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The Malta Public Administration has set for 
itself the ambitious objective to strengthen 
its governance and accountability 
framework.  The ultimate objective is to 
challenge the status quo and achieve a 
tangible improvement in the performance 
and provision of quality public services.  
Achieving customer centricity is the focal 
point of this strategy. 

Despite all our sterling efforts for internal 
improvement, it is inevitable that there will 
be cases where limitations and shortfalls 
become evidenced.  The sterling work of 
those Parliamentary Offices charged with 
the oversight of the Public Administration’s 
performance and accountability provide the 
Public Administration with invaluable insight.

These efforts help us to continue with 
our mission to achieve excellence.  Their 
observations and recommendations help 
us address lacunae that may have slipped 
through the net of our efforts and attention. 

The Ombudsman’s Annual Report for 2017, 
which was published in May of 2018, does 
however also highlight the need to improve 
the mechanisms with which the Public 
Administration and the Ombudsman’s Office 
collaborate to facilitate the timely conclusion 
of investigations undertaken by his Office 
and that of the Commissioners. 

The Public Administration already has a 
number of appointed liaison officers spread 
across Ministries and public entities.  These 
are already active in the pursuit of a positive 
working relationship with the Office of the 
Ombudsman and Commissioners. 

With satisfaction, I can state that we are taking 
this a step further.  The Public Administration 
is already taking action to strengthen its 
internal structures to better facilitate and 
support Ombudsman investigations. 

Taking cue from similar initiatives taken by the 
Public Administration in relation to reports 
of the National Audit Office, I have directed 
my Office to report on how investigations by 
the Parliamentary Ombudsman are leading 
to improvements in the performance and 
quality of Public Service delivery.

I have ensured that this effort leads to 
Permanent Secretaries and all public entities 
to shoulder their responsibilities and to 
be transparent on the facts for each case 
investigated by the Ombudsman including 
the implementation of conclusions and 
recommendations made.  

It is with pleasure that the Malta Public 
Administration publishes this report.  It 
provides a transparent account of the 
nature, findings, conclusions, and action 
taken for each case reported on in the 
Ombudsman Annual report for 2017.

In itself, the report provides testimony to a 
number of facts that I feel are important to 
emphasise.  

The Facts

Firstly, and taken in context,	

it is evident that complaints 
reaching the Office of the 
Ombudsman and each of the 
Commissioners represent an 
almost insignificant fraction of 
all transactions handled by the 
Public Administration 
or the corresponding public entity.  In itself, 
this is testimony to the success of our 
initiatives to improve service delivery and 
customer centricity.  

This is not to say that any shortcoming is in 
any way acceptable.  Our commitment is to 
strive to ensure that we achieve such high 
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levels of satisfaction that no individual will 
feel the need to request the intervention of 
the Parliamentary Ombudsman to resolve 
outstanding issues around his / her case.
Secondly, that 	  

there are several instances 
where the immediacy of 
action taken by the Public 
Administration to resolve 
shortfalls brought to its 
attention by the Office of 
the Ombudsman resulted 
in the conclusion of the 
Ombudsman’s effort without 
the need to investigate further. 

Our in-depth analysis of these cases has shed 
light on the fact that in their vast majority 
(if not all) these could have been resolved if 
the complainant had approached the Public 
Administration’s customer care facilities.  In 
this we echo the observation made in the 
Ombudsman 2017 Annual Report:

“Sometimes the complainant would 
have given incorrect information to the 
department or would have been completely 
unaware of the rules that applied to his 
particular case.”

We would like to promote and emphasise the 
message that in the case of dissatisfaction 
with a public service, customers should 
consider the various customer care facilities, 
including Servizz.gov, as their first port of 
call.  As outlined below, most of these cases 
would have been satisfactorily resolved if 
they had been first referred to the customer 
care facilities before the Office of the 
Ombudsman opened a formal investigation.  
The 96% success rate of complaints and 
requests handled by Servizz.gov goes a long 
way to substantiate this conviction on the 
part of the Public Administration. We would 

also like to see that customers access our 
myriad sources of guidance and information, 
including official websites, mobile apps, and 
similar information portals. As part of our 
commitment to improve service design and 
delivery, the Public Administration makes 
continuous efforts to ensure these are not 
only accurate and comprehensive reference 
sources, but are customer friendly in design, 
presentation, and content. 

Thirdly, it is with pleasure that we note the 
fact that in a significant percentage of cases 
(40% in 2017) we found that these were 
resolved without the need for investigation 
by the Office of the Parliamentary 
Ombudsman or any of the Commissioners.1  
For the remaining cases, it is indeed rare for 
the Public Administration not to have taken 
immediate corrective action.  In fact, our 
data shows that of all cases considered in 
the Ombudsman 2017 Annual Report, 70% 
of cases either:

•	 Needed no further action by the Public 
Administration.  These amounted to 51% 
of all cases reported by the Ombudsman 
2017 Annual Report; or

•	 The recommendation(s) presented were 
already fully implemented by the time of 
reporting.  This was true for 19% of all 
cases reported on by the Ombudsman 
in his Annual Report for 2017.  

The Public Administration did not remain 
complacent or dormant.  In fact, our analysis 
shows that by September 2018, in 85% of 

cases closed by the 
Ombudsman in 2017, the 
Public Administration had 
already implemented the 
recommendations 
presented to it.

1 This includes those cases where the first management clarification was accepted by the Office of the Ombudsman 
as sufficient.  With these, cases deemed as invalid or could not be investigated by The Office of the Ombudsman 
are also included.
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The Analysis

Our in-depth 	  

analysis has shown that there 
were no instances or cases that 
uncovered any breach of law, 
policy or abuse of power by the 
Public Administration.  

On the contrary.  In a significant 51% of cases 
considered in 2017, immediate management 
explanations on the case were sufficient for 
the Ombudsman to close the case without 
making any recommendations to the Public 
Administration for corrective action, as 
none were deemed necessary.

I would like to emphasise that our in-depth 
assessment has shown that the Public 
Administration gives significant importance 
to investigations made by the Parliamentary 
Ombudsman and any of his Commissioners.
  
Particularly, the Public Administration 
was taken aback by the stern assertions 
regarding its willingness to be transparent 
and held accountable by the Office of the 
Ombudsman and his Commissioners as 
attested by the following excerpts: 

“The Commissioners rightly stress that the 
failure of the public authorities to respond 
immediately to their queries … showed a 
lack of awareness of the function of the 
Ombudsman institution but also disrespect 
…” (page 13)

And elsewhere attests that this:

“…generates suspicion and favours abuse 
and corruption …” (page 11)

“Administering in a shroud of secrecy is 
indicative of a siege mentality and instils a 
sense of insecurity and doubt as to whether 
the public administration can withstand 
legitimate scrutiny…appears to have adopted 

a generally negative approach towards its 
duty to disclose information…” (page 11)

Such worrying assertions could not be 
overlooked.  In fact, the main priority of this 
effort was to identify and nullify the reasons 
that led the Ombudsman to make such 
uncompromising remarks. 

Having truthfully and with determination  
executed the task of rooting out these 
elements of concern, we have to admit that 
the Public Administration has struggled 
to find the basis on which such pervasive 
conclusions could be drawn.  It is true that 
there were instances where delay due to the 
sharing of information from either the end 
of the Public Administration or that of the 
Ombudsman emerged, but nowhere was it 
found to be so extensive and widespread as 
to merit such comments in this regard. 
 
Significantly, we noted that 

there were no instances where 
information requested was 
not provided by the Public 
Administration.  In many 
instances, the information 
provided was so comprehensive 
as to lead to the case being 
resolved without investigation.

Admittedly, however, the exercise did 
identify instances when the Public 
Administration needed time to collate 
the requested information, and hence the 
submission was delayed.  Rarely was the 
delay unnecessarily prolonged.  In fact, 
our analysis shows that 22 cases are still 
pending due to requests being processed 
by the Public Administration.  On the other 
hand, 46 cases were found to be pending 
a reply from the Office of the Ombudsman.

In this regard, it must be appreciated 
that giving a comprehensive, sound,  and 
accurate reply with supporting evidence, 
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especially in complicated cases, takes its 
time.  However, any such delay needs to be 
as short as possible. It is to this end that, 
as I have already stated, my Office and the 
Public Administration, will be strengthening 
the interface with the Office of the 
Ombudsman and each Commissioner such 
as to eliminate any unjustified delay.  It is 
also to be noted that in exceptional cases, 
legal provisions complicated or refrained 
the sharing of requested information.  This 
is, however, not to excuse the finding.  
Changes to our administrative modus 
operandi seek to ensure that information 
requested is processed and delivered in the 
shortest timeframe possible.

Some Observations

It needs to be stated that several 
observations presented in the Ombudsman 
Annual Report of 2017 concern matters 
which could not be analysed by the Public 
Administration.  Here it must emphasised 
that these elements could not be included in 
this reporting for one of two main reasons:
some due to the general nature of 
the observation itself, whilst in other 
instances, this was due to the fact that the 
considerations made fall outside the remit 
or control of the Public Administration.  

Certainly, the report and the Public 
Administration will not deal with those 
elements presented in the Ombudsman 
Annual Report 2017 which are, by their very 
nature, of a political character.  Consequently, 
we will limit ourselves to some observations.

One such observation is the assertion that 
“the Ombudsman and his Commissioners 
had, throughout the year, felt the need to 
highlight issues that needed to be addressed 
because they were a cause of complaints as 
a result of decisions of grievances boards 
and the engagement of persons in positions 
of trust” (Page 19).

In this regard it needs to be 
reiterated that the engagement 
of persons in positions of trust 
are made in line with, and in 
compliance to, the provisions 
of the Constitution governing 
employment in the Public 
Administration. 

Two facts are to be noted.  Firstly, that persons 
of trust are engaged for a definite term and we 
thus firmly believe that this is not tantamount 
to employment with the Public Administration 
as governed by the Constitution. This practice 
was introduced in the 1990s and hence is 
now part of the fabric of the organisation of 
Government support structures.  The need 
to highlight the issue at this tardy stage also 
jars with two realities.  The first is that today 
we find a number of persons of trust that 
coincides with historical levels. 

Secondly, 

we note today that the 
regulatory framework governing 
these positions is the most 
detailed and publicly available 
that ever existed in Malta.  

These are designed on international good 
practice to better ensure that the principles of 
good governance for such engagements are 
suitably enshrined, and adhered to. 

In respect of the observation on decisions 
made by Grievance Boards, it is reiterated 
that it is within the interest of good 
governance to afford public employees 
internal administrative structures geared 
to remedy any injustice incurred due to 
possible flaws in the internal administrative 
decision-making process. This helps both 
the identification, and the correction of 
such unintended consequences of adopted 
policies and procedures.  They also allow for 
immediate and amicable conflict resolution.
  



9

Moreover, the procedures followed are 
publicly available to ensure maximum 
transparency.  Hence, we do not believe that 
such internal mechanisms go counter to good 
governance but actually go to strengthen it. 

Concluding Remarks

As this report lays out, the Public 
Administration is achieving positive results and 
surely, the culture of continuous improvement 
and customer centricity is being inculcated.  
Behind this achievement is the daily and silent 
commitment of all our customer-facing staff, 
customer care officers and those executing 
back-office functions geared towards 
achieving excellence in service delivery.  Our 
commendation is merited.
 
Our commitment to stronger governance, 
improved transparency and a quality service is 
very much alive.  It is not just that we speak about 
it, but a statement that is supported by factual 
evidence, as this report again demonstrates.

The seriousness and detail with which this 
in-depth analysis was executed leads me to 
unequivocally conclude, and with conviction 
state, that in several of its assertions, the 
Ombudsman’s Annual Report was somewhat 
unfairly critical of the Public Administration.

I conclude with a commendation to all 
involved in carrying out this analysis.  We 
hope to have given the deserved recognition 
for the hard work, dedication, and sterling 
efforts of all public officers, who day-in-day-
out ascertain that the Public Administration 
acts fairly, equitably and with transparency 
to all those that legitimately seek its services 
and support.

There is always room for improvement. Indeed, 
our commitment is to never stop improving.

MARIO CUTAJAR
Principal Permanent Secretary
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The Public Administration is herewith 
presenting its report on cases handled 
by the Parliamentary Ombudsman, 
Commissioner for Education, the 
Commissioner for Environment & Planning, 
and the Commissioner for Health during the 
period January to December 2017.

In drawing up this report, a myriad of 
meetings were held between the Office of 
the Permanent Secretary, OPM (Strategy 
& Implementation), and the Permanent 
Secretaries of each Ministry. These were 
supported by the liaison officers of the 
individual Ministry and concerned public 
entity. The provided evidence is being 
reported in this account.

For each case handled, the report provides 
an outline of the case itself and its current 
status. The report also presents the 
conclusions or recommendations made by 
the Ombudsman and his Commissioner and 
how these have been acted upon by the 
Public Administration. These are presented 
in the relevant sections of this report.

The tables and diagrams below provide 
a snapshot of this analysis.  They provide 
an overview of the cases handled by 
the Parliamentary Ombudsman and the 
Commissioners during 2017, and their 
outcomes. 

OVERVIEW

Cases received by the Office of                           
the Parliamentary Ombudsman and 
Commissioners

The data available to the Public Administration 
shows that the Office of the Ombudsman (i.e. 
the Parliamentary Ombudsman and individual 
Commissioners) has, during 2017 investigated 
a total of 291 new complaints.

Our in-depth situation assessment shows 
that of these, 223 cases (77% of investigated 
2017 complaints) were closed by the Office 
of the Ombudsman.  Another 30 (47% of 
pre-2017 pending cases) were also closed 
during this period. 
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DIAGRAM 01 
Depicting the status of cases considered in 2017 
and those pending from previous years. 

Correspondingly, our analysis shows that in 
a significant number of cases, the Office of 
the Ombudsman concluded the investigation 
once his Office had received management’s 
explanation and technical considerations of the 
case, as handled by the Public Administration.  

In fact, in 149 cases (i.e. 51% of total cases 
reported on in the Ombudsman 2017 Annual 
Report), the investigation was closed without 
any recommendations for corrective action to 
be taken by the management of the concerned 
public entity being presented.  In these cases, 
it can be concluded that the Parliamentary 
Ombudsman gave an unreserved vote of 
confidence to the way in which the public 
administration acted. 

In another 55 cases (i.e. 19% of closed 
cases) the public entity in question had 
already implemented the recommendations 

presented to it by the time of this internal 
verification exercise.  

This means that, for complaints considered 
by the Parliamentary Ombudsman in 2017, 
the complaint was suitably addressed in 
164, or 70%, of cases reported on in the 
Ombudsman 2017 Annual Report.

In the minority of cases (33 in all), 
recommendations presented were not 
implemented.  Generally, it was found 
that such recommendations could not 
be implemented as they required further 
policy or in some instances, statutory 
analysis or revision that did not allow for 
their immediate adoption by the Public 
Administration.  It is however asserted that 
in none of these cases was the Ombudsman 
recommendation not given serious and 
responsible consideration.
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This is summarised in Diagram 02 below. 

DIAGRAM 02
Depicting the status of cases received and 
concluded in 2017 by the Office of the Ombudsman.

As identified, our analysis concludes that 
68 (23%) of 2017 cases remain pending at 
the time of reporting.  35 (54%) other cases 
which pre-date 2017 also remain pending.  In 
this regard, it was noted that 40% (27 cases) 
of 2017 cases remain pending as a result of 
the fact that the public administration has 
yet to fully execute the required actioning.  
Twelve, or 34% of cases pre-dating 2017 
remain pending for the same reason.

Although this represents the minority of 
pending cases, instruction has been issued 
to ensure that pending actions from the 
side of any public entity is completed 
as soon as possible, such that the Office 
of the Ombudsman may continue with 
investigations at hand. 

63%

23%

14%

No further action needed

Implemented/Noted

Recommendations 
not implemented

NOTE: Corresponding data for case load predating 2017:  22% implemented or otherwise no further 
action was needed. 25% where recommendations are yet to be implemented. 54% of cases - 
investigations by Ombudsman are ongoing.
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In conclusion, it can be said that all in all, 
complaints made to the Ombudsman are 
not always justified, leading to some being 
halted without investigation.  

In many other instances, the 
Ombudsman’s findings confirm 
a clean bill of health to the 
Public Administration.  

Where investigations conclude that things 
could be done better, then in the main 
the Public Administration adheres to the 
Ombudsman’s outlook, and implements 
the recommendations without undue delay.  
This is surely commendable.

One may propose that the only blemish 
lies in those instances where the complex 
considerations that need to be made 
sometimes lead to a delay in the adoption 
of proposed recommendations and courses 
of action. From my perspective, this 
approach confirms the seriousness and 
the thorough consideration given to these 
reports and the responsible attitude of a 
Public Administration cognisant of its wider 
responsibilities today.

To put things in perspective, it is to be noted 
that the Public Administration handles millions 
of customer transactions during any year.  In 
this context, 322 complaints made to the Office 
of the Ombudsman become in themselves a 
certificate of overall good performance. 

Just to mention a few examples:

•	 138, 406 active patients entitled to free 
medicines under Schedule 2 and 5 
together interact a minimum of half-a-
million times. 

•	 950 beds at Mater Dei, each of which 
is catered for on a 24/7 basis totalling 
in itself millions of direct customer 
interactions annually.

•	 In 2017, ARMS handled 277,093 
complaints that were directly submitted 
to its customer care officers via email, 
telephone or by means of a personal 
visit.

•	 In 2013, State Schools had over 30,000 
students of various age groups being 
educated during the said academic year.

•	 In 2017, almost 92,000 pensions were 
issued monthly.  During the same year, 
almost 143,000 requests for short-term 
benefits were processed, as were over 
229,000 medical certificates. 

Cases Handled by the Parliamentary 
Ombudsman

On the basis of the Public Administration’s 
findings, the Parliamentary Ombudsman 
has, during the year 2017 been presented 
with 182 cases.  

Of these, it has been reported that 17 cases 
(i.e. 9.3% of all complaints received in 2017) 
were complaints presented but which 
the Office of the Ombudsman could not 
investigate.  This may have been a result 
of the complaint being withdrawn by the 
complainant himself.  In other instances, 
proceedings in Court or the Grievance 
Board meant that the Ombudsman 
investigation could either not begin, or had 
to be suspended pending a decision by the 
Courts or Board. 
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This is presented in Table 01 below.

Table 01 
Depicting the reasons for received complaints that could not be considered by the 
Parliamentary Ombudsman.

Of the remaining 165 cases submitted in 2017, our analysis brings to the fore the significant 
number of cases that are concluded without the need for any detailed investigation on the 
part of the Parliamentary Ombudsman. 

In fact, in many instances (57 cases, or 35%) the Parliamentary Ombudsman deemed 
management’s first explanatory account as sufficient to close the case without any 
recommendation for corrective action being necessary.

2017 Cases Pre-2017 Cases

Withdrawn by Complainant 7 2

Suspended due to Court 
Proceedings 4 1

Suspended due to referral to 
Grievances Board 2 0

Other 4 0

TOTAL 17 (9.3%) 3 (7.5%)
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Diagram 03 below maps the status (September 2018) of the 165 cases raised during 2017 
and which were considered by the Parliamentary Ombudsman.

Diagram 03 
Mapping the status of the 2017-reported Parliamentary Ombudsman caseload.

Parliamentary Ombudsman 
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Further assessment shows that for the 
128 cases investigated, the Ombudsman 
considered the Public Administration 
to have acted correctly in 100 (78%) 
cases.  In another 20 cases (16%), the 
recommendations presented were 
implemented in full at the time of reporting.  

This leaves a small minority of cases (8 of the 
total cases investigated in 2017) where the 

Public Administration has yet to implement 
the recommendations made.  As already 
asserted beforehand, this is not due to any 
disregard of the recommendations made, 
but mostly arise from the need to evaluate 
these recommendations such as to ensure 
that remedial action is suitable, sustainable, 
and in line with governing policies and 
protect the right for equitable treatment. 

NOTE: Corresponding data for caseload predating 2017:  From a total of 40 cases pre-dating 2017, 
16 (40%) were closed; 21 (52%) remain pending and 3 (8%) were not investigated as they were either 
withdrawn by the complainant or are currently subject to Court proceedings, and hence cannot be 
investigated by the Parliamentary Ombudsman at this stage.
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Diagram 04 
Mapping the status of the 2017-reported Parliamentary Ombudsman caseload presented 
as a percentage of the total number of cases accepted (n=165).
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Diagram 05
Identifying the outcome of cases investigated by the Parliamentary Ombudsman and the 
degree to which the Public Administration implemented recommendations made.

37 cases originating in 2017 remain pending 
conclusion.  From our analysis it transpires that 
in 9 (24% of total pending caseload) instances, 
the investigation cannot proceed due to a 
shortcoming from the Public Administration 
(including cases where the processing of a 
request for complex information would still be 
pending).  At the time of reporting, concerned 
entities were taking measures to comply with 
the request made as soon as possible such 
that investigations may proceed.

It is with some satisfaction that the analysis 
carried out evidences that

in the great majority of cases 
investigated (i.e. 94%)
either the Public Administration 
is found to have acted
correctly or otherwise, where 
investigations have uncovered 
areas that could be improved 
on, the Public Administration 
acted without hesitation to 
correct identified shortfalls
by implementing the recommendations 
made by the Parliamentary Ombudsman. 
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P
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On the basis of the Public Administration’s findings, the Commissioner for Education has, 
during the year 2017, been presented with 34 cases.  Of these, 4 were not investigated leaving 
30 cases that were accepted for investigation.

The analysis carried out identified that the vast majority of investigations were concluded.  In 
fact, 27 (90%) were thus concluded by the time of reporting.  The remaining 3 were pending 
but none of these was pending due to a shortcoming from the concerned public entity.

DIAGRAM 06 
Diagram 06 showing the status of 
Commissioner for Education caseload during 2017
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A more in-depth analysis of the investigations concluded revealed that in 17 (63%) instances, 
no recommendations were made thus confirming that the public entity acted correctly.  In 8 
(30%) other cases, the recommendations made were implemented by the time of reporting.  

Consequently, the concerned public entity had not yet implemented the recommendations 
made to it by the Commissioner in 2 of the concluded investigations. Further detail on a case 
by case outline is presented in the relevant Section of this report.

DIAGRAM 07 
Showing the status of concluded investigations of the 
Commissioner for Education during 2017
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From this analysis,  

it is evident that in the vast majority of investigated cases, the 
Public Administration was either found to have acted correctly or 
otherwise has taken immediate corrective action. 

Given that this is true for 93% of investigations carried out in 2017, one can conclude that 
this is laudable.

Commissioner for Education
Concluded Investigations: Status Investigated Cases

No Recommendation Made

Investigated Cases
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Implemented
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On the basis of the Public Administration’s findings, the Parliamentary Ombudsman has, during 
the year 2017, been presented with 49 new cases and had an additional pending caseload
(cases pre-dating 2017) of 4.  

As presented in Diagram 08 below, from the caseload in hand, 35 (71% of the new cases 
presented during 2017) new cases and 3 (or equivalent to 75%) of the older cases were closed 
during 2017.  Another 6 cases (five for 2017 and one other previously pending) were considered 
as ones that could not be investigated by the Commissioner.  This leaves a pending caseload of 
9 cases from the original total.

DIAGRAM 08 
Identifying the status of the 
Commissioner for Environment & Planning caseload.
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On closer inspection, it emerges that of the 38 concluded investigations:

• In 20 instances (53%), no recommendations were made.

• In 6 instances (16%), the recommendations were implemented
at the time of reporting leaving.

• 12 investigations (31%) for which the recommendations presented were yet
to be implemented at the time of reporting.
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DIAGRAM 09 
Identifying the status of the Commissioner for Environment 
& Planning caseload as a percentage of the total caseload (n=53).
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This is summarised in Diagram 10 below. 

DIAGRAM 10
Mapping out the status of concluded investigations 
executed by the Commissioner for the Environment & Planning in 2017.

It is to be noted, that the vast majority (8 
of 9) of cases pending are due to pending 
action by the concerned public entity.  
Although the details of the reasons why 
this state of affairs has emerged, concerned 
public entities have been directed to 
execute pending actions as soon as possible 
such that the Commissioner may proceed 
with his investigations. 

In conclusion, it appears that the Public 
Administration has some difficulty in 
adhering with the recommendations of the 
Commissioner in this area.  In fact in around 1 
of every 3 investigations, recommendations 
had not yet been implemented.  A detailed 
account on a case by case basis is presented 
in the relevant Case Sheets presented 
in this report.  
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Although evidently this statistic 
can be improved upon, it 
is noteworthy to consider 
that despite everything, 
this default remains almost 
insignificant when compared 
to the hundreds of customer 
interactions the concerned 
entities execute 
on a daily basis.

Positively, it is noted that in every 1 of 
2 cases presented, the Commissioner 
concluded that the concerned public entity 
acted correctly. 
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On the basis of the Public Administration’s findings, the Commissioner for Health has, during 
the year 2017, been presented with 57 new cases.  On top of this, the Commissioner had 
another 28 cases pending from previous years.  This means that in 2017, the total caseload was 
of 85 complaints.

Of these, for 5 new cases and 3 of previously pending cases, the Commissioner concluded that 
the complaint could not be investigated by his Office.  This represents approximately 10% of 
the total caseload.

Consequently, in 2017 the Commissioner concluded the investigations in 33 of newly presented 
complaints and 11 of the previously pending caseload.  Hence, 52% of investigations were 
concluded during 2017.

DIAGRAM 11 
Identifying the caseload and status of complaints 
and investigations carried out by the Commissioner for Health in 2017
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DIAGRAM 12 
Identifying the case load and status of complaints and investigations carried out by the 
Commissioner for Health in 2017 presented as a % of total caseload (n=85)

The assessment executed during the course 
of this situation audit concluded that there 
remained a total of 33 (39%) investigations 
remained pending at the end of 2017.  Of 
these, it emerged that in 19 (56%) instances, 
the investigation was pending action by 
the concerned public entity.  Whilst a case 
by case outline is presented in the relevant 
Section of this report, the concerned public 
entities have been instructed to conclude 
pending actions as soon as practical.

Directing attention to the 44 (52% of 
total caseload) concluded investigations, 
it emerges that in approximately 39% of 
complaints investigated, the Commissioner 

concluded that the Public Administration 
acted correctly.  In another 36%, the Public 
Administration had already implemented 
any recommendations presented to it by 
the Commissioner. 

This however means that for reasons 
identified in the relevant case by case 
outline presented in this report, the Public 
Administration had yet to implement the 
recommendations made in 25% of concluded 
investigations.  Again it is asserted that the 
analysis and audit carried out by the Public 
Administration did not find evidence to 
conclude that the recommendations were 
not being taken seriously and acted upon.  
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To put things in perspective however, it is 
to be noted that the number of complaints 
investigated by the Commissioner for Health 
and more so the number of instances where 
emerging recommendations have yet to be 
fully implemented pales in consideration of 
the thousands of customer interactions that 
the Ministry for Health handles on a daily basis.  

This is no excuse and our commitment 
remains as strong as it has ever been.  
However, sometimes, it is necessary 
and important to put things in some 
perspective.  Otherwise the dedication, 
sacrifice and reputation of the big team of 
highly dedicated professionals risks being 
overlooked instead of commended.
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DIAGRAM 13 
Identifying status of concluded investigations carried out 
by the Commissioner for Health in 2017.
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