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The auditing profession is shifting from one which used to be standard and routine based, to one which takes advantage of :Ellul & Buttigieg 12n2 721
data in order to identify patterns. The private sector is very often at the forefront of innovation, whereas the public sector tends to lag behind.
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"The world's most Valuable resource is no longer oil, but data”.
KLAUS SCHWAB, THE FORTH INDUSTRIAL REVOLUTION (2017).

MMIPNA NNIDY MmN

"..the science and art of discovering and analyzing patterns, deviations and inconsistencies, and extracting other useful information in the data
underlying or related to the subject matter of an audit through analysis, modelling and visualization for the purpose of planning or performing the audit".
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COLLEGIALITY
AND THE
OMBUDSMAN




"The entire world is a narrow bridge.
The essential thing is not to become
paralysed by [your] fear.

Rob Behrens CBE.
UK National Ombudsman 2017-2024
May 2024

"There is much to be done, there is much
that can be done”

Rabbi Nachman of Bratslav (1772-1810)

Introduction

Being a national Ombudsman is a privilege. It brings
with it the chance to 'speak truth unto power’, to
provide redress to citizens for public service failure,
and to influence the policy and operational agendas
of public administration. Being a national Ombudsman
is also strewn with difficult challenges: it is a lonely
job, it needs imagination and steel and determination
to cope with the absence of coercive power, and it
carries with it routine hostility (sometimes abuse) from
small numbers of disaffected complainants. In some
ways the Ombudsman is the modern-day Cinderella
of fairytale land — they rarely go to the ball, are seldom
loved or appreciated, but do perform an important,
house-keeping, function.! There is no easy, readily-
available, prescriptive formula to ensure a successful
term as Ombudsman.

Elie Wiesel, acceptance speech on the occasion
of the award of the Nobel Peace Prize in Oslo,
10 December 1986

First, we need to appreciate the variety of models and
sizes of Ombudsman operations around the world,
judging by the disparate membership of (for example)
the International Ombudsman Institute (101) and the
International Ombudsman Association (I0A).

The multiplicity of Ombudsman types — organisational
Ombudsman schemes focusing on resolution
and mediation, classical Ombudsman schemes
investigating public complaints, Human Rights
Ombudsman institutions focussing on race, gender
and disability issues — warns against making overly
general statements or setting out a core curriculum
for Ombudsman development.

That, though, is not to ignore the needs of continuing
professional development for all Ombudsman officers
at whatever level.

1 Rob Behrens, On Being an Ombudsman in Higher Education, ENOHE, Vienna, 2017, p.28.

Ay nizn ANaa R mipaz aay ninon | 199 T



Second, because being an Ombudsman is a lonely
and very difficult job, sharing support and difficulties
with other Ombudsman leaders (and receiving frank
feedback too) is vital to helping one another through
challenging times, including, /n extremis, wartime. The
International Ombudsman Institute published timely
statements of solidarity with Ukrainian and Israeli
colleagues over both the illegal invasion of Ukraine in
2022 and the atrocities committed in Israel in 2023.
It also reminded all concerned of the imperative of
upholding international humanitarian law. Seeking to
be popular is, in my opinion, a big mistake.

Instead, and third, the Ombudsman can play a
key role in leadership by demonstrating empathy
and compassion to service users without losing
independence or impartiality. The Ombudsman can
also ‘speak truth unto power' to those in authority in
challenging times when frank feedback can often be
in short supply.

Fourth, in the light of the multiplicity of type and
function, general benchmarks for common use setting
out essential principles are especially important.
Sadly, in the Ombudsman world they are 'few and far
between,' a reflection of its embryonic professional
status. However, since 20192 we do have The Venice
Principles on the Protection and Promotion of the
Ombudsman adopted by the Venice Commission of
the Council of Europe in 2019° and by the United

Nations General Assembly a year later.* The Venice
Principles, drawing on operational work of the Venice
Commission over two decades, sets out core standards

for national and sub-national Ombudsman schemes.

These include Independence, Impartiality, institutions
based on firm, legal foundations, selection of
the Ombudsman based on merit, requiring the
Ombudsman to be above party politics, to have
access to public administration at all levels, and to
have appropriate resources to carry out the mandate.®

Fifth and last, improving accessibility to our
Ombudsman services is crucial to ensuring more
equal access to justice in our nation states and
institutions. For most national Ombudsman schemes,
the people who need them most are the least likely
to use their services. This is problematic, since most
national schemes are insufficiently known to enable
them to be as effective as they need to be.

In summary, in order to do well, the national
Ombudsman needs to be not only independent,
impartial and compassionate, but to be constantly
collegiate. And collegiate not only to office colleagues
but to Ombudsman leaders in similar positions in
other countries. There are variable and rich ideas
available from the comparative scene, and they
are entirely free of charge to the rigorous and
enquiring mind.

2 See, for example, Events in Israel and Gaza: Statement by 10l European Board.https://www.theioi.org/ioi-news/current-news/the-phso-launches-the-

european-international-ombudsman-institute-learning-academy.

3 European Commission for Democracy through Law (The Venice Commission), Principles on the Protection and Promotion of the Ombudsman Institution
(The Venice Principles) Adopted by the Venice Commission at its 118th Plenary Session (Venice, 15-16 March 2019).
https://www.yenice.coe.int/webforms/documents/default.aspx?pdffile=CDL-AD(2019)005-¢

4  Resolution adopted by the General Assembly on 16 December 2020 [on the report of the Third Committee (A/75/478/Add.2, para. 89)] 75/186. The role
of Ombudsman and mediator institutions in the promotion and protection of human rights, good governance and the rule of law.
https://documents.un.org/doc/undoc/gen/n20/373/10/pdf/n2037310.pdf?token=GxIGpAH7hSqWicYIhg&fe=true

5 Venice Principles, op. cit. 2019.
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The context - the Ombudsman world
in the early 21st century

In 2020-21 my former Office, (the UK national
Ombudsman, the Parliamentary and Health Services
Ombudsman), carried out extensive research in
partnership with the International Ombudsman
Institute (101) and Glasgow University into how

Ombudsman offices across the world were dealing
with the COVID-19 pandemic and modern democratic
challenges. The resulting published study was The
Art of the Ombudsman; Leadership Through
International Crisis.® Israel played a full and useful
role in the research. | want to set out how its
findings resonate with the challenges we face as an
Ombudsman community.

Figure 1: Founding year of contributing organisations

Prior to 1950 8%
1950 to 1959 2%

1960 to 1969 4%

1970 to 1979
1980 to 1989 10%
1990 to 1999

2000 to 2009

2010 to 2020
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In total, we received contributions from 53
organisations in 37 different countries, capturing
an overview of the similarities and differences in
challenges faced by national Ombudsman institutions.
These institutions have long been part of the fabric
of people’s right to obtain justice. But in some cases,
the schemes operate today under the same laws and

10%
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25%

25%

15%

2%

15% 20% 25%

rules that were established when the schemes were
founded. The rules have sometimes failed to keep
up with changes in society including the decline of
deference, the 'hollowing out’ of the State so that
many services have been privatised or sub-contracted
to the private sector, and service delivery through the
internet rather than face-to-face is far more common.’

6 The Art of the Ombudsman: leadership through international crisis, 101, PHSO, May 2021.
https:.//www.ombudsman.org.uk/sites/default/files/Art_of the_Ombudsman_WEB.pdf

7 The Art of the Ombudsman, op. cit, 2021, pp.53-54.
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In the United Kingdom, for example, we are
hampered by outdated legislation. The UK Office
was established in 1967 as a ‘classical’ Ombudsman
scheme dealing with ‘maladministration’. Given the
prevailing deference to Parliament at the time,?®
complainants were not permitted to approach
the Ombudsman directly but had — for a five year
period - to go via their Member of Parliament.
This 'MP filter' has never been removed, although
it does not apply to health complainants (where
there has been jurisdiction since 1973). Further,
the Ombudsman can only investigate what has
been complained about. There is no power of ‘own
initiative' to investigate serious incidents which
have not been complained about. Given that, in
general, people who need the Ombudsman service
most are the least likely to complain, this is a
serious weakness.

Of course, as already noted, since 2019 we have
had The Venice Principles’ adopted by the United
Nations General Assembly, to guide us. The Venice
Principles clearly endorse the direct access by
citizens to the Ombudsman, and the importance of
the power of ‘own initiative' in which the Ombudsman
can, exceptionally, investigate maladministration and
injustice without receiving a complaint. While these
Principles give strength to the campaign in the UK to
strengthen Ombudsman powers, they are not binding
on sovereign Governments.

When the UK Government proposed to change the
domestic law to adversely affect the Ombudsman'’s
ability to investigate very serious health service
incidents, | took the case to the Venice Commission.
Under the provisions of the Health and Care Bill of
2023, a new specialist body HSIB (The Healthcare
Safety Investigation Branch) was given power to
investigate serious incidents which have implications
for the safety of patients in the NHS. The Bill created
a "safe space" within HSSIB investigations, to enable
clinicians and others to provide information, without
the fear that this would be disclosed or used for
accountability or disciplinary purposes.”

This mirrored practice in the airline industry where,
significantly, there is no Ombudsman. These provisions
impacted on the national Ombudsman’'s unique
Constitutional role to investigate complaints about
the NHS and other public services. The Bill prevented
the Ombudsman from accessing information held in
HSSIB's 'safe’ space, without seeking permission from
the High Court first.

During the Parliamentary stage of the legislation,
and notwithstanding assurances from Ministers
that this legislation would have little or no impact
on Ombudsman capacity to act, | formally asked
the Venice Commission to review the legislation
and its likely impact. After taking evidence in
public and according to its unanimous view, the

8 See, for example, A report by Justice, The Citizen and the Administration: The redress of grievances, 1961 for ‘the need for a real Charter for the little

man'. Preface, p.xiii.
9 See footnote 1 above.
10 Later, HSSIB, the Health Services Safety Investigations Body.
11 CDL-AD(2021)041-e

United Kingdom - Opinion on the possible exclusion of the Parliamentary Commissioner for administration and Health Service Commissioner from
the “safe space” provided for by the Health and Care Bill, adopted by the Venice Commission at its 128th Plenary Session (Venice and online, 15-16
October 2021) https://www.yenice.coe.int/webforms/documents/?pdf=CDL-AD(2021)041-e Paras 29-46, pp.7-9.
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Venice Commission ruled that the legislation was
a clear breach of the Venice Principles.”? The UK
Government's response was to reject the findings
of the Commission, committing only to ‘monitoring
the impact that the "safe space” provisions have on
the Ombudsman's ability to carry out its functions.®®
This, then, is an example of the weakness of
Ombudsman Principles adopted by the United Nations
General Assembly in the face of obdurate national
Government.

Dealing with the COVID-19 pandemic

The COVID-19 crisis had a profound effect on
Ombudsman services. In the words of the Polish
Commissioner for Human Rights, it was "A pandemic —
like the shadow of a great mountain — overshadow(ing]
everything that happen|ed] in Poland and Europe
throughout 2020".** Our research showed that
supportive networks and best practice sharing were a
great help in overcoming challenges during what was
an unprecedented time for most national Ombudsman
schemes. There was variation in the degree to which
national schemes were affected. Where there were
periods of sustained lockdown requiring remote
working, and where mandates included jurisdiction
over health services, the disruption was extensive.

In the UK, for example, UK hospitals in jurisdiction, at the
heart of the COVID pandemic, were forced to redeploy
complaints handling teams into other areas, including
bereavement counselling. This led to hospitals being
unable to respond to Ombudsman requests to provide
material to resolve complaints. The outcome was a
temporary, four-month, suspension of Ombudsman
handling of new investigations. When this period
ended there was a significant backlog of 4000 health
complaints which took two years and exceptional,
temporary, prioritisation of the most serious cases
to clear.

The pandemic led to creative thinking about the way
in which complaints are handled. Some Ombudsman
schemes reported a shift from an approach that looked
at individual cases in sequence to a more thematic
approach, looking at COVID-19-related complaints
together as a whole, either in specialist teams or in
groups where the complained-about issues were
similar.

Ombudsman leadership became even more important,
requiring decisions on staff redeployment and creative
ways for staff to remain connected when working
remotely, as well as reinventing the service almost
overnight and concentrating on investigations of
greater severity.

12 Ibid, CDL-AD(2021)041-e, para 77: 'In the Commission's view, the proposed arrangement by the Bill, if it resulted in a limitation of the PSHO's [sic]
investigatory powers in respect of complaints directed against HSSIB, would be in conflict with the letter of Principle 16. The PSHO [sic] would then not
have “unrestricted access’ to all relevant documents, databases and materials, including those which might otherwise be legally privileged or confidential."

13 Lord Kamall, Department of Health and Social Care to Lord Hunt, 8 December 2021, Venice Commission, 8 October 2021. Minister Edward Argar, noted in
the House of Commons on 26 October 2021, col 611, 'l respect the views that the Venice Commission has set out. | think it formally set out its conclusions
a week or so ago, after a number of informal meetings among its members and with officials to gather evidence; | suspect it also took the views of
the Public Administration and Constitutional Affairs Committee. The Venice Commission looked at the matter, quite rightly, from the perspective of the
ombudsman and the uniformity of the services it provides. We had to strike a slightly different balance, hence why we reached a different conclusion.’

[emphasis added].

https://hansard.parliament.uk/Commons/2021-10-26/debates/aaf875b0-2fc5-4154-a7661d543164cdb7/HealthAndCareBill(SixteenthSitting)

?highlight=safe space nhs#contribution-44C8B3B0-6131-4300-BBDB-5FAB1BD9080C

14 In The Art of the Ombudsman; Leadership Through International Crisis.
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Figure 2: Strategies used to redeploy staff during crisis
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At the time the research was carried out, 40% of
respondents said they would use their own initiative
powers — investigating injustice without receiving
a complaint - to address issues that emerged as
COVID-19 progressed. 96% of respondents agreed
that all Ombudsman offices should have this power
to ensure the most underserved populations were
served by Ombuds.

The list of COVID-related own-initiative investigations
was impressive. In British Columbia, Canada, for
example, the Ombudsman investigated two ministerial
orders made during the COVID-19 pandemic by the
Minister of Public Safety and the Solicitor General. It
was found that the orders went beyond the authority
assigned to him under the Emergency Program Act
and were therefore contrary to law®

15 The Art of the Ombudsman, opcit, p.35.
16 Ibid, p.37.
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In Malawi, the State President created a Presidential
Taskforce to deal with the COVID-19 pandemic in
May 2020. This devised a three-month National
COVID-19 Preparedness and Response Plan at a cost
of U$D375.5 million. The Ombudsman investigated
a lack of transparency and accountability by public
institutions and officials on the use of funds by the
Taskforce that were meant for the fight against the
COVID-19 pandemic. In Finland, an own-initiative
investigation found continuing and severe
shortcomings in how elderly people were cared
for and treated in municipalities. The operations of
municipalities are particularly important during states
of emergency as it is more difficult than usual for
relatives and family members to observe the care
and treatment received by elderly people suffering
from dementia.'®



Ombudsman challenges

Figure 3: Greatest challenges for Ombudsman organisations [distribution of responses)
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The research gave great insight into the challenges
of Ombudsman leaders going forward. First and
foremost, there is the fundamental challenge of
people knowing who we are, what we do and how
we do it. There is a lack of public understanding that
the Ombudsman is 'not an advocate for individuals but
an advocate for fairness'.

Whilst many members of the public expect the
Ombudsman to be the champion of their complaint,
this can be in tension with the Ombudsman's
commitment to impartiality. This is not irreconcilable
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but requires professional development to balance
impartiality with compassion. In addition, and related,
where the Ombudsman is investigating a dispute
between an individual and what might be a well-
resourced public body, the Ombudsman is not
abandoning impartiality by recognizing and taking
into account the disparities in power and resources
between the contesting parties. Here it is important
not to discount oral evidence of complainants when
set against contemporary written records of public
institutions. In my experience it is not unknown for
the written account to be unreliable.”

17 Broken trust: making patient safety more than just a promise, PHSO, 2023, HC 1444, p.25,
https://www.ombudsman.org.uk/sites/default/files/broken-trust-making-patient-safety-more-than-just-a-promise.pdf,
cites from case studies that “a failure to be honest when things go wrong" is a feature of NHS patient handling.
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Second is the question of access to Ombudsman

services. There is wide acknowledgment that those
who are most in need of assistance are often the
least likely to seek it out (or even be aware of the
services available to them). So, Ombudsman schemes
have to take and have taken a range of measures to
make services easier to access. Examples include
colleagues in Italy and Israel setting up satellite
offices accessible to groups that need more support,
and the Ombudsman of the Netherlands and in
Catalonia working with intermediaries to connect with
communities who face barriers to justice.

In the UK, we have set up a significant outreach
function, which has identified key communities
and begun work to work in partnership to meet
and seek to reduce the barriers and vulnerabilities
they face. The features of this strategy are set out
below (Figure 4). They are significantly influenced
by international good practice. This includes
using independent pollsters to track the views of
complainants about the quality of service they
receive,® and a Radio Ombudsman podcast, currently
running to 33 episodes, to demystify what the
Ombudsman does, what stakeholders think, and what
the experience of complainants is really like."

There have also been hundreds of Ombudsman visits
to bodies in jurisdiction to listen and see first-hand
how bodies in jurisdiction operate. This led to the
publication of a comprehensive research study,
Making Complaints Count: Supporting complaints
handling in the NHS and UK Government
Departments (2020)%°, and subsequently through
consultation and pilots to the co-production of
Complaints Standards Frameworks for both the
National Health Service and central government
departments. These are best practice guides
supported by PHSO-created (CPD-accredited)
professional training and toolkits. They have been
very extensively adopted by bodies in jurisdiction
and now feature as a benchmark in Ombudsman
assessment of complaints against public bodies. The
Complaints Standards initiative was commended by
the independent Ombudsman peer review of PHSO
in 2023:

'The NHS Complaint Standards have been piloted
in partnership with 11 NHS pilot organisations and
around 70 early adopters. We were impressed
by this work and its reception and acceptance by
the public bodies with which we spoke.. We view
this as a commendable endeavour to improve the

18 https://www.ombudsman.org.uk/about-us/corporate-information/how-we-are-performing/changing-how-we-gather-and-report-feedback

19 https://www.ombudsman.org.uk/news-and-blog/radio-ombudsman-podcast

20 HC 390, July 2020.

https://www.ombudsman.org.uk/sites/default/files/(HC 390) - Making Complaints Count- Supporting complaints handling in the NHS and UK

Government Departments.pdf

21 https://www.ombudsman.org.uk/organisations-we-investigate/complaint-standards/nhs-complaint-standards
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quality of complaint-handling by public bodies. PHSO
has moved into an area that, in general terms, was
previously accorded a relatively low-level of priority by
government and public bodies. PHSO has recognised
expertise in the standards of complaint-handling and
it has worked closely with public bodies to help them
improve their initial handling of complaints. We think
that this is valuable and important work and has
great potential'.?

Additionally, outreach now includes Ombudsman
Roadshows to visit people in vulnerable situations
in different parts of the country, a Public and
User Engagement Panel to test out Ombudsman
operational innovation and practice, and most
recently the creation of '‘Dilemma Cafés’.

A Dilemma Café is an opportunity for former
complainants, members of the public and
Ombudsman staff to get together over coffee,
tea, cake to discuss ethical challenges. It involves
listening to and respecting others, asking questions,
coming up with ideas and working together to
find solutions.?

But accessibility doesn't stop with what we do
to reach out. We must also create an organisation
populated by colleagues representative at all levels
of the communities we serve. This involves working
to prevent gender pay gaps, ensuring people with
disabilities are prominent in the workforce and that
ethnic diversity and inclusion are key features of
the organisation.

22 Ombudsman Peer Review of The Parliamentary and Health Service Ombudsman, 10l, November 2022.
https://www.ombudsman.org.uk/sites/default/files/PHSO peer review 2022_0.pdf, p.5, p.15.

23 https://www.ombudsman.org.uk/news-and-blog/events/help-improve-our-service-join-us-our-dilemma-cafe
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Figure 4: Outreach
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Third, there is the challenge of managing expectations.
Despite the huge diversity in political culture and
organisational difference, Ombudsman organisations
around the world are united by common challenges
of a lack of public understanding of their role, and
meeting expectations of service users. We are all
often mired by romantic and simplistic ideas the
public sometimes have about what we can do. Our
research showed us that well-set out policies, as
well as supporting and investing in staff who handle

complaints, is a route to redressing this misperception
and managing expectations in turn.

Fourth, and super-imposed on this commonality
are the small number of countries where brutal
human rights abuses — eg Poland, Ukraine, Mexico
and Pakistan — place the Ombudsman (and many
others) in physical peril. This particular outrage needs
comradely support and intervention from international
Ombudsman Officers and their networks.

Organisational values, personal skills and attributes difficult to deliver

Figure 5: Core organisational values [rated by difficulty to deliver]
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Figure 5, on the previous page, demonstrates that,
in addition to Accessibility, there are continuing
challenges of Transparency, Independence, Fairness
and Impartiality. As far as Transparency is concerned,
the Parliamentary Ombudsman for New Zealand
has pointed out that ‘'The balance here is between
secrecy and transparency. We are required on the one
hand to work in secret and maintain confidence but
on the other, to convey confidence because we are
transparent in the way we go about our task.”

In general, retaining Independence remains a
significant challenge too.

It is a particular challenge for some national
Ombudsman schemes, such as those in Poland,
Cyprus and Malawi, which have faced attacks on
their activities and restrictions in funding. Others,
such as the Ombudsman in Ireland, occasionally
struggle with perceived closeness to Government,
because they are resourced by serving civil servants.
Ombudsman leaders who do, in line with their
mandate, speak 'truth unto power' reporting on
injustices including avoidable death and significant
detriment owing to systemic service failure, are
unlikely to be popular with the executive authority
they are investigating.”®

Leadership styles and management development

Figure 6: Preferred leadership styles

Ombudsman Leadership Style prior to Pandemic Number/Percentage of Respondents

Autocratic
Participative/Collective
Delegative
Transformational
Transactional

No response

8 (15%)
22 (42%)
11 (21%)
6 (12%)
0 (0%)

5 (10%)

24 In The Art of the Ombudsman; Leadership Through International Crisis, op. cit.

25 Dennis Campbell "NHS ombudsman Rob Behrens: 'There are serious issues of concern”, The Guardian, 17 March 2024.
https://www.theguardian.com/society/2024/mar/17/nhs-ombudsman-rob-behrens-serious-issues-concern
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Most Ombudsman leaders described themselves as
having a hybrid style, but with a preference for being
collective, participative and transformational. In the
real world of Ombudsman practice, of course, leaders
are necessarily eclectic. We need to strongly defend
human rights and be clear about leadership strategies
and strategic direction. However, at the same time,
we also need to resolve paradoxes and deal with
ambiguities: engaging in political activity but without
being partisan or engaged in party politics; being
fair and empathetic but also being impartial and
standing up for justice; and leading our staff through
a combination of direction and empowerment.

The main organisational and personal challenges we
face as Ombudsman leaders can stimulate unusual
strengths. Clearly, we experience stress and isolation
in a space where we are not there to make friends.
But this has prompted Ombudsman art forms. Our
capacity to mediate, manage change, demonstrate
empathy and have an emphatically non-party
but political sense, derive from our unique role of
witnessing and seeing the inside of institutions, but
sitting on the outside in terms of independence and
governance.

All of this requires continuing professional

development. This is particularly the case in what is
still in reality an emerging profession.

| Collegiality and the Ombudsman

The predominance of legal training backgrounds in

national Ombudsman leaders is no substitute for the
development of specific curricula for Ombudsman
practitioners. With this in mind, the UK National
Ombudsman has created Europe's first national
Ombudsman Academy which trains and develops new
case-workers over a ten-month period before they are
assigned to specialist roles. We have also led the way
with an Accreditation scheme for senior case-workers
to ensure that competence is not simply addressed
at the beginning of careers but features throughout.

Conclusion

In summary, our research showed us that being an
Ombudsman is a challenging art, not a dismal science.
As such, our craft requires investment, continuing
professional development, renewal, oversight and
continuous innovation. Fundamentally, it requires
looking out as well as in, and behaving in collegiate
fashion to learn from the practice of counterparts.
Network bodies like the International Ombudsman
Institute play a vital role in ensuring renewal and
exchange but also challenge. Given the multiplicity
of Ombudsman models and sizes, and the discrete
history and experiences of individual institutions,
regions and countries, general statements about 'what
must be the case’ need to be taken with scepticism.
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offiors. which podsess powers that PHI0 cors nod. ™

stakefolders. ™

Dmbusuman Petr Beview of FHS0, TOIT

Fi g oy
R e ]
hs B

There is no 'golden age' of the Ombudsman to look
back on. What we have is an evolving history in a
challenging and in many ways increasingly dark world.
If we look back it is to learn and adapt going forward.
From Manchester to Athens: next steps,? the policy
document prompted by The Art of the Ombudsman
research, set out evidenced-based, practical proposals
for further strengthening our Ombudsman institutions
going forward. These have already been developed in
practice and include revised procedures for

independent Ombudsman peer review using the
Venice Principles as essential benchmarks,? the
creation of an International Ombudsman Institute
Learning Academy,”® and the development of best
practice in reaching out to communities in vulnerable
situations. These are innovations to pilot, argue about,
refine and develop. There is much to be done.

Manchester UK May 2024

26 From Manchester to Athens: next steps. 2022 Conference and General Assembly of the European I0I, Thursday 26 May — Friday 27 May 2022.

27 Ombudsman Peer Review of The Parliamentary and Health Service Ombudsman, UK, I0I/PHSO, 2022.
https:.//www.ombudsman.org.uk/sites/default/files/PHSO peer review 2022_0.pdf

28 https://www.theioi.org/ioi-news/current-news/the-phso-launches-the-european-international-ombudsman-institute-learning-academy

AN NIIZN NI AITANENPEI asy niNan-|

211 .


https://www.ombudsman.org.uk/sites/default/files/PHSO peer review 2022_0.pdf
https://www.theioi.org/ioi-news/current-news/the-phso-launches-the-european-international-ombudsman-institute-learning-academy




	_Hlk181167163
	_Hlk181167170
	_Hlk181167178
	_Hlk181167185
	_Hlk181167206
	_Hlk181167216
	_Hlk156129075
	_Hlk181167228
	_Hlk181167238
	_GoBack

