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OMBUDSMAN DO’S AND DON’TS
	DO’S

	When communicating with complainant:

	· …Listen to their concerns

	· …Ascertain their desired outcome (ie, $$$, repairs, contract issues)

	· …Discuss possible avenues to reach desired outcome

	· …Clarify that you understand their desired outcome and get permission to repeat information to the respondent

	

	When communicating with potential respondent:

	· …Explain/communicate complainants concerns and desired outcome

	· …Listen to their side of the issue

	· …Get respondent’s permission to communicate their response to the complaint

	

	DON’TS

	· …Adjudicate/make the final decision

	· …Give legal advice

	· …Determine who is right or wrong

	· …Refer matters to TREC yourself – let complainant do so

	· …Refer matters directly to Grievance Tribunal unless you feel there is a violation of public trust

	· …Disclose communications to 3rd parties – Process is CONFIDENTIAL

	· …Put anything in writing
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