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Gemeentelijke

'3 Ombudsman
Den Haag

Lecal
ombudsmar

Gemeentelijke
Ombudsman

Den Haag

Ombudsman
Ombudsmanforthe vouth
Anti discrimination office

General Administrative Law Act (GALA)
General Law on municipalities

Dutch constitution

Children’s rights Convention (UN)

Human rights Conventions (UN and ECHR)
Equal treatment law

“Nobody in the city of the Hague should by
excluded from their fundamental human rights”

ﬂ
|

Adriana Stehouwer
ombudsman of the
cityof The Hague

is an expertin handling and solving conflicts between citizens and
-government.
She has been a judge in administrative courts for more than 25 vears,

She worked as a deputy National ombudsman for 8 years and
participated in the programs of the EU and the Council of Europe to_
strengthen the rule of law in young democracies.

She was coaching ombudsman institutions in Serbia, Georgia, Rwanda
andyvisited many other ombudsman institutions,

She believesthat citizens can excercise their right to good governance

by filing complaints. And the governmentgets free advice onthe
performance of the administration through complaint handling.
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Ombudsman and good governance

Whois in chargein the city? Ombudsman and ombudsman for
the youth are:
City council (budget and

controlling local government) = Appointed by city council fora 6

year term

2 Mayor and Eldermen

EF\: (responsible for the city program) * Independent

SE Administration (carrvingoutthe  * Provide citizens easy access to their
5 % - Cityprogram) right on good governance
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@ E 5 The Hague: 550.000 inhabitants

V0o staff ombudsman: 8-10 persons

Complaints 2021: 600 and in 2022: 700+
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Ombudsman and good governance
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Good governance:

Every person has the right to
have his or her affairs handled
by the administration with

* Impartialli
* Fairness
* Within a reasonable time

Article 41 EU charter of
Fundamental Rights

Case: waiting for an a_l[épointmentto
register my foster chil

+ | canonly get an appointmentin
two months

* Aslong as my child is not registered
my insurance company will not pay
for hospital costs

* |sthere enough staff in the town
hall? How to make a priority
appointment?

Complaint handling by the administration of the
city of The Hague

Den Haag

PN Gemeentelijke
il Ombudsman

GALA :firstfile acomplaint to the
administration

Complaintis handled by a
impartial personofthe
administration

The ombudsman promotes to file
acomplaint directly to the
administration department
handling your affaires

Solving complaints is part of the
work of city workers

Data from complaints can show the
administration how they perform

Ombudsman handling complaints

How to complain?

* Meet us in the library!

* Send us an email or letter
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Ombudsman handling complaints

What does the ombudsman do?
*» Information

already tried)
+ Mediation and round tables
= Letters of concern

Gemeentelijke
Ombudsman
3

Den Haa
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* Informal complaint handling (if not

Case

Theroad is closed and the garbageis
not collected... again.

How many times do | have to report my
problem to the city?

Informal solution
Send a garbage collecting truck
Lessons learned

Shareinformation within the
administration between “Stadsdeel”
and “HMS”.
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Handling complaints

* Formal investigations:
documents and a hearing

* Reports with recommendations
to the Mayor and city council
members

* Follow up
* Information on the website:

en Haag

Infographic Ombudsman aanvraag

parkeerplaats (raadsinformatie.nl)

Parking permit for
handicapped children?

Complex case

Parking permit is for
handicapped drivers and
handicapped children are in
need of transport by car.

Taylor made solution
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