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Today’s presentation

• Our role and function

• Our review of 
complaints

• Complaint trends

• Examples



Office of the Ontario Ombudsman

•Office established in 1975

•Ombudsman is an 
independent and impartial 
Officer of the Provincial 
Legislature

•Appointed by an all-party 
committee

•Renewable five-year term
Ombudsman Paul Dubé



“The Ombudsman’s intervention serves not 
only the public interest, but can be in the 
best interest of the organization as well. 

Either the organization’s work will be 
validated by an independent third party, or 
constructive feedback will be provided that 
will enable it to address the root causes of 

complaints and prevent them from 
recurring.”

- Paul Dubé, Ontario Ombudsman



Who we oversee

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

72 school boards & 10 school authorities

21 publicly-funded universities and 24 Colleges of 
Applied Arts and Technology

444 municipalities

Children’s Aid Societies and children/youth in 
care (as of May 1, 2019)

French language services (as of May 1, 2019)



Who we don’t oversee

Our mandate does not apply to: 

• Judges, functions of any court 
• Private matters
• Politicians 
• Federal government
• Private business
• Regulated professions 



Ombudsman jurisdiction 
over school boards
• Push for MUSH
• Oversight as of September 1, 2015
• 72 school boards and 10 school authorities

• Relevant Ombudsman Act language:
• s. 1(1) – definition of school board
• s. 1(2) – head of a school board
• s. 4(a.1) – right of appeal must be exercised first
• s. 13(3) – Act as applied to school board
• s. 29 – Constitutional rights and privileges relating to 

education



Regular outreach



The Ombudsman’s powers
The Ombudsman Act



Four pillars

Independence Impartiality

Confidentiality
Credible 

investigative 
process



Administrative conduct



Our approach

• Last resort

• 63% of complaints 
resolved in two 
weeks

• Best practices 

in 2017-2018



Working with school boards

• We do not contact the school board every time we 
receive a complaint!

• We may make initial inquiries: 
• To determine where best to refer the complainant or 

to determine who we need to contact 

• To find out more about the situation, get the board’s 
perspective, and obtain supporting documents 



What you should know

We encourage clear complaint mechanisms.

• We don’t advocate for complainants

• We don’t investigate every complaint

• We don’t duplicate the work of local officials

• We don’t overturn decisions



Privacy and confidentiality

•Complaints are confidential 

•Investigations are conducted in 
private

•We only disclose the  
information necessary to 
resolve a case

•We are not subject to FIPPA



Complaint handling

Early Resolutions

Individual complaints 

Quickly resolved

Investigations

Individual complaints

More difficult issues

Special Ombudsman 
Response Team

Systemic investigations

Legal

Complex matters

Advice and support



Complaints about school boards

398

945
871

0

100

200

300

400

500

600

700

800

900

1,000

2015-2016 2016-2017 2017-2018

3,150 cases since September 1, 2015



School board complaints 
in 2017-2018

Transportation 
and busing

Staff conduct
Special 

education
Student safety

Facilities and 
maintenance

Employment/
labour

relations



“The Route of the Problem”



School board example:
“Searching for answers”



FIND US, FOLLOW US, WATCH US

Search for Ontario Ombudsman

twitter.com/Ont_Ombudsman

youtube.com/OntarioOmbudsman

thewatchdog@ombudsman.on.ca

http://www.ombudsman.on.ca


