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Figure 1
OFFICE OF THE OMBUDSMAN 2017-2018
CORE BUSINESS ESTIMATE ($ THOUSANDS) ACTUAL (S THOUSANDS)
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YEAR IN REVIEW

Jurisdictional and Non-Jurisdictional Complaints

All inquiries and complaints are assessed to determine if they fall under one of two acts, the Ombudsman Act
or the Public Interest Disclosure of Wrongdoing Act (PIDWA). Issues that do not fall under either act may be
considered for avenues of appeal or referral information that can be provided to the individual contacting the
Office. 26.9% of matters addressed by the Office in the year under review were non-jurisdictional. This
calculation excludes visits with youth in care. There are six categories of non-jurisdictional matters that are
tracked when the Complaint and Assessment Analyst inputs the data in the Customer Relationship
Management (CRM) software. Of the 504 matters deemed non-jurisdictional:

* 73 were regarding legal or court proceedings

11 related to the decisions of elected officials

¢ 125 were regarding the Federal government

* 63 were about professional or self-regulating bodies, and
e 232 related to private business and other matters.

Whenever possible, we refer people to organizations like federal and private industry ombudsman, legal
assistance groups, and other oversight bodies. Although this service is not technically a component of our
mandate, it was determined that assisting the public in this way helped to further educate about our role, and

in the long-term, enables this Office to provide better service to those who have issues qualifying under one of
our Acts.

Resolution Timelines

Most files are resolved by Ombudsman Representatives in one to seven days. Some matters may take more or
less time depending on the complexity and severity of the issue. Many intake assessments are resolved on first
contact with the Complaint and Assessment Analyst.

Figure 5
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COMPLAINT RESOLUTION

Youth Investigations

Complaints that are submitted to the Office by children and youth in care or custody of the Province are
categorized under Youth & Senior Services. These complaints are handled similarly to all others, but special
attention is given to the needs of youth, both in terms of conveying information in an age-appropriate way, and in
terms of ensuring their safety and security at all points of the complaint and investigation process. Many
complaints are first heard by Ombudsman Representatives during visits to Residential Child Caring Facilities and
the Nova Scotia Youth Centre. These visits help ensure that youth are aware of the Office’s role, and are able to
present complaints in as easy a manner as possible for them.

Figure 28

Complaint

Parents contacted the Office regarding their
concerns involving the cessation of service to the
regular school bus stop for their child. The parents
had gone through the complaint processes
available to them at the Strait Regional School
Board (SRSB) level and were not satisfied with the
outcome.

An investigation by this Office found that the
suspension of service to the school bus stop
occurred outside of policy, there was a lack of
documentation around this decision, and greater
clarity was required respecting school board policy
in the areas of establishing bus stops, and
communicating bus stop safety issues, and
monitoring of road conditions.

Further, issues were identified with the
administration of the complaint protocol that could
be improved

Respondents

Strait Regional School Board (SRSB)
Recommendation

The following recommendations have been

accepted and are being monitored for
implementation:

1. The Strait Regional School Board (SRSB)
develop policy and procedure regarding:

a. the establishment of school bus stops
within the district, including clarifying who
has the authority to establish or change bus
stops;

b. documentation supporting the
establishment of a bus stop;

c. process for drivers to communicate bus
stop safety issues, including documentation
of these issues;

d. monitoring of road conditions, including
frequency, and documentation of same in
circumstances where bus service has been
cancelled.

2. The SRSB ensure that bus drivers, in addition to
being provided the School Bus Driver
Handbook, are aware of and have school board
policies related to student transportation,
including procedures to communicate unsafe
road conditions to appropriate staff within the
SRSB, readily accessible.

3. The SRSB review the Parent Concern Protocol
to ensure clarity on when the Protocol is
initiated, communication of the requirements
of the Protocol to parents/guardians, and to
determine if timeframes for certain steps in the
process are achievable and establish a process
to ensure compliance with policy timeframes.
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OUTREACH

A significant portion of the work undertaken by Ombudsman Representatives is through outreach. Outreach can
take many forms, from working a booth at a seniors’ expo, to visiting youth in care, or providing formal
presentations to government employees. There are three major areas that receive regular outreach attention:
adults in Long-Term Care (LTC) facilities, youth in Residential Child-Caring Facilities (RCCFs), and persons
(including young persons) incarcerated in correctional facilities. Ombudsman Representatives engage children,
youth, seniors, and inmates by offering to speak with them in private or with their peers. Representatives also
collect data, dispense educational materials, listen to concerns or complaints, familiarize themselves with a
facility through site-visits, and build a rapport with staff. Site-visits are scheduled on a regular and as needed
basis. For example, adult correctional facilities and RCCFs are visited quarterly, whereas Wood Street Centre, the
Nova Scotia Youth Centre, and the IWK Secure Care Unit are visited monthly. Ombudsman Representatives also
prepare written reports detailing their visit, regardless of whether a complaint is filed by someone in attendance.

In addition to regular site-visits, Ombudsman Representatives attend special public events and one-offs that allow
them to engage with new groups and individuals. For example, this year Ombudsman Representatives
participated in the two-day long Passport 2 Youth XPO where Ombudsman Representatives were able to engage
with approximately 2500 secondary school youth. During the event youth asked questions, learned about our
role, and took Ombudsman information pamphlets for themselves or to share with friends and family.

Figure 30
Outreach Sessions
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In recent years, our outreach strategy has included a jurisdictional scan and research to identify organized
groups, clubs, or associations representing various diverse groups. There was a particular focus on the LGBTQI
community, the Indigenous Community, African Nova Scotians, and new Canadians, among others. We continue
to develop this approach as we reach out to groups offering presentations and roundtable discussions.

Ombudsman Representatives sit on the board of the Nova Scotia Council for the Family, the Council’s Youth in
Care Committee, the Canadian Council of Child and Youth Advocates, the Canadian Council of Parliamentary

Ombudsman, and the Forum of Canadian Ombudsman.

The Office continued to participate in the annual Public Service Commission United Way fundraising campaign
and coordinated our efforts through the Public Service United Way Steering Committee.
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PO Box 2152
Halifax, Nova Scotia B3J 3B7

Online:
Website: https://novascotia.ca/ombu/
E-mail: ombudsman@novascotia.ca

Facebook: Nova Scotia Ombudsman

Twitter: @NS_Ombudsman
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