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Mandate of the
NCC Ombudsman

The Ombudsman is not an advocate for
the complainant or for the NCC.
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What is an
Ombudsman?

The word ombudsman is of
Swedish origin. The role was
established in Sweden to create
a process to address complaints
made by individuals against
public agencies.

An ombudsman is an independent,
neutral official who investigates
complaints against an organization
in the public or private sector.
The ombudsman’s mandate and
processes are established either
administratively by the senior
management of the organization
or by law.

The ombudsman must assess
whether or not a complaint falls
within the ombudsman’s mandate,
and if so, whether it has merit.
The ombudsman must work
independently and impartially,
meaning that the ombudsman’s
only interest in the outcome

of the complaint is to reach

a fair resolution.




December 31, 2015

National Capital Commission Board of Directors

Dear Members of the Board,

| am pleased to submit the Annual Report of the

NCC Ombudsman for 201s5. This annual report summarizes
the activities of the NCC Ombudsman during its seventh year
of operation.

Yours truly,

——

Ellen Fry
NCC Ombudsman

How to contact
the NCCOmbudsman
confidentially
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The Year in Review
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Types of Complaints

The Ombudsman can investigate complaints concerning the full range of
NCC activities. Complaints can involve

NCC property maintenance

Compliance with NCC and government policies and procedures
Communications issues

Service issues

Tenant issues

Contractor issues

Numbers at a Glance

In 2015, there were 108 inquiries from the public, involving 123 issues.
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Complaint Level 1

Resolution Process

The complaint resolution process
requires complainants to try to
resolve their complaints directly
with the NCC before filing them
with the Ombudsman. The
Ombudsman is required to keep

the NCC Board of Directors

<>

and NCC senior management

. . Yes
informed about complaints, on

a need-to-know basis. ‘

Level 2

No

Level 3
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