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Role of the Ombudsperson

Independent and impartial oversight

Ensure fair treatment by public authorities

Support public authorities to be fair and 
accountable



Administrative fairness is...

Fair service Good communication & respectful treatment

Accessible, timely and transparent

Fix errors and mistakes 

Fair decision Follow rules (including legislation, bylaws, policies)

Consider individual circumstances and case

Based on complete and relevant information

Fair process Impartial and unbiased decision maker

Opportunity to participate and be heard

Decision (reasons) explained
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Strengthen relationships

Repair weaknesses or gaps in service delivery

Ensure continuous improvement

Save time and resources

Prevent unreasonable complainant conduct

Why does good complaint handling matter?
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Establish a culture that values complaints

Recruit skilled staff and empower them to respond

Develop fair and accessible complaints policies 
and procedures

Setting the tone
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Handling point-of-service complaints:
Acknowledge and seek early resolution

Acknowledge 
complaint 

quickly

Validate 
person’s 
concerns

Seek early 
resolution

8



9

WHO SERIOUSNESS URGENCY

Handling point-of-service complaints:
Conduct an initial assessment



Managing expectations



Handling point-of-service complaints:
Manage expectations

Your role
How their 

complaint will be 
dealt with 

Issues you are 
considering 

Level of 
involvement

How long 
it will take

Possible 
outcomes
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1. Better explanation of original decision

2. Reconsideration of original decision

3. Provide an apology

Top three ways to resolve complaints
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Different perspectives
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Use active listening

Demonstrate empathy

Focus on the facts

Use clear, simple language

Leave space for silence

Be trauma-informed

Communication tips for complaint handling
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Listen with the 
intent to understand, 

rather than with 
the intent to respond

Communication tips for complaint handling: 
Listen, actively
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Communication tips for complaint handling: 
Ask open-ended questions

Ask open-ended questions

• Can you tell me everything you 
remember about…

• What happened next?
• What do you think 

could/should have happened?
• How would you like to see this 

resolved?
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Communication tips for complaint handling: 
Paraphrase

Paraphrase what 
the speaker is saying

• It sounds like you’re concerned 
about…

• If I understand you correctly, you 
are saying that this occurred…is 
that right?

• It sounds like the most important 
thing for you right now is…
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Communication tips for complaint handling: 
Reframing

Reframe loaded or negative 
terms into positive ones

• Retain basic point and feelings
• Use neutral, non-judgmental 

and forward-looking terms
• I can see this has been upsetting 

for you and you expect a 
response from us right away.
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Trauma-informed approach: 
Delivering services with an 
understanding of the impact of 
trauma and seeking to avoid re-
traumatizing individuals

Communication tips for complaint handling: 
Be trauma-informed



Communication tips for complaint handling: 
Be trauma-informed

• The brain structure and chemistry
• Physical and mental health
• Belief system and perceptions of world
• Coping mechanisms

Exposure to trauma 
impacts: 

• Low tolerance for frustration
• Difficulty being flexible
• Difficulty problem solving

Individuals may exhibit:



Communication tips for complaint handling: 
Be trauma-informed

Universal precautions

Assume others have 
experienced trauma

Treat people with 
unconditional respect and 

understanding 



DESCRIBE

EXPRESS

SPECIFY

CONSEQUENCES
positive (+) and negative (-)

Responding to challenging conduct

DESC:
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https://bcombudsperson.ca/fairness-education-resources/fairness-resources/



CONTACT US:
1-800-567-FAIR (3247)

consult@bcombudsperson.ca 

www.bcombudsperson.ca

947 Fort Street Victoria
PO Box 9039 Stn Prov Govt

Victoria BC  V8W 9A5

Thank you

SUBSCRIBE TO E-NEWS at www.bcombudsperson.ca
Follow us on Twitter and Facebook @bcombudsperson

http://www.bcombudsperson.ca/
http://www.bcombudsperson.ca/
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