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If you are having a problem,
the Ombudsman may be able to help

The newly appointed National Capital Commission (NCC) ¢,

Ombudsman serves as an independent, con dential resource fi

the public to resolve complaints involving the NCC, when all "
other redress avenues within the NCC have been exhaustedi®

The NCC Ombudsman gives members of the public a
chance to be heard when they believe that they have not
been treated properly by the NCC. The NCC Ombudsman
works informally and independently of NCC administration
to assess the merits of the complaint and resolve disputes.

The NCC Ombudsman’s role is to ensure that complaints are
listened to carefully, and are considered in a serious and
neutral manner. The NCC Ombudsman acts, when necessa
to ensure that the rights of citizens are respected and
that each complaint is evaluated fairly and with respect.

As part of the dispute resolution process, the NCC
Ombudsman can make non-legally binding recommendations
which are communicated to the parties involved as well
as the NCC Board of Directors.

We all share in the beauty, history and future of
Canada’s Capital Region. | look forward to working
with you.

Laura Bruneau
NCC Ombudsman

Role of the NCC Ombudsman

The NCC Ombudsman is a neutral facilitator and
investigator when working to resolve a complaint.

The NCC Ombudsman’s work is guided
by four fundamental principles:
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What types of complaints does
the NCC Ombudsman look at?

The NCC Ombudsman responds to complaints about issug
relating to a decision, a recommendation, an
act or an omission of the NCC.

What types of complaints does
the NCC Ombudsman not look at?

The NCC Ombudsman cannot intervene or investigate
complaints involving any decision, recommendation,

act or omission of the NCC Board of Directors or of an
elected of cial; or employee and labour relations con icts;
or ongoing private legal disputes between individuals; or a
decision made by a tribunal or an organization carrying
out judicial duties.

As a result, the NCC Ombudsman must always rst assesq
whether the complaint falls within the mandate of the

of ce and that redress avenues within the NCC have

been exhausted.

What to do if you have a complaint

Start by talking with the NCC representative you are deal-
ing with. If you are not satis ed with the representative’s
response, ask about complaint procedures internal to the
NCC so you will know who to contact next.

If you remain unsatis ed after using the NCC'’s internal
complaint process, the NCC Ombudsman may be able
to help.

You can get in touch with the NCC Ombudsman on a
private basis through our website, by telephone, email or
fax if you have questions or need help on how to proceed.

You have up to twelve (12) months after learning of
the facts on which the complaint is based to submit
your complaint to the NCC Ombudsman. Exceptional
circumstances justifying late delivery of your complaint
may be considered by the Ombudsman.

Filing a complaint or getting
in touch with the NCC Ombudsman

Visit the NCC Ombudsman’s website at
www.ombudsman.ncc-ccn.ca for more information

on the role of the Ombudsman, the complaint resolution
process, and to download the Request for Intervention/
Investigation complaint form.

The NCC Ombudsman'’s services are free and accessible
in English and French.

The information the Ombudsman
needs from you

The NCC Ombudsman will ask you to provide the details of
your complaint along with the supporting documentation that

you have, and a copy of any correspondence you received from
the NCC explaining its response to your complaint.

You must complete thRequest for Intervention/Investigation
complaint form, which can be mailed to you or found on the
website, and return it by email, mail or fax to the NCC
Ombudsman. It is very important to describe your complaint
clearly and what you think would be a reasonable solution.



