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LETTER OF TRANSMITTAL

His Honour The President
The Senate
Parliament Buildings
Bridgetown

His Honour The Speaker
The House of Assembly
Parliament Buildings
Bridgetown

Dear Mr. President and Mr. Speaker:
I have the honour to submit the Annual Report of the activities of the Office of the Ombudsman
covering the calendar year January 1, 2013 to December 31, 2013 to facilitate it’s laying before
Parliament. The Report is made pursuant to Section 13(6) of the Ombudsman Act, Cap. 8A of
the Laws of Barbados.
Yours faithfully,

VALTON D. BEND
Ombudsman
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THE LOGO OF THE OMBUDSMAN FOR BARBADOS

The logo of the Office of the Ombudsman for Barbados was designed with a great deal of
care and consideration; the symbolic significance of the logo’s elements is as follows:

Colours:

The colours of the Barbadian flag, ultramarine and gold, are the primary colours

used in the rendering of the logo. The ultramarine reflects our sea and sky while the gold
suggests the sand of our beaches.

Black and white:

The central portion of the logo is rendered in black and white, with the

left being the photographic negative of the right. These colours are representative of the
Ombudsman’s commitment to champion the cause of all Barbadians irrespective of colour,
religion, class, gender, age or political persuasion.

Equal signs: The equal signs appear on both sides of the shield and are also photographic
negatives of each other; they represent equality and the Ombudsman’s commitment to act
impartially and expeditiously in the handling of public grievances.

Shield:

The Ombudsman is the advocate of the people and the principal aspect of his

role is to shield the people of Barbados from injustice and maladministration at the hands of
Government agencies.
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Central figure:

The abstracted form at the center of the shield represents the human and

personal aspects of advocacy. The Office of the Ombudsman is not a faceless entity but a
group of dedicated people committed to serve all Barbadians.

Sugar cane: Initially the source of our enslavement and subsequently the source of our
economic independence; sugar cane has been central to our very existence as a nation and the
foundation that we now build upon. The crossed sugar cane also provides a significant
historical tie with the Barbadian coat of arms.
The logo of the Office of the Ombudsman for Barbados was developed in 1998 during the
tenure of Mr. Carl Ince who was at that time the Ombudsman for Barbados. This logo was
designed by the Design Services Section of the International Development Division of the
Barbados Investment and Development Corporation (BIDC).

The records of the office tend to indicate that the principal officers of the BIDC with whom
this office collaborated were Messrs Michael Piggott and Philip Marshal.
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MAP OF BRIDGETOWN
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THE MESSAGE OF THE OMBUDSMAN

The essence of the Ombudsman system is to hear and determine allegations of bias,
unfair treatment and maladministration against government officials. The process
involves laying a complaint which alleges an infringement of the civil rights of the
citizen at the hands of a government agency. The department is informed of the
complaint and is invited to respond. It may be settled quickly to the satisfaction of the
parties. There are complex matters that require meetings, explanations and in-depth
investigation. The relevant facts are discovered. Adjustments may be made and
practices affecting the rights of the citizen may be abandoned. A fair hearing is the
standard employ. Resolution to some matters are based on conciliation negotiation and
mediation.
I am satisfied that departments generally follow acceptable standards in the delivery of
service to the public. The areas giving rise to complaint are easily rectified. Members
of the public seeking assistance often express thanks and satisfaction for the service
rendered.
Public officials are reminded that they have a responsibility to provide excellent service
to the public. The public also have a right to expect excellent service from agencies of
government. The benefit of providing excellent service is the avoidance of litigation
and costs against central government. A satisfied public is the yardstick of good
administration. Good administration promotes democracy and ensures peace, order and
good government in society.
The Office of the Ombudsman will continue to work with departments of government
in a spirit of co-operation. It will assist each agency to live up to its creed and maintain
its integrity. As a stakeholder, in the administration our focus is to ensure that genuine
service is delivered to members of the public. Their overall satisfaction is a measure of
our success. Our common purpose is to ensure that the principles of good governance
77

are observed, maintained and upheld, confidence in our democracy and reliance on our
institutional integrity would not be compromised.

VALTON D. BEND
Ombudsman
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HISTORICAL BACKGROUND
The Office of the Ombudsman for Barbados was established in 1987 in spite of the fact that
the legislation had been enacted some six years earlier. The Ombudsman’s Office was
established to provide a safeguard against maladministration and to protect its rights and
interests of citizens. The Ombudsman approach is not new, since the redressing or resolving
of complaints and or grievances of the people resulting from illegal or unfair administrative
practices has long been the practice in this country. This fact may be best explained by an
examination of many items of local legislation e.g. the National Insurance and Social Security
Act and the regulations made pursuant to his act Cap 47 of the Laws of Barbados or the Town
and Country Development Act Cap 240.

These items of legislation clearly provide

mechanisms by which the public who feel aggrieved by the action or inaction of state
bureaucrats of such agencies at no financial cost to the state may appeal the decisions of these
agencies.
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FUNCTIONS OF THE OMBUDSMAN
Section 6(1) of the Ombudsman Act makes provision for the Ombudsman to investigate
complaints from members of the public after he has received a written complaint.
In addition, this section of the legislation also provides that if he is of the opinion that, or if
either House of Parliament resolves that there are reasons of special importance which made
investigation (s) by the Ombudsman desirable in the public interest, he so does.
The main functions of the Ombudsman include:1.

Investigation and the settling of grievances against government agencies.

2.

Making recommendations for corrective measures when investigations reveal unlawful
or unreasonable administrative procedures; and

3.

Provide recommendations where appropriate for the improvement of administrative
systems and their operations.
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ANALYSIS OF COMPLAINTS RECEIVED IN THE YEAR 2013
During the calendar year 2013 one hundred and twenty-five (125) complaints were made to the
Ombudsman of Barbados by members of the Barbadian public. It should be noted that of these,
no complaints were resolved in the year under review:
Fig. 1
The agencies which complaints were made to this Office in 2013:
Departments

Complaints

Barbados Defence Force
Barbados Nursing Council
Barbados Water Authority
Court Process Office
Customs Department
Environmental Protection Department
Her Majesty's Prisons
Immigration Department
Inland Revenue Department
Land Tax Department
Licensing Authority
Ministry of Education
Ministry of Family, Culture, Sports and Youth
Ministry of Finance
Ministry of Foreign Affairs and Foreign Trade
Ministry of Health
Ministry of Housing, Lands & the Environment
Ministry of Public Works & Transport
National Conservation Commission
National Housing Corporation
National Insurance Department
Outside Jurisdiction
Personnel Administration Division
Police Department
Psychiatric Hospital
Queen Elizabeth Hospital
Welfare Department
Total

1
1
23
8
4
3
2
5
4
1
1
2
2
1
2
3
3
3
2
3
3
30
2
10
2
2
2
125
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BARBADOS WATER AUTHORITY
During the calendar year 2013 twenty-three (23) members of the public made complaints to
this Office against the management of the Barbados Water Authority. Fig. 3 shows the number
of complaints which have been made against this agency between the period for the years 2010
to 2013.
Fig. 3

Year
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6
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This may be seen below graphically in the chart below:
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NATIONAL HOUSING CORPORATION
Two (2) complaints were made to this Office during the year 2013 against the management of
the National Housing Corporation. This was one more than the one (1) which was made against
the agency in 2012.
Fig::4 below graphically shows the complaints which have been made against this agency for
the years 2010 to 2013.

Year
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No. of

3

2

1

2013
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This may be seen below graphically in the chart below:
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MINISTRY OF HEALTH
Three (3) complaints were made to this Office during the year 2013 against the Ministry of
Health. This was one complaint more than the two (2) which had been made against the agency
in the year 2012.
Fig. 5 below graphically shows the complaints which have been made against this agency for
the years 2010 to 2013.
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INLAND REVENUE DEPARTMENT
During the year 2013 four (4) complaints were made to this Office against the Inland Revenue
Department. This was three complaints more than the one (1) which had been made against
the agency in the year 2012.
Fig.6 below graphically shows the complaints which have been made against this agency for
the years 2010 to 2013.

Year

2010

2011

2012

2013

8

1

1

4

No. of
complaints

Inland Revenue Department
8
No. of
complaints

6
4
2
0

2010

2011

2012
Years

16
16

2013

H.M. PRISONS DODDS
During the year 2013 two (2) complaints were made to this Office against Her Majesty’s
Prisons, Dodds. This was five complaints less than the seven (7) which had been made against
the agency in the year 2012.
Fig.7. below graphically shows the complaints which have been made against this agency
for the years 2010 to 2013.
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2010

2011

2012

2013

No. of complaints

6

5

7

2
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NATIONAL INSURANCE DEPARTMENT
During the year 2013 three (3) complaints were made to this Office against the National
Insurance Department.

This was the same number of complaints for the year 2012.

Fig. 8 below graphically shows the complaints which have been made against this agency for
the years 2010 to 2013.
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WORKSHOP ATTENDED
REGIONAL WORKSHOP
Barbados was represented at the Seventh Biennial General Conference of the Caribbean
Ombudsman Association (CAROA) held in St. Maarten, May 5 – 9, 2013 by Mr. Valton Bend,
Ombudsman and Mr. Michael Sabazan, Investigations Officer within the Office of the
Ombudsman.
Mr. Valton Bend held the position of President of CAROA and therefore needed to be in
attendance as Head of the Board of CAROA.
Prior to her retirement, the former Investigations Officer Mrs. Barbara Taylor held the position
of Secretary Treasurer of CAROA. Since Mrs. Taylor's retirement in 2011, the financial
records of CAROA remained in the office of the President in Barbados and therefore, the
current Investigations Officer was required to perform the role of Secretary Treasurer, thereby
becoming the de facto Secretary Treasurer of CAROA. This therefore necessitated attendance
by the Investigations Officer who was charged with presenting the Audited Report of CAROA's
finances to the Board.
This Conference included intensive training courses which focused on advanced investigation
techniques, using the Ontario Ombudsman's office's proven models for conducting systemic
investigations. The courses covered the following areas:
(i)

An introduction to identifying systemic and conducting effective and
efficient investigations.

(ii)

Principles of Excellent Investigation.

(iii)

Planning an investigation – How to structure and prepare an
investigation plan that will act as a road way throughout the
investigation.

(iv)

Preparation of Investigation Plans.

(v)

How to use resources efficiently and set realistic milestones and
timelines.
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(vi)

Witnesses and Interviewing – How to identify and prioritize witnesses
and interview them.

(vii)

Whistle blowers – How to deal with confidentiality of whistle blowers
and threats of retaliation.

(viii)

Assessing the evidence – How to weigh the evidence gathered for
sufficiency, reliability and relevance.

(ix)

Report writing – session on drafting a compelling, persuasive and highly
readable report.

(x)

Watchdogs Bark – the method of making your report matter via all
manner of media from traditional print to Facebook.

Of particular note in respect of the Conference outcome was the consensus on the use of
Mediation by Ombudsmen as an alternative to investigations in certain cases.
Also noteworthy was the view that Ombudsmen should incorporate human rights into their
work whether or not they had a specific mandate. This was based on UN General Assembly
Resolution 63/169 of March 20, 2013, which recognized the role of the Ombudsman in the
promotion of human rights, the rule of law, and respect for justice and equality.
LOCAL MEETINGS AND WORKSHOPS
The Office of the Ombudsman attended a meeting with Ambassador Gianni Magazenni, Chief
of the Americas, Europe and Central Asia Branch of the Office of the High Commissioner for
Human Rights (OHCHR). The meeting had been convened to examine the progress which
Barbados had made since the visit of United Nations High Commissioner for Human Rights
Ms. Navanethem 'Navi' Pillay to Barbados in 2012 to demonstrate the OHCHR’s continued
commitment to expanding its presence in the Caribbean region, and to reaffirm the OHCHR’s
commitment to assist the Barbados Government in fulfilling its human rights obligations and
commitments.
The Ombudsman explained that there were plans to bring legislation before Parliament which
would provide for the transformation of the current Office of the Ombudsman into an
accredited NHRI. It was explained that the draft legislation was currently before the Chief
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Parliamentary Counsel and that discussions would be held during the year on the structure,
responsibility and financial and human resources required.
National Human Rights Institutions (NHRIs) generally refer to bodies established by
Governments to aid in the promotion and protection of human rights within their respective
jurisdictions through, for example, handling complaints, conducting research, advocacy and
educational programmes.
Ambassador Magazenni made the following comments:


His office had forwarded guidelines for the drafting of the amended Ombudsman
legislation in compliance with the Paris Principles to the CPC.



There was a need for Barbados to share information with the OHCHR on issues
involving domestic violence, the freedom of the press and the UPR as the next cycle of
the UPR would be in 2017.



There was an urgent need to formally establish a human rights inter-ministerial
committee.



The OHCHR would be willing to offer assistance to help the Office of the Ombudsman
become an 'A' status NHRI.



Public hearings on specific issues related to human rights was another area in respect
of which the OHCHR would be willing to offer assistance.



Request for assistance could be forwarded through the Office of the United Nations
Development Fund.
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LISTED BELOW ARE SAMPLE COMPLAINTS
1.

A complaint was made by a female member of the Public Service in which it was
alleged that she had been sexually harassed by the Head of her Department. She stated
that there had not been an actual assault but for a period of time, she had been subjected
to personal comments, questions, persistent requests to have a drink outside work hours
despite an ongoing refusal, and gestures, all of a sexual nature. She said that she was
committed to her job and did not want to jeopardize it by reporting the sexual
harassment.
Assistance in this matter was sought from the Head of the Civil Service. Based on the
eventual declared outcome, it would appear that intervention at that level brought about
the desired result.

2.

A 66 year old pensioner complained to this Office that after working with one (1)
company for 40 years and paying National Insurance contributions, all he was receiving
from the National Insurance Office was $121.00 per week. He further stated that other
persons who worked at the same estate had received retirement benefits and were in
receipt of a higher pension.
The National Insurance Office was contacted with regards to this complaint.
Investigation into this matter revealed that the complainant was receiving a pension of
$350.00 bi-weekly which was correct according to the contributions made.

3.

A medical doctor attached to the Ministry of Health complained to this Office over the
delay he was experiencing in receiving his monthly salary. He stated that at that time
two (2) months’ salary was still outstanding.
The complainant later reported that the matter was resolved and he had received the
outstanding salary.
22
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4.

A complainant lodged a complaint to this Office against the Barbados Water Authority.
He complained that a motor vehicle overturned in front his house damaging his water
meter.
Two years later he noticed that there was an additional $409.95 on his water bill. On
querying this, he was told that it was for repairs to his water meter. As he had never
requested Barbados Water Authority to do any work for him he thought that it needed
further investigation.
When the complainant visited the Office of the Barbados Water Authority, he was given
a copy of an invoice for $409.95 and was told that he should have received the original
invoice earlier in the mail.

The officer dealing with the matter informed the

complainant that in these circumstances the Barbados Water Authority could only bill
the customer for the work done and that the complainant should pursue the matter of
reimbursement with the owner of the vehicle, which was involved in the accident. On
that basis, he sought this Office assistance.
When this Office later contacted the complainant, he stated that he had paid the bill to
avoid disconnection.

5.

A complainant approached this Office asking for assistance in getting his Income Tax
Return for the Income Tax Year 2012-2013.
The complainant stated that when he contacted the Barbados Revenue Authority
concerning the refund he was told that the refund was prepared. Further investigations
revealed that the cheque was posted to the incorrect address. When the complainant
visited this Office the mistake had not been rectified to-date and he had not received
the refund.
When the complainant was later contacted by this Office he stated that the matter was
rectified, he had received the cheque.
23
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6.

A complainant indicated that he purchased a property from the National Housing
Corporation. A year ago he received a letter stating that his mortgage had been
overpaid. This occurred as a result of continued deductions being made from his salary
after the principal and interest had been fully satisfied.
The complainant further stated that he requested by letter that the Accounts’ department
should cease deductions but this request had not been acceded to. All efforts on his part
to resolve this matter have met with no success. On that basic he sought this Office's
assistance.
The National Housing Corporation was contacted by this Office. The matter was
investigated and the complainant was refunded all overpaid monies.
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