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ACTION PLAN FOR OAG REPORT RECOMMENDATIONS 

 

OAG RECOMMENDATION AND 

ORGANIZATIONAL RESPONSES  
FINAL EXPECTED OUTCOME EXPECTED COMPLETION DATE 

KEY INTERIM MILESTONES  

(DESCRIPTION/DATES) 

RESPONSIBLE 
ORG.  

OAG Recommendation 7.28: 
 
The Ombudsman and the Deputy 
Minister of National Defence 
should define and document how 
the Department will monitor the 
administrative management of 
the Office of the Ombudsman.  
They should also define and 
document how the Office of the 
Ombudsman will demonstrate 
that internal controls, including 
delegated authorities, are 
operating as intended.  
Monitoring activities should not 
impede the operational 
independence of the 
Ombudsman 
 
 
Ombudsman Response:  
 

Agreed. The Ombudsman agrees 
that audit mechanisms, both 
internal to the Office of the 
Ombudsman and department-
wide, are critical to demonstrate 
that the finance and HR 
authorities delegated to the 
Ombudsman are appropriately 

The Ombudsman’s mandate states that “the 
Ombudsman shall be independent from the 
management and chain of command of the 
DND and CF and shall report directly to and 
be accountable to the Minister.” 

 

Notwithstanding the operational 
independence, the office of the Ombudsman 
falls within the legislative and policy 
framework of the Department of National 
Defence and obtains delegations from the 
deputy head of the DND. Both the DM and 
the Ombudsman have acknowledged the 
complexity of this governance relationship. 
The DM must have visibility on administrative 
actions of the Ombudsman to ensure that 
delegated authorities, for which he is 
ultimately responsible, are appropriately 
exercised. Equally important, the 
Ombudsman must be able to function 
independently without fettering of his 
operational and/or management decisions by 
action or inaction of the department. 

 

The expected outcome is a fully functional 
office of the DND/CF Ombudsman that is 
compliant with applicable legislation and 
policy, verified through periodic reviews of 
delegated authorities by the department. 
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exercised.  The Ombudsman 
commits to working with the 
Deputy Minister of National 
Defence to review existing 
mechanisms, to conduct a gap 
analysis and to address all 
outstanding issues 
 
DND Response:   
 

Agreed.  The Department of 
National Defence (with the Office 
of the Ombudsman) will define 
and document the processes by 
which the Department will monitor 
the administrative activities of the 
Office, to ensure delegated 
authorities and internal controls 
are operating as intended. The 
Department will ensure that these 
processes do not impede the 
operational independence of the 
Ombudsman.  
 
 
 
 
 
 
 
 
 
 

 

There are three components to 
recommendation 7.28: governance, financial 
management, human resource management. 

 

Governance 

The OAG’s analysis leading to 
recommendation 7.28 deals with governance 
and the acknowledged complexity of the 
relationship and accountabilities of DND and 
the Office of the DND/CF Ombudsman. 

 

Recommendation 7.28 is predicated on the 
assumption that all authorities necessary for 
the DND/CF Ombudsman to be fully 
functional in his role have been delegated by 
the Deputy Minister (DM). 

 

The expected outcomes re governance 
are: 

 Necessary authorities have been 
delegated to the Ombudsman 

 The DM has visibility, via reviews/audits, 
regarding the authorities he has delegated 
and for which he is ultimately responsible. 

 The Ombudsman is able to function 
independently in accordance with his 
mandate. 

 The governance relationship and the 
accountabilities of the Department and the 

 

Governance  

The Ombudsman has been in 
office since April 2014 and 
does not yet have all the 
necessary delegations of 
authority. 

 

No progress has been made 
since the tabling of the OAG 
Report regarding the definition 
and documentation of the 
governance relationship and 
accountabilities of the DND 
and the Ombudsman. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Governance 

The delegation instrument signed by the 
DM on 26 May 2015 provides many of the 
delegations, but not all.   

 

The 26 May 2015 instrument removed, 
without consultation,  previously held 
Ombudsman delegations relating to: 

 Human Rights Authority 

 Third level authority to hear 
grievances internal to the 
Ombudsman’s office subject to a 
limitation in the event of a conflict of 
interest  

 

The procedure in place for administration 
of the Public Servants Disclosure 
Protection Act requires transparency in its 
application to the Office of the 
Ombudsman. It is critical to avoid 
potential conflict of interest situations 
where two investigative organizations 
within the defence portfolio are potentially 
investigating each other on substantive 
issues.  

 

The Ombudsman has exchanged 
correspondence seeking action with 
respect to outstanding delegations with 
no response from the department. 
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Ombudsman are defined and documented 
(see paragraph 7.26) 

 Determination of whether the governance 
relationship with the Ombudsman requires 
different administrative approaches from 
those in place for other senior Department 
managers (see paragraph 7.25) 

 

 

 

 

 

 

 

 

 

 

 

Financial management 

 

The expected outcome is agreement 
between the Ombudsman and the DM on 
how the Ombudsman will demonstrate that 
internal controls are in place to ensure 
compliance with financial legislation and 
policy as well as how the department’s 
financial audits will take place.  

 

The Ombudsman and ADM (Fin)/CFO have 
concluded a Service Level Agreement (SLA) 
that outlines a financial audit mechanism. It 
sets out the roles and responsibilities with 
respect to financial management of the office 
of the Ombudsman.  

 

The SLA describes the Ombudsman’s 
reporting requirements to ensure legislative 
and policy compliance and specifies periodic 
audits by the department, including: 

 

Financial management 

 

The SLA was signed in May 
2015 and is currently being 
implemented. 

 

The SLA is to be revised on an 
annual basis or periodically as 
agreed to by both parties. 

 

Financial audits will be 
conducted quarterly for the first 
year of the SLA. 

 

After the first year, the 
frequency of the reviews will 
be discussed and agreed to by 
both parties.  

 

Financial management 

 

May 2015: The delegation instrument 
includes the necessary financial 
delegations  

 

May 2015: signing of the SLA 

 

July 2015: review of the Ombudsman 
Financial Control Framework and 
Assessment on the Comptrollership 
Model 

 

December 2015: Review of the ‘procure 
to payment process’ and review of OAG 
observations 

 

February 2015: Review of year-end 
process  

Director, 
Corporate 
Services for the 
Office of the 
Ombudsman  / 

 

Central 
Departmental 
Accounting 
Office (CDAO) 
for the DM  
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 review of the Ombudsman financial 
control framework 

 assessment on the effectiveness of the 
comptrollership model, salary forecasting 
(SFT) and delegations of authority (DoA),  

 review of the procure to payment process  

 review of year-end processes 

 post-payment verification  

 ADM (Fin)/CFO will prepare a report at 
year-end with recommendations for 
review by the Ombudsman’s office.   

 

(The SLA is annexed for information) 

 

Human Resource Management 

 

The expected outcome is agreement 
between the Ombudsman and the DM with 
respect to human resource management 
such that the delegated responsibilities are 
appropriately exercised and audited, and the 
Ombudsman’s operational independence is 
not impeded.  

 

The Ombudsman and ADM (HR-Civ) 
concluded a Service Level Agreement (SLA) 
in February 2015 with the following stated 
objectives: 

 To improve civilian HR management in 
DND 

Human Resources 
Management 

 

The SLA was signed on 
February 2015 

 

The SLA is to be revised prior 
to the end of the 2015-16 fiscal 
year and may be amended by 
mutual consent of both parties.   

 

HR-Civ will conduct periodic 
reviews to ensure that 
departmental standards are 
being met. A review of staffing 

Human Resource Management 

 

Prior to the conclusion of the SLA, the 
Ombudsman undertook a review of its 
staffing files to determine areas for 
improvement. As a consequence, the 
Ombudsman approached the department 
to propose an SLA for human resource 
service delivery.  

 

Additionally, the Ombudsman identified a 
number of problematic files to the DM and 
requested an audit (December 2014). 

 

Since the conclusion of the SLA, the 
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 To improve efficiency and effectiveness of 
HR service delivery 

 To strengthen HR management and 
functional authority 

 For the Ombudsman to benefit from 
corporate efficiencies and economies of 
scale by receiving expert advice and 
service delivery 

 To ensure that ADM (HR-Civ) has visibility 
on Ombudsman files 

 To ensure that, in receiving advice and 
services, the independence of the 
Ombudsman is not compromised. 

 

 

files was completed in June 
2015 with follow-up action 
taken to improve processes.  

 

Ombudsman has received functional 
advice and support from HR-Civ on its 
staffing processes. 

 

The Ombudsman has aligned its human 
resource planning and performance 
management practices with that of the 
department. 

 

As a consequence of the SLA and a 
review of staffing files in June of 2015, 
the Ombudsman has introduced a more 
structured staffing process with checklists 
and guidance from HR-Civ to ensure 
consistency, completeness and accuracy 
of files.   

 

A series of information and training 
sessions has been held with employees 
and managers to ensure awareness of 
the practices related to human resource 
management. 

 

OAG Recommendation 7. 52: 

The Office of the Ombudsman for 
the Department of National 
Defence and the Canadian 
Forces should identify risks and 
gaps in its financial management 
processes, such as issues related 

The expected outcome is a complete gap 
analysis of the Ombudsman’s financial 
management processes with corrective action  

 

The Office of the Ombudsman is finalizing its 
internal framework of financial controls and 
operating procedures which addresses: 

 quarterly audits of financial files and 

The framework of financial 
controls is complete and 
attached for information. 

 

 

The gap analysis was completed in May 
2015 
 
The toolkit of checklists had been 
completed. 
 
Full implementation of the formal 
framework of financial controls has been 

Director, 
Corporate 
Services 
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to approvals, disclosure of 
expenses, and contracting 
practices, and take corrective 
action to address these in its 
system of financial controls. 

Ombudsman Response:  

Agreed. The Ombudsman agrees 
that the system of internal 
controls was insufficient and has, 
since taking office, completed a 
full gap and risk assessment.  
The Office is in the process of 
formalizing its internal controls, 
including drafting methodology for 
quarterly file reviews, creating 
checklists for RC managers, 
reporting into the Department’s 
proactive disclosure system, and 
refining existing controls.  Post 
audit period, the Ombudsman 
invited the Expenditure 
Management Review team for the 
Department of National Defence 
to review its financial systems. 
The Department’s review was 
positive and found no 
irregularities related to the 
financial management of the 
Ombudsman’s office.   

reporting obligations 

 annual audits of the financial framework 

 roles and responsibilities of those with 
financial management accountabilities 

 checklists for RC managers and 
administrators to ensure compliance with 
departmental and treasury board policies 
(related to Sections 32 and 34, 
procurement, contracting, etc.) 

 definition of high risk and low risk 
transactions as well as a definition of 
critical and non-critical errors 

 

Elements of the DND’s standard operating 
procedures and financial policies have been 
incorporated into the framework (e.g. procure 
to pay, delegations of authority, expenditure 
management review, etc).  

 

The framework is linked to internal standard 
operating procedures related to training 
coordination, traveler and travel arranger 
procedures.  

 

A full review of Proactive Disclosure has been 
completed. Regular monitoring of reports are 
done to ensure that all expenses are 
disclosed as per the policies.  

A process is in place to to ensure that all 
transactions, especially contracts, are 
scrutinized and challenged to ensure 

completed.  
 
Audits for the first and second quarter will 
be completed by 31 December 2015. 
Audits for the third and fourth quarters are 
also planned. 
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compliance with regulation and policy 
(Financial Administration Manual and 
Procurement Administration Manual). All 
traditional contracts over $75,000 are 
procured by PWGSC Contracting Division. 
The DND finance group is consulted to 
ensure that the proper contracting vehicles 
are being used and properly applied. This 
includes contracts issued through standing 
offer and supply arrangements.  
 
All approvals for travel and hospitality are 
being done at the appropriate level in 
accordance with the Policy on Travel, 
Hospitality, Conference and Event 
Expenditure including approvals by the 
DM/MND as required when the Ombudsman 
is in attendance.  

 

Particular attention is paid to segregation of 
duty with respect to financial authorities under 
section 32 and 34 of the Financial 
Administration Act.  In cases where 
segregation is not possible, justifications are 
documented by the RC Manager with the 
support of Director, Corporate Services and 
kept on file.    
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OAG Recommendation 7.53: 

The Department of National 
Defence should provide regular 
financial monitoring to ensure that 
controls are in place at the Office 
of the Ombudsman, such as 
checking that approvers have the 
right authorization and following 
up on instances of non-
compliance.   

 

DND Response:  
Agreed.  The Department of 
National Defence agrees that 
regular financial monitoring will 
be provided to the Office of the 
Ombudsman to ensure that 
controls are in place and 
operating effectively.   
 

The expected outcome is to have financial 
controls in place at the Office of the 
Ombudsman to ensure compliance with 
legislation and policy, verified by periodic 
audits by the department. 

Ongoing 

 

The framework of financial 
controls internal to the Office of 
the Ombudsman will be 
completed by 30 October 
2015. 

Audits for the first and second quarter will 
be completed by 31 December 2015. 
Audits for the third and fourth quarters are 
also planned. 

 

OAG Recommendation 7.64:  

The Department of National 
Defence should conduct periodic 
reviews of staffing to ensure that 
the human resource authorities 
delegated to the Office of the 
Ombudsman are being exercised 
in compliance with legislation and 
departmental policy and, where 
discrepancies are found, to 
discuss and jointly resolve the 

The expected outcome is the appropriate 
exercise of delegated human resource 
authorities and resolution of any 
discrepencies found by periodic reviews of 
Ombudsman staffing files.  

 

ADM (HR-Civ) conducted a review of staffing 
activities by the Ombudsman Office covering 
the period of May 2013 to January 2015. 

 

Ongoing throughout the year Ongoing throughout the year 

 

22 September 2015: HR-Civ delivered 
training on the mechanisms of the staffing 
process to all Ombudsman staff.  
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matter with the Ombudsman.   
 

DND Response:  
Agreed. The Department of 
National Defence is implementing 
a Service Level Agreement 
between the Ombudsman and 
the Assistant Deputy Minister 
(Human Resources - Civilian) to 
provide integrated Human 
Resources Planning, Programs 
and Operational Human 
Resources Services to the 
managers and employees of the 
Office of the Ombudsman, which 
includes monitoring of sub-
delegated Human Resources 
authorities.    
 
Within the Assistant Deputy 
Minister (Human Resources - 
Civilian) internal monitoring cycle 
of departmental staffing sub-
delegation activities, a review of 
staffing activities of the Office of 
the Ombudsman is part of the 
2015-16 Staffing Monitoring Plan. 
These initiatives will provide 
additional mechanisms to monitor 
and ensure compliance with 
legislation, central agency 
policies and sub-delegated 
authorities for staffing.   

 

As a result of the review, the office has 
disseminated a series of checklists to ensure 
all required paperwork and documentation is 
on all staffing files. 

 

HR-Civ has provided additional tools and 
resources to delegated managers to ensure 
that they follow the standard processes. 

 

The Ombudsman’s Office will be consulting 
with HR-Civ on its human resource planning 
moving forward.  

 

 

 



Spring 2015 Report of the Auditor General of Canada 
Chapter 7: Office of the Ombudsman for the Department of National Defence and the Canadian Armed Forces. 

 

  Page 10 of 12 
OMB15-000080_ 6MTH OAG RESPONSE to PUBLIC ACCOUNTS committee_OCT 2015 

OAG RECOMMENDATION AND 

ORGANIZATIONAL RESPONSES  
FINAL EXPECTED OUTCOME EXPECTED COMPLETION DATE 

KEY INTERIM MILESTONES  

(DESCRIPTION/DATES) 

RESPONSIBLE 
ORG.  

  

OAG Recommendation 7.78: 

The Office of the Ombudsman, 
together with the Department of 
National Defence, should identify 
potential risks in staffing and 
workplace relations at the Office 
and address them in its internal 
human resource management 
controls.   

 

Ombudsman Response:  
Agreed. Where risks to the 
workplace or staffing have been 
identified, the Ombudsman will 
work with the experts at DND to 
promptly address and resolve the 
issues raised. 
 
DND Response:  
Agreed. The implementation of 
the Service Level Agreement 
between the DND [ADM (HR-
Civ)] and the Ombudsman means 
that managers will have access to 
comprehensive specialist advice 
and guidance on workplace 
relations, staffing, change 
management, and Human 
Resources planning – at both the 
operational and corporate levels. 
  

The expected outcome is that the 
Ombudsman will work collaboratively with the 
department to identify and address potential 
risks in human resource management, both 
for staffing files and for workplace relations 
issues. 

 

The Office of the Ombudsman has been 
working closely with HR-Civ since the 
implementation of the Service Level 
Agreement in February 2015. 

Information sessions, refresher training and 
advice and guidance have been completed or 
are being completed. The office has 
continued its internal HRM controls and 
added additional controls such as compliance 
reporting to HR-Civ on PRR completion and 
adding a series of staffing checklists for the 
managers. 

Still outstanding, with no 
measurable progress, are 
important delegations relating 
to the Ombudsman’s ability to 
manage the daily human 
resource matters of his office: 

 Human Rights 

 Third level grievance 
authority 

 Transparency with respect 
to the PSDPA as applicable 
to the Office of the 
Ombudsman. 

These were outlined in greater 
detail above (see notes on 
recommendation 7.28). 

 

Significant progress has been 
made with respect to the 
implementation of the SLA with 
ADM (HR-Civ). 

Access to HR advice and 
guidance is on-going. 

22 September 2015: HR-Civ delivered 
training on the mechanisms of the staffing 
process to all Ombudsman staff.  

 

All delegated managers staffing audit was 
conducted. Checklists of all required 
documentation for staffing actions are 
complete and accurate record keeping for 
all files. 

Director General 
Operations for 
the Office of the 
Ombudsman 

 

ADM (HR-Civ) 
for the 
Department  
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These and other ongoing 
initiatives will ensure that serious 
workplace concerns or 
recruitment and retention issues 
are monitored and appropriately 
addressed, while establishing a 
mechanism for identifying 
potential future risks.  
 

OAG Recommendation 7.96: 
The Office of the Ombudsman for 
the Department of National 
Defence and the Canadian 
Forces should finalize its formal 
investigation procedures, and put 
in place training based on these 
procedures.   
 

Ombudsman Response:   
Agreed. Standard operating 
procedures for the Office have 
been drafted and are being 
finalized, among which are formal 
procedures for Ombudsman 
investigations. A Request for 
Proposal has been developed for 
a service provider to deliver the 
Ombudsman’s learning and 
development plan, including 
training with respect to 
investigations and the specific 
procedures developed for the 
Office of the Ombudsman.   

The expected outcome is a full suite of 
standard operating procedures. 

 

Standard Operating Procedures (SOP) for all 
levels of investigation have been drafted. All 
staff will receive training on the SOPs through 
a formalized training plan as well as 
continued on the job training.   

In addition to a formalized training on SOPs, 
a learning and development plan (LDP) has 
been created to build on skills and 
competencies related to investigations. The 
LDP will be delivered over a one year period 
and will be updated and repeated to ensure 
staff has the required skill sets over the next 
3 years.  

 

(the RFP is attached for information)  

31 March 2016: Training on 
SOPs will be completed 

 

 

 

 

 

Fall 2016, 2017, 2018: 
Learning and development 
plan and updating. 

Standard Operating Procedures have 
been finalized and translated. Training 
will begin in October 2015 and finish in 
March 2016.   

 

The Learning and Development Plans 
first set of sessions to begin in Fall 2015, 
second set Fall 2016 and third set Fall 
2017. 

Director General 
Operations for 
the Office of the 
Ombudsman 
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