread defect

The investigation of a complaint often 
discloses a general defect in the manner in 
which a public body has acted.  In such cases, 
the Office does not suffice with providing 
a remedy to the complainant, but also 
points out the need to rectify the general 
defect, to prevent it from harming others.  
In this way, the Office not only assists the 
complainant himself, but also contributes 
to an improvement in the actions of public 
administration and to the protection of all 
those requiring public service. 

For example, a complainant in the advanced stages of 
pregnancy complained that the staff of an Income Tax 
office of the Israel Tax Authority (Tax Authority) did not 
excuse her from standing in  line, as required by law.  
Following the intervention of the Office, the Tax Authority 
notified it that it would issue a procedure to all its 
employees relating to the eligibility of certain persons to 
exemption from standing in line when receiving service, 
including pregnant women and senior citizens aged over 
80.  The work of the Office in this matter is not over, 
and it is presently investigating similar complaints 
concerning other bodies, its intention being to ensure 
that these bodies also conform to the law.

142
complaints

This year, the investigation of

 led to the rectification of
general defects
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The following are issues arising from complaints 
that the Office chose to examine "from a wide 
perspective" in 2019: 

 The handling of applications for 
 subsidies in tuition fees for the 
 children of working mothers

 In 2019, the Office received 142 complaints 
about the Department for Daycare Centres 
and Nurseries in the Ministry of Labour, Social 
Affairs and Social Services (Ministry of Labour).  
61% of the complaints investigated by the Office 
were found justified, or the matters raised in 
them were rectified.  This percentage is higher 
than the overall percentage of complaints that 
were found justified, or in which the matter 
of the complaint was rectified (41%). 64% of the 
complaints filed about the Department 

Examination 
of complaints 
"from a wide 
perspective"

Sometimes the Office receives a large number of 
complaints about a particular matter or perceives, 
following the investigation of a specific complaint, 
the existence of a wide-ranging problem which is 
not related to the complainant's matter.  In these 
cases, the Office extends the investigation and 
delves deeper into the issue, in order to effectuate 
the rectification of the general defect disclosed 
by the complaint. 21
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for Daycare Centres and Nurseries 
concerned the level of eligibility for 
subsidization of tuition fees by the 
Ministry of Labour.  Regarding these 
complaints, 73% were found justified, 
or the matter was rectified.

 In the course of the year, the Office 
pointed out to the Ministry of 
Labour defects in matters such as 
the unreasonable delay in monetary 
reimbursements and the delay in 
examining applications for a discount in 
afterschool tuition fees for children 
with developmental impediments. 

 Handling of applications for 
 disabled parking permits

 In 2019, the investigation of 181 
complaints about the Unit for the 
Handling of the Mobility Disabled in the 
Ministry of Transport was completed.  
These complaints concerned the Unit's 
handling of applications for disabled 
parking permits.  79% of the complaints 
that the Office was authorized to 

investigate were found justified or the 
matter of the complaint was rectified.  
The Office pointed out to the Director 
of the Licensing Division, among 
other things, the need to improve 
the work procedures of the Unit for 
the Handling of the Mobility Disabled 
in the Licensing Division.  The Office 
also pointed out to the Director of the 
Licensing Division the need for doctors 
working on behalf of the Unit to check 
carefully the documents attached 
to the applications for disabled 
parking permits, in order to prevent 
erroneous decision-making, delays in 
receiving the permits and anguish to 
the disabled persons in need of them. 

 Functioning of the Medical 
 Cannabis Unit in the Ministry 
 of Health

 In recent years, the number of 
applications from the public for 
medical cannabis has increased.  Data 
given to the Office by the Medical 
Cannabis Unit (the Unit) revealed that 
in the years 2018 and 2019 the number of 
people holding permits doubled (some 
32,000 in 2018 as compared with some 
65,000 in 2019).

 It was found that in the years 2017 and 
2018 there was a 235% increase in the 
number of complaints received in 

Photograph: shutterstock
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the Office about the Unit (74 letters of 
complaint in 2017, as compared with 174 
letters of complaint in 2018), and in 
2018 -2019 there was a 307% increase 
in the number of complaints (534 
letters of complaint in 2019).  In total, 
in the years 2017 - 2019 the number 
of complaints filed with the Office 
about the Unit  increased drastically 
by over 700%.

 The Office made observations to the 
Ministry of Health, among other things, 
about the delays in the Unit's handling 
of applications for permits for the use 
of medical cannabis and the renewal 
of the permits, about the failure of 
the Unit to reply to emails sent to 
it by patients and about difficulties 
in transferring applications and 
documents to the Unit and in receiving 
documents from it through the 
computerized system.

 After the "Medicalization Reform" came 
into force in April 2019, many complaints 
on the subject were filed with the 
Office.  The Office pointed out to the 

Unit systematic defects disclosed 
by the investigation of complaints 
concerning the implementation of 
the reform, such as the fact that it 
affected the sequence of treatment of 
the patients and the fact that the list 
of doctors supposed to grant permits 
in the framework of the reform, which 
appears on the website of the Ministry 
of Health, includes doctors that do 
not grant the service at all or grant 
it on a private basis only.

23

 Supervision of the Ministry 
 of Education over the intake of 
 pupils to high schools in the 
 ultra-orthodox sector 
 belonging to a recognized 
 unofficial stream 

 In 2019, the Office handled 24 complaints 
about the Ultra-Orthodox Department 
in the Ministry of Education.  The Office 
pointed out to the Ultra-Orthodox 
Department defects in its actions in 
relation to placement procedures of 
pupils in religious high schools for 
girls, including its failure to supervise 
the transparency and equality of 
the procedures and its deficient 
supervision of the meeting of deadlines 
that it had laid down in its directives. 

Photograph: 
shutterstock



Public service

Upon his entry into office, the Ombudsman 
emphasized the great importance that he places 
on the quality of service provided by public 
administration to the individual.  Every year the 
issue of public service is a central theme of the 
complaints filed with the Office.  The complaints 
concern different aspects of the individual's 
relations with the public authority, and mainly 
the lack of response to inquiries and the failure 
to handle them, delays in the provision of service, 
inappropriate behaviour of public servants towards 
persons requiring service, defective service in the 
service centres and faulty reception arrangements.

In 2019, the Office received 5,131 complaints about 
public service (35.7% of the total number of 
complaints received by the Office).  Some 49% of the 
complaints on this subject in which the investigation 
was completed were found justified.  This percentage 
is higher than the overall percentage of complaints 
that were investigated and found justified in 2019 
(35.2%). 

Selected 
cases
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The following is a review of selected complaints 
and the investigation of them.  The complaints 
reviewed concern the central issues occupying 
the Office - public service, the actions of local 
authorities, rights of disabled persons, etc.



Following the intervention of the Office  

+ The Department for Daycare Centres 
and Nurseries in the Ministry of 
Labour determined an appropriate 
level of eligibility for applicants 
requesting a subsidy for children with 
developmental impediments receiving 
afterschool care. The Department 
reimbursed tuition fees according to 
its decision, having failed to determine 
the eligibility level for some eight to 
ten months. 

+ National Service volunteers living in 
Tel Aviv-Jaffa were granted the "Digital 
Soldiers" benefit card. 

+ The Population and Immigration 
Authority apologized to a tourist for 
the behaviour of an employee of the 
Authority who had insulted her. 

+ Wearers of pacemakers were designated 
a special line for the security check at 
Ben Gurion Airport.  The complainants 
thanked the Office warmly for its 
handling of their complaints:

L e t
t e r s

thank you

"We are happy to remark on your 
swift and excellent handling of 
the problem of pacemaker wearers 

using the security lane in Ben 
Gurion Airport.  I wish to point out 
in particular the handling of [the 

lawyer] who dealt with the complaint.  
Strangely, until the matter was 

handled, the problem of pacemaker 
wearers was unknown to the Authority, 

and pacemaker wearers encountered 
many problems during the security 
check.  Following her [the lawyer's] 

inquiry, the Airports Authority 
has erected a clear sign directing 
the pacemaker wearers to a security 

checkpoint that accommodates 
their health situation.  Today 

there is appropriate signposting, 
the security staff have received 

instructions… and the security check 
experience has greatly improved… 

thank you and well done on your 
wonderful work".

The new sign for pacemaker wearers at Ben Gurion Airport
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Local authorities

24.5% of the complaints received in 2019 
were about local authorities.

Some 28% of the complaints about the local 
authorities concerned public service. 48% 
of the complaints were found justified, or 
the matter of the complaint was rectified 
without the need for the Office to reach 
a decision.  This percentage is higher than 
the overall percentage of complaints 
that were found justified or in which the 
matter of the complaint was rectified 
without the need for the office to reach a 
decision (41%).  Other matters complained 
about were planning and construction, 
infrastructures and land, compulsory 
payments, environment and welfare.

The following are selected complaints 
received about local authorities 
concerning collection procedures, 
nuisances and land:

Commencement of works in Gilboa
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Collection procedures

A 100 NIS fine had multiplied within ten 
months to 1,200 NIS

The Office determined that the demand 
to pay for collection expenses that are 
considerably higher than the amount 
of the debt itself is unreasonable and 
does not conform to legal provisions.  The 
Municipality of Be'er Sheva accordingly 
reimbursed the complainant with the sum 
that she had been charged, after deducting 
the amount of the fine and the expenses 
that  may be collected by law.  

Nuisances

Through joint forces, boulders were 
prevented from falling onto Kibbutz 
Heftziba 

Following a dispute between government 
ministries and public bodies as to who was 
responsible for handling the danger of 
boulders falling onto Kibbutz Heftziba, 
the Ombudsman assembled in his bureau 
representatives of several government 

ministries and the relevant public bodies 
and stressed to them the state's duty to 
ensure the safety of its residents, and 
their obligation to find an immediate 
solution to the problem.   In the wake 
of this meeting, a plan of action was 
presented to the Ombudsman, and recently 
works have begun to erect fences to 
prevent the boulders from falling.  The 
complainant thanked the lawyer who had 
investigated the complaint:
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L e t
t e r s

thank you

"Thank you for your handling of 
my complaint which has had a very 
successful outcome. Without you, 

this would not have happened. Many 
thanks for your support throughout 
the many years. I thank you and the 
Office of the State Comptroller [and 
Ombudsman] for its dedicated work. 
The project is taking off, and that 

is wonderful news".



of their request for a tax exemption on 
monies drawn from a provident fund.

As a rule, the tax exemption is granted 
only if the person drawing the money 
was a beneficiary of the provident fund 
prior to the determination of his or his 
relative's disability.  However, autism is a 
disability that cannot usually be discerned 
at birth.  Following the investigation 
of such a complaint, the Tax Authority 
accepted the standpoint of the Office that 
in such cases the beneficiary may receive 
the tax exemption even if the degree of 
disability is determined retroactively to a 
time preceding his becoming a beneficiary 
of the provident fund.

Following the investigation, the Tax 
Authority exempted the complainant from 
the tax payment and instructed all its 
offices to grant tax exemption in similar 
cases.

Health

Following the intervention of the Office 

+ The Health Plan Exceptions Committee 
of the Clalit Health Services approved 
the request of a lung-disease patient 
to receive a refund for the inhalator 
that he had purchased.

+ A patient requiring medication imported 
from abroad will no longer have 
to file an application form for the 
approval of the medication. Prior to 
the intervention of the Office, it had 
been necessary for the complainant 
to file the form after several doctors 
had signed it, a procedure that had 
required him to turn to the doctors 
time after time with the documents 
supporting his request for approval of 
the medication.  In addition, the patient 
will no longer encounter difficulties 
when collecting the medication from 
the chemist after its approval. 
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Land rights

The land was appropriated in 1972 and in 
2019 the municipality paid the complainant's 
family compensation to the sum of 94,500 
NIS.  This was performed after the 
municipality adopted the findings of the 
Office's investigation, according to which 
the complainant's grandfather had not 
received notice of the appropriation and 
thus his claim for compensation had not 
become obsolete.

Rights of persons with disabilities

The Office places great importance on 
the protection of rights of persons 
with disabilities and the advancement 
of their rights, in order to enable their 
integration into society in all walks of 
life.  The report contains descriptions of 
complaints through the investigation of 
which the Office has assisted persons with 
disabilities; these include complaints filed 
by people whose first-degree relatives 
are disabled, concerning the rejection 



Right to information and freedom 
of expression

+ Following the extended investigation 
of the Office, the Ministry of Defence 
notified it that from now on, it would be 
possible to photograph independently, 
with either cameras or mobile phones, 
material kept in the perusal room of 
the IDF archives.  Furthemore, the 
obligation to use the services of 
the archives and pay for a copy of 
the material would be revoked.  In 
addition, academic researchers would 
be exempt from paying a fee for the 
photocopying services provided by 
the archives, in accordance with the 
Archives Regulations (Fees), 5742-1982.

 On behalf of himself and the community 
of researchers, the complainant 
thanked the lawyers who had 
investigated his complaint:

+ In 2019, as in previous years, government 
ministers, mayors and public bodies 
removed the blocking of access of 
complainants to their accounts on 
social networks, such as Facebook and 
twitter.  This was carried out after 
the Office brought to their attention 
the Ombudsman's standpoint that the 

L e t
t e r s

thank you

"I thank you from the bottom of 
my heart for your taking up this 

issue and for your determination… 
by doing so you have provided an 
immense service to the community 
of researchers, as well as to the 

research on the IDF and the defence 
system. I do not exaggerate if I 
claim that this is no less than a 

revolution for researchers.  After 
tens of barren years, and despite 

the efforts of the most senior 
historians and researchers, how 

ironic it is that it is we who have 
succeeded. May you all be blessed”.
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since the victimization of the complainants 
ceased following the intervention of the 
Office.

In 2019, the Ombudsman issued six 
provisional protection orders to 
employees who had complained about 
victimization following their exposing acts 
of corruption.  The orders were designed 
to prevent harm to the complainants until 
the completion of the investigation. 

of the Office of the State Comptroller 
and Ombudsman contains details relating 
to the investigation process of such 
complaints of victimization, the conditions 
for receiving a protection order, the 
significance of receiving the order and 
the implications of breaching it.

In 2019, 57 complaints were filed by 
employees who claimed that their superiors 
had infringed their rights as a result 
of their exposing acts of corruption. 
This constitutes a 30% increase in 
comparison with the number of complaints 
filed in 2018. In 2019, the handling of 64 
complaints (including complaints filed 
in previous years) was completed.  20 
complainants (31%), the investigation of 
whose complaints was completed, received 
different remedies: three complainants 
received permanent protection orders 
from the Ombudsman; in the framework of 
the investigation of ten complaints, the 
dispute between the parties was resolved 
with the assistance of the Ombudsman, or 
the parties authorized the Ombudsman to 
reach a decision in their matter; the issues 
raised in seven complaints were rectified, 
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 account of a public official, which is 
used by him or her to maintain contact 
with the public for the performance of 
his function, is bound by the rules of 
public law.  The Office laid down that 
it is possible to delete a comment or 
block access to an account only if this 
is done for an appropriate purpose and 
to a proportional extent.

Protection of whistleblowers 

The legislator has granted the Ombudsman 
authority to protect employees who 
in good faith and in accordance with 
proper procedures, have exposed an act 
of corruption, a serious breach of law 
or a serious violation of the rules of 
proper administration in his workplace, 
as a result of which his superiors 
have victimized him or requested his 
dismissal. Furthermore, the legislator 
has authorized the Ombudsman to issue a 
protection order to internal auditors who 
have been victimized in response to their 
actions as internal auditors.  The website 
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In 2019

 who claimed that their
 superiors had infringed
 their rights as a result

 of their exposing acts of
corruption

57
 complaints were filed

by employees
30%

This constitutes a 30% 
increase in comparison with 

the number of complaints 
filed in 2018

Protection of whistleblowers

 complainants received
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from the Ombudsman

 the issues raised in
 seven complaints

were rectified

20 complainants, the investigation of whose complaints was completed, received different remedies:

31%

3 7
In ten complaints 

the dispute between the 
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Summary

The year 2019 was for the Office of the Ombudsman 
a year for raising awareness of the need to take 
action for populations in Israel who deserve special 
attention, who have difficulty in exercising their 
rights and are in need of an institution to act 
as a mouthpiece for them in their relations with 
government authorities and public bodies.

In the framework of the actions taken  to raise this 
awareness, the Office issued two new information 
pamphlets; it launched a publicity campaign for 
the Arab community on social networks and on a 
leading Arab-speaking news website; and in the 
framework of a project titled "Know the State 
Comptroller and Ombudsman", it participated in 

activities, conferences and seminars organized 
for different sectors of society, including the 
ultra-orthodox community, the community of Jews 
of Ethiopian origin, internal auditors in local 
authorities and schoolteachers of social studies.  
The Office even hosted a seminar for volunteers 
and workers dealing with the exhaustion of rights.

The main activity of the Office for raising 
awareness in 2019 was the hosting of a 
pioneering conference on the theme "Multi-
Dimensional Protection of Human Rights".  
The conference was attended by people 
working in the important field of public 
complaints investigation in the public 
sector of Israel and by representatives of 
social organizations.  The conference gave 
expression to the central role of the Office 
in the field of complaint investigation.

In 2019, the Office investigated some 14,000 
complaints.  41% of the complaints, were found 
justified, or the matter of the complaint was 
rectified without the need for the Office to reach 
a decision.  This datum illustrates the high success 
rate of the Office in assisting those who turn to it 
and in improving the service of the public sector in 
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We invite you to continue filing complaints 
with the Office in the various ways available 
to you, and promise that the dedicated staff 
of the Office will continue to investigate the 
complaints impartially, professionally and 
with sensitivity.

Ways of filing a complaint

 By online
form

 By
email

 By regular
mail

 By
fax

 By
Facebook

 At the reception
 bureaus of the

Ombudsman

Israel.  One must remember that the findings of the 
Ombudsman concerning a defect in the action of a 
public authority, disclosed following the filing of 
a complaint, can lead to a widespread improvement 
in similar actions of other authorities.
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https://www.mevaker.gov.il/he/Ombudsman/Guidecomplainant/Pages/ComplaintForm-Languages.aspx
https://www.facebook.com/mevakerhamedina
mailto:Ombudsman@mevaker.gov.il?subject=


Receipt of the complaint

Complaint Investigation Procedure

Is the Office of the Ombudsman 
authorized to investigate the complaint?

Notice to the complainant 
of lack of authority
(for example, a body about 
which it is not possible to 
complain to the Office of 
the Ombudsman; no direct 
harm; the matter is pending 
in court)

Transfer to 
mediation

Investigation of the complaint
+  Supplementation of the complainant's details 
+  Factual and legal examination of the complaint 
+  Request for response from the body complained about

The Office of the Ombudsman may request from any person or 
body information and documents that are likely to assist in the 
investigation of the complaint; Investigation of the complaint 
is not bound by rules of procedure or laws of evidence

Completion of the investigation 
without a decision
(for example, the complaint 
was rectified; the complainant 
withdrew his complaint; it 
became evident that the Office 
of the Ombudsman does not 
have authority to investigate 
the complaint)

Decision

The complaint is not justified   
Notice to the complainant and the body complained 
about concerning the findings of the investigation

The complaint is justified

Notice to the 
complainant 

Notice to the body complained 
against about the defect and the 
manner in which it must be rectified

Monitoring the rectification of 
the defect 34
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Addresses of the offices of the Ombudsman

Be'er Sheva 
8B Henrietta Szold St., 
Rasco City Building
POB 599, Be'er Sheva
Tel. 08-6232777
Fax 08-6234343
beersheva@mevaker.gov.il

Jerusalem 
2 Mevaker Hamedina St.
Kiryat HaLeom, 
POB 1081
Jerusalem 9101001
Tel. 02-6665000
Fax 02-6665204

Nazareth 
85 Paulus Hashishi St.,
Hamercaz Halavan
POB 50400, Nazareth 1616202
Tel. 04-6455050
Fax 04-6455040
nazeret@mevaker.gov.il

Haifa 
12 Hassan Shukri St., Hadar
POB 4394, Haifa 3104301
Tel. 04-8649748
Fax 04-8649744

Tel Aviv-Jaffa 
19 HaArba'a St. (13th Floor) 
Migdal Hatichon 
POB 7024
Tel Aviv-Jaffa 6107001
Tel. 03-6843555
Fax 03-6851512 Lod 

1 Hatzionut Blvd., Migdal Keysar
POB 727, Lod
Tel. 08-9465566
Fax 08-9465567
lod@mevaker.gov.il
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