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CITY OF TORONTO

I JUST WANT TO
SAY…

STAFF STUFF

When my office opened in April, I really
didn’t know what to expect.
Would our office be flooded with requests? Would the four
complaints staff be swamped? How would we manage?
One of the first things we did was get our house in order.
We set up systems, created and published service
standards, and established intake procedures. Without any
advertising or public awareness efforts we took in complaints
(upwards of 450 in the first four months) and processed
them. We got to know the public service, city staff and the
public issues.
We heard from friends and neighbours that their friends and
neighbours didn’t really know we existed, or what we did.
So after managing for the first six months, we put in place
the next phase of our YEAR 1 plan – reach out directly to the
public.
In addition to meetings and speeches I’ve given over the last
few months (see our website), we set up some targeted
community outreach.
We also relied on reporters to inform the public, so that we
didn’t eat up a lot of costs in advertising.

A word from Kwame Addo, Director of
Investigations & Complaints Resolution
In April 2009, the Office of the
Ombudsman became the last of the
City’s Accountability Officers to set up
shop and open its doors to the public.
As we approach the end of the year, it’s
a good time to look back on our first
seven months of operation. So far we
have held 25 information sessions with
managers to provide information about
how our office works. Fiona Crean has
spoken to all senior managers, and has
had one-on-ones with all councillors.
We are currently focusing on public
outreach, but we will resume our
information sessions with staff in the
New Year, as departments see the need.
Continued on page 4
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secondary education and works as a public
servant. By contrast, B – who is also a native
English speaker - has a Grade 10 education and
never writes as part of his or her work. If our office
were to treat everyone the same, then it is likely
that A’s written submissions would be better
organized and more persuasive than that of B –
just because they have experience with that
format.
In September’s newsletter we looked at what the
Ombudsman’s lens is on substantive and
procedural fairness.

In each of the above cases, the Ombudsman
would look at the issues of equitable fairness, and
the process of the decision-making that respects
equitable treatment.

Another aspect of fairness that the Ombudsman
looks at is the practice of equity. Equitable
fairness has to do with how we treat parties to a
complaint. It is about ensuring that people are
treated fairly, not necessarily identically.

Simply put, equitable fairness is about how the
person (or group) was treated in the process, how
the person (or group) feels about the process itself
and what happened as an outcome.

To intend to be fair is important but it is actually
the result that matters.

Substantive + Procedural + Equitable = Fair
Administration

Many people believe that treating people fairly
means treating everyone the same. But in fact,
treating people differently in order to provide
access to the same result is key. Being inclusive
is critically important if we are going to remove
barriers to service and achieve equitable service
delivery with results that are fair to everyone.

And so the three corners of fairness your City’s
Ombudsman looks at include, substantive
fairness, which is about the fairness of the
decision itself, procedural fairness, which is how
the decision was made and equitable fairness.

Was the process inclusive? Were issues such
as power, vulnerability and marginalization
considered? Was the agency approachable?
For instance, let’s say a public servant gives
Persons X, Y and Z ten days to respond to a
request for information. And let’s say X and Y are
both native English speakers, but Z, it turns out
uses English as a third language, and at that,
never in a business context. It could be argued
that it is unfair to give Z the same number of days
as X and Y, because in fact Z has to go through
more steps – perhaps soliciting the help of a
friend/family member, or even a translator.
Or let’s say a native English speaker, A, is party
to a complaint, but A has significant post-
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I Just Want to Say… cont.
So far we’ve met with three communities
representing wards in North York, Scarborough and
downtown Toronto, with another meeting on
December 3 in Etobicoke.
This is just the beginning and over the next few
years we will reach residents in all the wards of the
city.

know about our services and are often not in
a position to easily find out.

A jump in number of complaints

Our outreach efforts are about ensuring
equitable fairness, a topic addressed on the
previous page.

The upshot is that our complaint numbers have
gone up. We’ve doubled and in some cases tripled
the files our staff are working on. And we’re
already facing a potential backlog.

Now you might ask: well why did you expand your
work beyond what you can possibly manage?

I have an obligation to let all sectors of
Toronto’s communities know about the
existence of our services. Residents may
never use our services, but like an insurance
policy, it is worth investing in the knowledge
of our existence and should things go wrong
that you can’t fix with the City, we may be
able to help.

And that’s a good question. Here’s the answer.

The City of Toronto Act mandated the City to
appoint an ombudsman and the City in turn created
further legislation to guide the Ombudsman.

Fiona Crean, Ombudsman

It is not good enough to rely on people’s ability to
access English language print media, their elected
representatives, or a computer to find their way to
the Ombudsman’s office.

Get in touch with the Ombudsman
ombuds@toronto.ca or call
416-392-7062, TTY 416-392-7100. The
Office treats all communications in
confidence.

Those who are easily able to do so are likely to be
savvy in research methods, may have more time on
their hands or are just well positioned socioeconomically to work their way successfully through
the system. From experience, those most likely to
be in need of this office may be the least likely to
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Staff Stuff cont.
What we have found dealing with our colleagues
in the public service is that divisions and ABC’s
are generally very responsive. Staff respond to
our requests in a timely way, offer advice and
clarify information.
On one occasion, we had a Director walk over to
our office to discuss a case in response to an
enquiry. Talk about service!

November/December 2009

We reported on our stats in the October
newsletter and some of you may have noticed
that our calls to you have increased since then.
Since we started our public education and
media activities our numbers are up.
The majority of complaints are finalized without
the need for a formal investigation. They may
require a series of phone calls, or an exchange
of correspondence, shuttle diplomacy and
meetings with the relevant agency or division.

Recently, I spoke to a staff member who said that
if only we’d known she was the person to direct a
complainant to, she could have helped
immediately.

In most cases, this can be done fairly quickly.
Sometimes it takes a couple of weeks before a
matter can be resolved. We appreciate the
number of staff who have made such an effort
to make our enquiries a priority.

So the commitment is there. But where
improvement is needed – and is coming with 311
– is connecting members of the public with the
right staff. Next year we hope to continue to work
with the public service to make sure their
complaint resolution procedures and identified
personnel are well understood by both members
of the public and our office.

When a complaint can’t be dealt with
informally, we will do an investigation. That
takes longer and it may take up more of your
time. Right now, the office has six open
investigations. More details about cases we’ve
dealt with will be provided in our first Annual
Report, so stay tuned.

Not surprisingly, there have been challenges, too.
We get lots of calls about being bounced from
place to place before finding someone who can
help. That happens to us too. And that’s
frustrating for people, no matter which sector of
the economy you’re in. Just try managing your
hardware, software and service providers on your
home computer and you’ll know what I mean.
But people expect more from the public sector,
they are the taxpayers after all.
Through all these interactions, we have
developed solid working relations with key areas.
Several Divisions have asked the office to
comment on their complaint processes. And we
are in the process of developing working
protocols with others.

A word about Kwame
Addo: He brings more than
18 years of complaint
resolution experience as an
investigator at Ombudsman
Ontario. Trained as a
biologist, he initially
investigated complaints
about the Ministries of
Natural Resources,
Environment and Ontario Hydro. More recently, at
Ombudsman Ontario, Kwame led several systemic
investigations, including the Special Investigations
Unit and Newborn Screening.
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MEDIA CORNER
One of the issues my Ombudsman colleagues
and I talk about in cyberspace - or when we get
together to compare notes, a rather common
practice in my field - is whether to publish our
investigation reports, and if so, when and how.
It’s not an easy decision. To be effective we
have to protect the privacy of the individuals we
deal with. Nobody would come to us with their
issues or act as witnesses if they thought that
their names, circumstances or other identifying
materials were going to end up in the public
domain.
At the same time, the transparency of our work
is important. We owe it to the public we serve,
in general, to let them know what we are doing.
But transparency is not just a confidence
builder for the public. It’s a way to avoid
inappropriate practices such as improper
influence or favouritism.
Practices such as open meetings, audits,
financial disclosure statements, access to
information are all hallmarks of transparency.
That’s why we publish our policies and
processes, and our operating standards.
Recently, I talked to colleagues to find out how
they find the right balance between protection
of privacy and transparency on the issue of
making investigation results public.

compelling reason of public interest. Even
then, they remove identifying information to
protect individual privacy.
Typically an ombudsman only issues public
reports after a government agency has failed
or refused to implement their
recommendations.
Austria does so in the above cases. By
contrast, Alaska publishes all its reports.
With a population of some 65,000,
Bermuda’s Ombudsman has to balance the
privacy concerns of a small population with
her need to report investigations publicly.
These are just a few of the jurisdictions I’ve
talked to, but each has their own rules.
Our early thinking is this. We are going to
come up with some standards for what would
qualify as a “compelling public interest,” then
kick the tires and see if it holds up. We may
also publish reports on systemic issues, in
particular, if the responsible departments
have not implemented our recommendations,
in a reasonable way or time.
No final decisions have been made. We just
want you to know that we take the issue of
managing competing public interests –
privacy and transparency – very seriously.

Here’s what I found. Most don’t publish their
investigation reports unless there is a
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THE OMBUDSMAN OUT AND ABOUT
The City Ombudsman is reaching out to community groups and the public to raise
awareness about the services the Office provides.
Below is a current listing of engagements:
November
Nov 19 – An evening with residents of Wards 8 and 9 - Oakdale Middle School, North York
Nov 23 – A meeting with City Hall delegation from Shanghai
Nov 24 – Remarks to City of Toronto Senior Management (see website)
Nov 24 – Remarks to the Ontario Bar Association (see website)
Nov 25 – An evening with residents of Ward 20 - Scadding Court Community Centre
December
Dec 3 – Remarks to the Canadian Centre for Ethics and Corporate Policy - Albany Club, 12 pm
Dec 5 - Remarks to Women of Excellence Support and Relief Organization, 6 pm at
the Golden Gate Banquet Hall, 30 Gordan Mackay Road, Rexdale
Dec 10 - Remarks to City Solicitor and Legal Division staff
Dec 10 – Remarks to Womens Legal Education and Action Fund, 7 pm at 732 Queen
Street East, Rouge Concept Gallery
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You can find the Office of the Ombudsman at
112 Elizabeth Street
Toronto, Ontario
Telephone: 416-392-7062
TTY: 416-392-7100
Fax: 416-392-7067
E-mail: ombuds@toronto.ca
ombudstoronto.ca
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