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Regional and Local Shared Responsibilities

Regional Local

Waste Disposal Waste Collection
Water Treatment Water Distribution
Trunk Sewage Local Sewage
Regional Roads (major corridors) Local Roads
Regional Planning/Growth 
Management Local Planning

Regional Economic Development 
& Tourism Local Economic Development

Long-Term Borrowing Tax Collection
Regional Emergency Planning Local Emergency Planning
Provincial Courts By-law Enforcement
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Overview

• York Region – Where We are Now
• Complaint Process Improvement
• Other Accountability Measures
• Why Appoint a Municipal Ombudsman
• Lessons Learned
• Conclusion
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York Region – Where We Are Now
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• ADR Chambers was appointed as Ombudsman 
for the Region of York effective January 1, 2016

• Our Ombudsman has received 7 complaints 
which are all currently under review and none 
have yet led to an investigation

• 6 months from Council approval to appointment 
of a municipal ombudsman by January 1, 2016

• Managing a coordinated approach and response 
from 10 municipalities
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• Collaborated with 
local municipalities to:
– Develop an 

understanding of the 
operational and 
administrative 
requirements for an 
ombudsman office

– Develop the terms of 
reference

– Agree on a procurement 
model

York Region & 9 Local Municipalities
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Complaint Process Improvement

• Complaints process
– Complaints are currently received through a variety of 

methods, such as email or phone and directed to the 
appropriate department

– Each department follows its own process to address 
complaints

• Exception
– Does not apply 

where legislated 
complaint processes exist 
(ie. Social Services)
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York Region Accountability Measures

• York Region’s accountability 
and transparency measures 
include:
– Code of conduct for employees
– Audit Committee
– Auditor
– Accountability and Transparency 

Policy applicable to Council and 
staff

– Closed meeting investigator (LAS)
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Why Appoint a Municipal Ombudsman?

• A municipal ombudsman can focus on and address 
issues within the local context of the Region and its 
residents

• Improve customer service by offering the 
ombudsman as another avenue to address 
complaints and concerns

• Improve service delivery and communication to the 
public through Ombudsman findings

• The Provincial Ombudsman’s office has publicly 
encouraged municipalities to appoint their own 
ombudsmen for many of the same reasons York 
Region chose to appoint



10

Lessons Learned
• Document, understand and enhance your internal 

complaints processes first 
• Develop the terms of reference early
• Educate staff and Council on the municipal ombudsman 

role
• Establish the municipal ombudsman’s scope of work and 

jurisdiction in as much detail as possible
• Establish contacts, process and timelines for responding 

to municipal ombudsman questions and requests for 
information 

• Educate the municipal ombudsman on your business 
operations


