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Highlights of the year 

Main achievements in 2018:  

Relevance and Impact  

1. Reached the highest proportion of complaints within the mandate in the history of 

the office; 

2. Opened a record high number of 482 inquiries on the basis of complaints, 

including 55 in the public interest; 

3. Closed 534 complaint-based inquiries, the highest number so far; 

4. Launched five strategic initiatives and closed two strategic inquiries; 

5. Presented a Special Report to the European Parliament on the lack of Council 

legislative accountability;  

6. External stakeholders evaluated the Ombudsman's performance resulting in a 

positive evaluation rate of 75.6%;  

7. Launched the nomination process for the 2019 Award for Good Administration;  

Visibility  

8. Saw a further 17% rise in followers of the Ombudsman’s Twitter account compared 

to 2017; 

9. The number of media articles rose by 68% compared to 2017; 

10. Organised the annual ENO conference on how ombudsmen can help to build more 

inclusive societies; 

11. Hosted a follow-up seminar to discuss the lessons to be drawn from the OECD’s 

survey on the role of ombudsman institutions in the promotion of open 

government; 

12. Launched the Ombudsman’s new Website; 

13. Saw a 16% rise of visitors to the Website; 

14. Produced the third edition of the “Network in Focus” magazine;  

Efficiency 

15. Formally launched the Fast-Track procedure for complaints concerning public 

access to documents;  

16. Continued to exceed ambitious internal targets for all complaint-handling key 

performance indicators; 

17. Achieved a budget implementation rate of 95.3% 

18. Continued to enhance the training offer for the development of staff, including 

compulsory training on the prevention of harassment for both staff and managers; 

19. As part of the implementation of the HR Strategy, adopted a decision designating 

ethics correspondents and a conciliation committee; 

20. Adopted and successfully implemented a new staff appraisal tool.  
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Introduction 

The Annual Activity Report (AAR) of the Principal Authorising Officer by delegation of 
the European Ombudsman is prepared in accordance with Article 74(9) of the Financial 
Regulation. 

The European Ombudsman’s Secretary-General and Principal Authorising Officer by 
delegation took on her duties on 1 September 2018. Her predecessor ended her 
secondment to the office on 15 February 2018. During the interim period, the Head of the 
Personnel, Administration and Budget Unit acted as Principal Authorising Officer by 
delegation.    

The AAR 2018 reports on the implementation of the Ombudsman’s Annual Management 
Plan (AMP) for 2018, which was the fourth AMP based on the Strategy Towards 2019 
adopted in November 2014 and reviewed in September 2017.  

The present AAR focuses on the organisational, administrative, budgetary and financial 
aspects of the Office's activities in 2018. Annex 1 contains detailed information on the 
breakdown and allocation of human resources available to the Ombudsman. The 
Operating Framework, which sets out our main processes is attached as Annex 2. The 
detailed report on the implementation of the budget in 2018 is attached as Annex 3.  

Outcomes of inquiries and achievements to improve good administration amongst the EU  
institutions, bodies and agencies, including events and outreach activities, are recorded in 
the Annual Report of the Ombudsman, which the Ombudsman will submit to Parliament 
later in the year. For ease of reference, the draft Annual Report for 2018 is annexed to this 
report (Annex 4) as is the report Putting it Right? – How the EU institutions responded to the 
Ombudsman in 2017 (Annex 5), which provides further information on the Ombudsman’s 
impact on the EU administration. 

https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark
https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark
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Part I: The structure and organisation of the 
Ombudsman's Office      

 

The Ombudsman's organisational structure consists of the Ombudsman’s private office 
(Cabinet), the Secretariat-General and seven Units. 

The Cabinet (CAB) works under the direct instruction of the Ombudsman. It advises and 
assists the Ombudsman to help ensure implementation of her vision, strategy and 
objectives. Cabinet members also liaise and represent the Ombudsman externally and draft 
speeches and articles on behalf of the Ombudsman. The Cabinet manages the 
Ombudsman's agenda, correspondence and records. 

The Secretary-General (SG) is responsible for the overall management of the office and for 
ensuring co-ordination and implementation of the Ombudsman's strategy. All Heads of 
Unit report directly to the Secretary-General. 

The Inquiries Units (IUs) deal with the complaints submitted to the Ombudsman. They 
conduct inquiries into alleged cases of maladministration, look for solutions, and draft decisions 
closing inquiries and special reports to the European Parliament. The IUs also propose and 
carry out technical inquiries through the Ombudsman's own-initiative power and deal with 
queries sent by other members of the European Network of Ombudsmen (ENO).  

Since 1 August 2018, there are five units dealing with inquiries compared to six in 
previous years. The former Inquiries and Process Management Unit was dismantled and 
the staff reassigned to other entities in the office. The following units also have specific 
and/or additional responsibilities. 

Inquiries Unit 1 (IU1) also deals with the legal aspects of the Ombudsman's cooperation 
with the ENO and explores possibilities for synergies with the Council of Europe and the 
European Court of Human Rights in areas of common interest. IU1 furthermore oversees 
the ICT Sector which is in charge of (i) ICT equipment and support, (ii) development and 
maintenance of applications, (iii) technical aspects of the Website, and (iv) ICT relation s 
with the EP and other institutions. 

Inquiries Unit 2 (IU2) coordinates inquiries in the public interest. It ensures that such 
inquiries are consistent, convincing and in line with the Ombudsman’s strategic objectives and 
priorities. It is also responsible for developing further the strategy and outreach of the 
Ombudsman on key issues like transparency and public access to documents. This 
includes ensuring effective implementation of the Fast-Track procedure for dealing with 
public access cases.  

Inquiries Unit 3 (IU3) also has the responsibility of providing legal advice for matters 
outside the inquiries-handling process and advises and, where necessary, represents the 
Ombudsman in Court proceedings.   

The Strategic Inquiries Unit (SIU) oversees and coordinates the Ombudsman’s strategic 

inquiries and initiatives in collaboration with the other IUs.  It also engages with 

stakeholders in order to inform itself of relevant concerns in relation to possible 

maladministration. The Unit also represents the Ombudsman in the Article (33)2 

framework of the UN Convention on the Rights of Persons with Disabilities . 
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The Communication Unit (COMM) supports the Ombudsman's objective of increasing the 
visibility of the office and co-ordinates the Ombudsman's relations with the European 
Network of Ombudsmen. The Head of the COMM Unit is the spokesperson for the 
Ombudsman. The Unit is responsible for social media and media activities and for 
relations with other external stakeholders, for developing the Ombudsman's policy of 
reaching out to potential complainants and multipliers, for organising major Ombudsman 
events and for identifying messages to get across to the media and key events in which the 
Ombudsman should take part.  It also designs and produces the Ombudsman's 
publications and promotional material and is in charge of the editorial content of the 
website.   

The Personnel, Administration and Budget Unit (PAB) is responsible for all 
administrative matters related to the institution's personnel, human resources, and budget. 
It is also in charge of recording data into the case management system and of overseeing 
the functional management of the general records management system and the related 
implementation of the office’s records management and archiving rules. Finally it is the 
lead service for dealing with applications for public access to documents and requests for 
information. Its HR sector deals with the drafting of HR policies, recruitment, management 
of individual rights, internal communication and training, buildings, office space and 
equipment and co-ordinates translation requests. Its Budget sector coordinates the 
preparation of the budget estimates and ensures that available resources are used 
economically and efficiently and in compliance with the applicable financial rules. The 
Unit establishes and implements the appropriate internal control mechanisms and 
prepares information for the various budgetary control authorities.  
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The organisational Chart 
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Part II: Policy results 

The table and the scoreboard below show the results achieved by the office in 2018 on the 
basis of the priorities, actions and Key Performance Indicator (KPI) targets set out in the 
AMP 2018. 

The following sections provide an analysis of these results and further information on the 
activities carried out with reference to the main processes of the Operating Framework.  

1. Implementation of AMP 2018 actions 

The table below lists, in the first column, the actions under the headings used in the 
Strategy Towards 2019 and the AMP 2018. The second column indicates the state of 
implementation of each action. 

Actions under objective 1 - "Ensure relevance"  

We want to maximise our value to citizens and other stakeholders by focusing on key 

systemic issues that are most relevant to their interests and concerns.  

Action State of implementation Owner(s) Others 

directly 

involved 

1. Finalise the OECD survey on 

open governance in ombudsman 

offices and present findings at an 

EO event. 

This action was completed. The 

presentation of the survey findings 

took place in the framework of a 

public ENO event on 5 September 2018 

in Brussels. 

COMM PAB 

2. Gather information on the 

competences of national 

ombudsmen to facilitate the 

planning and organisation of 

targeted events and joint actions. 

The information was gathered and 

each national ombudsman was sent the 

relevant information sheet for 

approval. The next step will be to work 

with ICT on how to present the 

information on the website. 

IU1  

3. Develop practical suggestions 

on priority areas such as 

declarations of interest and 

harassment prevention. 

Harassment prevention: This action 

was completed. Best practices were 

identified in the EO’s report on dignity 

at work (SI/2/2018/AMF).  

Declaration of interest: following an 

initial review, work is ongoing with a 

view to producing practical 

suggestions by mid-2019.  

SIU COMM 

4. Develop evaluation tools 

and/or methods to measure the 

impact of our work. 

Work on this action is ongoing. SIU PMIU5 

https://www.ombudsman.europa.eu/en/correspondence/en/107799
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5. Continue the audit and 

evaluation of case handling to 

ensure relevance and efficiency. 

This action is ongoing. The SG team 

holds regular meetings with the 

Cabinet to review the delegated case 

handling. The Cabinet and the SG team 

also hold regular meetings with the 

HIUs to review progress in each unit's 

caseload. 

SG PMIU5 
IUs 

 

Actions under objective 2 - Achieve greater impact 

Wa want to make a real difference to the quality of the work of the EU institutions by 

acting as a driver of change in key areas. 

Action State of implementation Owner(s) 

Others 

directly 

involved 

6. Launch the 2019 Award for 

Good Administration. 

This action was completed. The Award 

was launched on 16 October 2018. 

COMM 
 

7. Launch and consolidate the 

Fast-Track procedure for access 

to documents cases. 

This action was completed. The Fast-

Track procedure was launched in 

February 2018.  It has now been 

consolidated.  Full review to take place 

in 2019. 

IU2/SG IUs 

8. Agree on, and start, actions 

related to EU open data and 

public register measures. 

Due to other priorities, no specific 

action was taken in 2018. However, the 

office is aware of, and supports, the 

EU Publications Office’s initiatives in 

this area. Pending the outcome of 

those, the office continues to publish 

information and documents on its core 

business and its strategy-related 

documents on its website. The 

Ombudsman’s filing plan is also 

published online. 

PMIU5  

9. Maintain and expand contacts 

with bodies at EU and national 

level concerning ethics, 

transparency and public 

integrity. 

Contacts were established in 2018 to 

plan a study trip to the HATVP (Haute 

Autorité pour la Transparence de la 

Vie Publique) in Paris to discuss ethics 

and transparency in public 

administrations. The study trip took 

place on 12/2/2019. 

SIU COMM 
SG/PAB 
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Actions under objective 3 - Maintain high visibility 

We want to enhance our ability to influence. Public and institutional awareness of the 

Ombudsman needs to be stronger and deeper. 

Action State of implementation Owner(s) 

Others 

directly 

involved 

10. Finalise the development of, 

and launch, the new EO website. 

 This action was completed. The new 

website was launched in July 2018. 

IU1 
 

COMM 

11. Finalise the video on the 

EO’s work. 

This action was completed. The video 

was finalised and is available on the 

website in all languages. 

COMM  

12. Organise an event for ENO 

communicators in Brussels to 

exchange best practices and 

discuss new ways of raising 

awareness of ombudsmen and 

their work. 

This action was completed. An ENO 

seminar for liaison and communication 

officers was held in Brussels on 5/6 

September 2018. 

 

COMM 
IU1 

 

13. Overhaul the ENO Extranet 

to meet users’ needs and to make 

it a modern interactive tool for 

ENO cooperation. 

This action is ongoing. 

Phase 1 (consultation of users and 

proposed new architectural structure) 

was completed by the external 

contractor. 

Phase 2 (graphical redesign) has started 

in the third quarter of 2018 and will be 

finalised in 2019.  

COMM 
IU1 

 

14. Organise workshops with 

heads of legal departments or 

equivalent of national 

ombudsmen on the application 

of EU law in the context of ENO 

initiatives.  

This action was completed. 

A first event of the kind was held in 

Bratislava in February. 

A workshop of the ENO with the EP 

and national parliaments took place on 

27 November 2018. 

IU1  

15. Develop social media 

guidelines, in cooperation with 

other EU institutions, and 

exchange best practices to deal 

with the challenges EU 

institutions are facing in terms 

of the increasing use of, and 

exposure to, social media. 

The draft guidelines are ready and 

await approval by the other EU 

institutions. 

COMM 
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16. Modernise the format and 

layout of press releases, 

newsletters and invitations: (i) 

Create easy to use templates that 

are visually clear and attractive 

on different platforms; (ii) Move 

to electronic newsletters (e.g. for 

ENO); and (iii) Set-up an online 

mailing system. 

The mailing system and press release 

templates are up and running. 

Additional functionalities will be added 

in 2019. 

 

COMM 

IU1 

 

 

Actions under objective 4 - Improve our efficiency 

We want to use our resources to achieve the best possible results. 

Action State of implementation Owner(s) 

Others 

directly 

involved 

17. Implement actions agreed 

by the internal knowledge 

management network:  

(i)  Create a dedicated 

knowledge management site 

for case handling in CMSEO; 

(ii) Publish interview reports 

on key inquiries once closed; 

and 

(iii) Transfer critical content 
from SISTEO-LOIS to the new 
knowledge management site. 

This action is ongoing. 

A dedicated cross-unit task force to 

reflect and make proposals on how to 

improve and organise the EO’s 

knowledge management was appointed 

in late 2018. Implementation of findings 

will occur in 2019. 

SG IUs 

18. Introduce Outlook and 

website integration into the 

complaint management system 

CMSEO. 

The background IT research is ongoing. PMIU5/ 
IU1 

 

19. Put in place relevant 

planning and effective 

monitoring tools to improve 

budgetary implementation and 

to ensure that budgetary 

requirements are anticipated. 

This action was completed. Since the 

beginning of 2018, operational units are 

requested to send their forecasts of 

expenses each quarter. Moreover, a 

quarterly report for budgetary 

implementation was developed and 

circulated in October. 

PAB  

20. Assess the benefits of 

delegating the management of 

individual entitlements to 

PMO. 

This action was completed. To align the 

practice with other SYSPER 

functionalities and to free resources for 

other priorities, the EO has decided to 

delegate the management of individual 

entitlements to PMO in 2019, at a date to 

be agreed based on PMO’s availability. 

PAB  
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21. Implement a new 

information architecture for 

the Ombudsman’s Intranet 

(SISTEO). 

This action is ongoing. 

Phase 1 (consultation of users and 

proposed new architectural structure) 

was completed by the external contractor. 

Phase 2 (graphical redesign) has started 

in the third quarter of 2018 and will be 

finalised in 2019. 

IU1/PAB  

22. Implement a corporate tool 
for the administration of 
missions (MIPS). 

This action was completed. MIPS is 

operational in the Ombudsman’s office 

since December 2018. 

PAB  

23. Develop a database and 
workflow for the management 
of training activities. 

A solution developed by IU1 is in use. 

Additional features will be developed in 

2019. 

IU1 PAB 

24. Continue implementing the 

2017 Human Resources Policy 

Framework by adopting:  

(i) new rules on the 

recruitment of temporary 

agents; (ii) a decision on part-

time work and credit hours; 

(iii) a diversity policy (anti-

discrimination & equal 

treatment policy); and (iv) a 

building policy. 

The implementation of the HR Policy 

Framework is ongoing. 

(i) new rules on the recruitment of 

temporary agents: on hold pending a 

review of the establishment plan. 

(ii) decision on part-time work and credit 

hours: a draft is being discussed 

internally. 

(iii) diversity policy: this issue will be 

addressed in 2019. 

(iv) building policy:  on hold given the 

imminent move of the Brussels office to  

new premises. 

PAB SG/Staff 
Committee 

25. Identify opportunities for 

staff to take part in the job 

placement, study visit and 

staff exchange programme. 

 In order to focus resources on dealing 

with the increased workload of cases, the 

Heads of Unit were asked to limit such 

requests, especially for case handlers, in 

2018. Scheduled placements were 

cancelled. 

Concerning other staff, one short 

placement took place in April (DG 

Connect) and a second one in August 

(EC’s SG). 

PAB All Units 

26. Further improve our 
recruitment procedures: 

(i) Reflect and agree on types 

of profiles sought; (ii) Identify 

ways and channels to attract 

talent; (iii) Participate in the 

European Commission’s 

Career Day; and (iv) 

Streamline the selection 

process. 

Actions to improve our recruitment 

procedures are ongoing. 

Actions in 2019 included (i) proactively 

approaching successful EPSO candidates 

to fill vacancies; (ii) reflecting on how we 

can use social media to promote the EO’s 

profile as a recruiter - actions to be 

implemented in 2019, and (iii) 

participation in the European 

Commission’s Career Day of 13 

PAB All Units 
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November 2018 for which we received 

positive feedback - to be continued in the 

future. 

In terms of (iv) streamlining the selection 

process, work is in progress. Our web 

tool ‘Recruiteo’ will be upgraded in 2019 

to become the central tool for receiving 

and handling applications.  

27. Implement the migration of 

all end users to Windows 10. 

This action was completed. The migration 

to windows 10 was prepared in 2018 and 

implemented for all users in December 

2018 and January 2019. 

IU1 All Units 

28. Prepare an action plan on 

measures to be taken to 

implement the new data 

protection regulation 

applicable to the EU 

institutions and ensure follow-

up as necessary. 

This action was completed. The DPO 

prepared an action plan whose 

implementation started in 2018 and will 

continue in 2019. 

DPO/SG All Units 

29. Assign responsibility for 

Legal Advice for matters 

outside the inquiries-handling 

processes to an Inquiry Unit. 

This action was completed. IU3 has been 

given responsibility for such matters.  

The Head of IU3 also successfully 

represented the EO in recent court cases. 

SG/IU3  
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1 Breakdown by category of cases: within the mandate but inadmissible 14% (301 cases), no grounds 4% (97 cases), inquiries 22% (482 cases) 
2 Due to a technical issue, the January results were not recorded properly. To produce meaningful results for the year, we took account of the Feb-Dec results and added the average value of one month 

to the total. 
3 Breakdown by category of cases: Outside the mandate 93%, within the mandate but inadmissible 87%, no grounds 74%, inquiries 85%. 

2. Scoreboard 2018 

KPI 
Strategy 
objective Measurement 

Owner Targets 
for 2018 

Results achieved  
in 2018 

Results achieved  
in 2017 

KPI 1 Relevance Perception of our external stakeholders 

(rate of positive evaluation) 

COMM 70%  

 

75.6% 82% 

KPI 2 Relevance Percentage of complaints within the mandate PMIU 33% 40%1 (880 out of 2180)  34% 

KPI 3 Impact Number of inquiries opened in public interest cases  

(complaints & OI or strategic inquiries & strategic initiatives) 

PMIU/SIU 50 62 (55+2+5) 75 (63+4+8) 

KPI 4 Impact Compliance (previous year's results - composite indicator) 

4a - Overall compliance 

4b- Compliance in public interest cases 

SIU  

90% 

90% 

 

81% 

85% 

 

85%  

79% 

KPI 5 Visibility 

 

Media and social media activities (composite indicator) 

5a- Number of media articles 

5b - Engagement on Twitter 

COMM  

   3 000 

 20 000 

 

3 911 

34 697 

 

2 323 

22 790 

KPI 6 Visibility Web activities (composite indicator) 

6a- Visitors to the website 

6b - Advice given through the interactive guide to contact a 

member of the ENO 

IU1/COMM  

400 000 

    8 000 

 

 

522 023 

9 4522 

 

451 062 

8 349 

KPI 7 
 

Efficiency Handling of complaints and inquiries (composite indicator) 

7a- Proportion of cases in which the admissibility decision  is 

taken in one month 

7b- Proportion of inquiries closed within 6 months 

7c- Proportion of inquiries closed within 18  months  

PMIU/IUs  

90% 

 

50% 

80% 

 

90%3 

 

57% 

88% 

 

86% 

 

57%  

85% 

KPI 8 Efficiency Budget implementation (composite indicator) 

8a- Rate of budget implementation 

8b- Number of payments beyond 30 days 

PAB  

93% 

0 

 

95.3% 

1 

 

93.9% 

0 
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3. Core activities 

The Ombudsman’s work and achievements in relation to the core activities, including 
statistical data on complaints and inquiries, are described in detail in the Annual Report to the 
European Parliament for the year 2018, a draft version of which is enclosed with this report as 
annex 4. This section therefore only gives a brief overview of key developments and 
achievements, an analysis of the results in terms of the KPIs and cross references to relevant 
sections of the draft Annual Report. 

A. Proactive work  

Strategic inquiries and initiatives  

Strategic inquiries and initiatives are a key aspect of the Ombudsman's proactive work. They 
include own-initiative strategic inquiries aimed at addressing systemic issues within the EU 
administration and strategic initiatives, whereby the Ombudsman pursues important topics 
without necessarily launching an inquiry.  

As mentioned in Part I above, the operational entity in charge of coordinating and carrying out 
the Ombudsman’s proactive work is the Strategic Inquiries Unit.  

Detailed information on the topics of strategic inquiries that were ongoing or closed in 2018 
can be found in section 2, and relevant statistical data in section 4.1, of the Ombudsman’s Draft 
Annual Report for 2018 (annex 4). 

(i) Strategic inquiries 

In 2018, no strategic inquiries were launched. Two strategic inquiries were closed. One related 
to the transparency of the Council legislative process and the other to the accessibility for 
persons with disabilities of websites and online tools managed by the Commission.  Three 
strategic inquiries were ongoing during 2018. They concerned (i) pre‐submission activities 
organised by the European Medicines Agency, (ii) the Commission's management of 'revolving 
doors' situations concerning EU staff, and (iii) the treatment of persons with disabilities under 
the EU's Joint Sickness Insurance Scheme (JSIS). 

 (ii) Strategic initiatives  

In 2018, the Ombudsman pursued five strategic initiatives to encourage EU institutions, bodies, 
offices and agencies to be as open, accountable, ethical and responsive to citizens as possible. 
The Ombudsman’s strategic initiatives in 2018 concerned the following issues: 

 The Ombudsman's contribution to the Commission's public consultation on the 
transparency and sustainability of the EU risk assessment model in the food chain ; 

 The promotion of dignity at work in the EU civil  service; 

 Multilingualism in the EU institutions; 

 Effective complaint mechanisms for matters concerning European Structural and 
Investment Funds; and 

 The United Nations Convention on the Rights of Persons with Disabilities and the 
European Schools. 

https://www.ombudsman.europa.eu/en/opening-summary/en/81524
https://www.ombudsman.europa.eu/en/opening-summary/en/81524
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The European Network of Ombudsmen (ENO)  

Although EU law and policies are increasingly important for the everyday life of citizens and 
residents of the Member States, very few European citizens have direct contact with the EU 
institutions. For the most part, it is the public authorities of the Member States that administer 
EU laws and policies. These authorities are supervised by national ombudsmen and similar 
bodies who are members of the ENO, under the European Ombudsman's chair. 

The ENO therefore allows the European Ombudsman to be relevant for, and have a positive 
impact on, the ability of large numbers of European citizens to enjoy their rights under EU law, 
including fundamental rights under the Charter.  

In practice and, where appropriate, the European Ombudsman advises complainants whose 
complaints are not within her mandate to contact the member of the ENO best placed to deal 
with them. In some cases, the Ombudsman transfers the case directly to the relevant member of 
the ENO.  

Furthermore, the query procedure allows members of the ENO to send questions to the 
Ombudsman about complex EU law-related issues. The Ombudsman received four new 
queries in 2018. In this context, she carried out two rounds of consultations with the ENO to 
facilitate the gathering and exchange of information with the European Commission on 
possible infringements of EU law. 

The Ombudsman also conducted a parallel strategic initiative with the ENO on remedies 
concerning EU funds issues and received seven contributions from ENO members, including 
from Serbia and Iceland. 

As outlined in section C below, the Ombudsman organised two ENO events in Brussels in 
2018, one for all ombudsmen and another for liaison officers and communication experts from 
the ENO.  

Detailed information on the ENO-related work is available in section 3.3 of the Ombudsman’s 
draft Annual Report 2018 (annex 4). 

B. Complaints handling  

Caseload and KPI results  

In 2018, the Ombudsman received 2 160 complaints compared to 2 215 in 2017; i.e. a slight 
decrease of 2.5% following a significant increase of 20% in 2017.  

The overall number of new complaints dealt with in 2018 was 2 180, of which 880 were within 
the mandate, compared to 2 181 complaints dealt with in 2017 and 751 within the mandate. The 
number of complaints within the mandate has therefore continued to increase significantly in 
2018 (+17%) after an increase of 5.5% in 2017. 

In 2018, the Ombudsman opened and closed a record number of inquiries. The number of 
inquiries opened on the basis of complaints was 482 compared to 433 in 2017 (i.e. +11%) and 
the number of inquiries closed on the basis of complaints was 534 compared to 348 in 2017 
(+53%)4. 

 

4  As mentioned in the 2017 AAR, the increase in inquiries opened and closed partly reflects the fact that, under the 

implementing provisions adopted in 2016, a number of cases which would have previously been classified as ‘no grounds for 

an inquiry’, are now closed as ‘inquiries in which no maladministration was found’. 
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As regards the Key Performance Indicators, the result for KPI 2 (relevance: percentage of 
complaints within the mandate) has reached the highest score so far; at 40% it is significantly 
above the target of 33%.  

The results for all three components of KPI 7 (efficiency: composite indicator for the handling 
of complaints and inquiries) are all on, or above, target. The proportions of inquiries closed 
within six months and 18 months are 57% and 88% respectively (targets: 50% and 80%). The 
third component, proportion of admissibility decisions taken within one month, after having 
increased significantly from 69% in 2016 to 86% in 2017, has reached the target of 90% in 2018.  

As explained in previous AARs, a process was put in place at the end of 2014, to identify, 
monitor and give visibility to complaint-based inquiries into public interest matters. The 
relevant KPI target (KPI 3 impact: number of inquiries opened in public interest cases) was 
exceeded (target: 50; result: 62). 

Information on the work on complaints and the outcome of inquiries  is available in section 2 of 
the Ombudsman’s draft Annual Report for 2018 (annex 4). Relevant statistical data can be 
found in section 4. 

Impact, compliance and follow-up  

Every year, the Ombudsman publishes a comprehensive account of how EU institutions 
respond to the Ombudsman's proposals to improve the EU administration. These proposals 
take the form of solutions, recommendations, and suggestions. The compliance rate is key to 
measuring the impact and relevance of the Ombudsman's work.  The report Putting it Right? – 
How the EU institutions responded to the Ombudsman in 2017, which is enclosed with the present 
report as annex 5, reveals that the EU institutions complied with the Ombudsman's proposals 
at a rate of 81% overall. The institutions reacted positively to 80 out of the 99 proposals that the 
Ombudsman made to correct or improve their behaviour in cases closed in 2018. There were a 
further 148 cases where the Ombudsman considered that the institutions had taken steps to 
improve how they work. The report provides a detailed breakdown of the compliance by 
institution.   

All inquiries covered in this report were closed after the new Implementing Provisions 
adopted in 2016 entered into force. The Ombudsman is pleased to see that the compliance rate 
remains high. However, more needs to be done by the institutions to raise compliance, 
particularly when the Ombudsman makes a recommendation to address a finding of 
maladministration. 

C. Communication and outreach   

(i) Media and social media activities 

The visibility of the Ombudsman in international media outlets and social media channels 
further increased in 2018. Among the key topics covered were the inquiry into how the 
European Commission appointed its Secretary-General, the Ombudsman’s findings concerning 
the ECB’s participation in the “Group of 30”, and the decision to ask for the European 
Parliament’s support in improving legislative transparency in the Council.  

The KPI 5 results for the number of media articles increased to 3 911 (target 3 000), mainly due 
to media coverage of the above-mentioned cases, but also to interviews in which the 
Ombudsman explained her work to newspapers from across Europe and to initiatives taken by 
the Office that resonated with the public, such as examining the anti-harassment rules in 26 EU 
institutions and agencies. 
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The results for the social media component of KPI 5 exceeded its target. In terms of online 
engagement on Twitter, we reached 34 697 mentions (target 20 000). The number of Twitter 
followers further increased by 17% in 2018 from 19 306 (end of 2017) to 22 568 (end of 2018). 
We attracted on average 9 997 views per month on our Twitter account.  

(ii) Outreach activities and events  

The Office organised two events related to the European Network of Ombudsman (ENO) 
which were partly open to the public. The principal event was the annual conference, which 
took place in March and brought together ombudsmen from all over Europe as well as 
interested stakeholders and journalists. High-level EU speakers, ombudsmen and experts 
discussed ways to ensure a fair society for citizens, cross-border problem-solving and future 
challenges for ombudsmen office. Separate workshops discussed issues such as how to use 
social media effectively or practical issues related to the integration of migrants and refugees.  

The Communication Unit organised a follow-up seminar in September in Brussels which 
brought together liaison officers and communication experts from the ENO. The seminar 
looked at how to deepen ENO co-operation. It also examined best practices for engaging with 
citizens in today’s hyper connected world and reflected on lessons that can be drawn from the 
OECD’s survey on the role of ombudsman institutions in open government.  

The Ombudsman also launched a new video to describe the nature of her work in a simple 
way. The video highlights three types of area the Ombudsman can look into : access to 
information, problems with EU funding and transparency in lobbying. The separate inquiry 
areas are also split into three very short videos, which are easy to share on social media. 

Finally, in October, the Office launched the second Award for Good Administration, following 
on the very successful first edition of the Award, which saw 90 projects nominated. The 
Communication Unit ensured the Award was promoted widely within the EU institutions and 
agencies. 

Throughout 2018, the office used gifs and infographs on its Twitter account to explain the 
Ombudsman’s work in an understandable and accessible manner.  

(iii) Publications  

The Ombudsman presented the Annual Report 2017 to the President of the European 
Parliament in May 2018. The report detailed, amongst other things, the Ombudsman’s key 
strategic inquiries (including into how EMA handles meetings with pharma companies before 
they submit applications to have their products given market authorisation) and strategic 
initiatives, the Ombudsman’s visit to Germany and Denmark and the cooperation with the 
ENO.  

The Communication Unit produced the third edition of the “Network in Focus” magazine, 
looking at how national ombudsmen deal with key issues. The contributions mostly focussed 
on the themes discussed during the ENO conference in March - ensuring an inclusive society 
for EU citizens, current and future challenges for ombudsmen, and cross-border problem-
solving for EU citizens.   

(iv) Website  

KPI 6 (visibility: composite indicator for Web activities) has two components. Both the results 
for the number of visitors to the website (522 023) and the number of persons who received 
advice through the interactive guide to contact a member of the European Network of 
Ombudsmen (9 452) are largely beyond the respective targets (400 000 and 8 000). The website 
was overhauled in 2018 and the new version launched in July. The new website is more user-
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friendly, with a better search function so that cases are arranged according to topic; format and 
date. Major inquiries, publications and events are displayed prominently to allow the user to 
gain a quick impression of the activities of the office.  

4. Management Processes   

On 15 February 2018, the former Secretary-General ended her secondment to the 
Ombudsman’s office to take on a Director post at the European Commission. The post of 
Secretary-General was published thereupon and filled on 1 September 2018.  

During the interim period, the Head of the Personnel, Administration and Budget Unit acted as 
Principal Authorising Officer by delegation and as the main coordination and contact point for 
all administrative, HR and finance matters while the Ombudsman’s Cabinet supervised all 
complaint, inquiry and management issues directly. 

Throughout 2018, the management team continued to hold weekly management meetings to 
deal with all management and coordination matters as well as periodic ICT coordination 
meetings.   

The weekly initial assignment and coordination meeting (IAC) and a meeting to discuss 
developments in inquiries in the public interest (PII meeting) also continued to be held . 

The Office held its annual staff retreat in Metz, France, on 13/14 June 2018. This provided an 
occasion to further develop cohesion among all staff  and to discuss the current challenges 
facing the EU. It was combined with a visit to the Robert Schuman House.   

The Secretariat-General coordinated the annual risk assessment exercise. The first step - input 
from staff - was launched in July 2018 through an online survey that invited staff to give their 
perception of the 'effectiveness' of the Ombudsman’s processes. A report on the results of the 
survey was drawn up. The Secretary-General made her final assessment in October based on 
the above and further feedback from managers. 

In order to continue to promote and enhance leadership effectiveness, the newly appointed 
Secretary-General launched regular brown bag lunches to discuss management issues among 
members of the management team in an informal setting.  

5. Supporting processes 

A. Information management  

Information management is a collaborative task.  

The Secretariat-General gathers and coordinates information related to overall management 
objectives (such as for the implementation of the annual management plan, including key 
performance indicators), audits and various reports to control bodies.  

Information management related to the objective of ensuring consistent and well -managed 
assessments in the Ombudsman's case handling is supervised by the Secretariat-General and, 
in relation to inquiries in the public interest, coordinated by the PII Coordination Unit.  

Data management and data extraction from the case management system is taken care of 
jointly by the ICT Sector and the Secretariat-General. 
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Information management relating to administration, human resources and finance is under the 
responsibility of the Personnel, Administration and Budget Unit.  

Promoting good records management and practices within the Office is now also the 
responsibility of the Personnel, Administration and Budget Unit. The Unit took on this 
function and that of lead service for dealing with applications for public access to documents 
and requests for information from 1 August 2018 after the dismantling of the former Process 
Management Unit.  

The Ombudsman's Data Protection Officer (DPO) reports to the Secretary-General in relation to 
his function.  

At the date of the present report, the EDPS is not dealing with any complaint against the 
Ombudsman.  

B. ICT  

The Office’s ICT activities in 2018 included the provision of new ICT equipment including new 
corporate copiers, the introduction of new software solutions such as MS Exchange 2016 and 
Cisco Jabber and the upgrade of the Case Management System to the latest software releases.  

The Office also launched the Ombudsman’s new website and defined a new Information 
Architecture for the European Network of Ombudsmen Extranet and the European 
Ombudsman’s Intranet.  

Other key actions included support for the integration within the European Ombudsman IT 
network of the Commission's tool MIPS for the management of staff missions  and regular 
advice to staff in order to secure the office IT environment.  

C. Human resources and Administration  

Recruitments 

The European Ombudsman advertises vacancies to fill permanent positions with established 
officials from either within the Ombudsman's office (article 29(1)(a) of the Staff Regulations – 
SR) or by way of transfer (article 29(1)(a)(b) SR). In 2018, one such candidate was recruited by 
way of transfer following a selection procedure, which took place in 2017.  
 
When no suitable established official is identified, the Ombudsman recruits candidates who 
have succeeded in competitions organised by the European Personnel Selection Office - EPSO 
(article 29(1)(c) SR). In 2018, three such candidates were recruited from an EPSO reserve list 
following a selection procedure. 
 
The European Ombudsman also recruits temporary agents either on permanent or temporary 
positions.  
 
The Ombudsman may decide to fill a permanent post with a temporary agent (article 2(b) of 
the Conditions of employment of Other Servants of the European Union – CEOS) whenever she 
considers that a post should not, or could not, be filled on a permanent basis. Such situations 
may occur when a post is only vacant for a limited period of time due to the secondment of an 
official, for instance. It may also occur when the Ombudsman considers that a given task is 
limited in time and does not require a permanent appointment. Such appointments are 
preceded by selection procedures.  
 



 

 21 

Two appointments of this kind took place in 2018, following a selection procedure organised in 
20175. 
 
Temporary positions in the Ombudsman's establishment plan are filled with temporary agents 
or established officials by way of secondment. Two appointments of this kind took place in 
2018: one following a selection procedure carried out in 2018 and one for replacing a temporary 
agent in the Cabinet who retired. 
 
Other temporary positions in the Ombudsman's establishment plan are filled following  a 
selection procedure that may be either internal or external to the institution (Article 2(a) 
CEOS). No such appointment took place in 2018.  

 
Finally, the European Ombudsman employs contract agents selected from lists drawn up by 
EPSO or by other EU institutions. In 2018, the Ombudsman offered two contracts in accordance 
with article 3b CEOS to reinforce the Complaints and Inquiries Units, due to one departure and 
one case handler’s long absence.  

Departures 

Two contract agents left due to the termination of their contracts. One contract agent resigned 
because he was offered a post as an official in another institution.  
 
A seconded official terminated her secondment to the European Ombudsman after having been 
offered a new position in her institution. Four established officials were transferred to another 
institution. Finally, one temporary agent and one established official retired.  

Migration to the staff management tool SYSPER 2 

In 2018, the SYSPER rights module was fully implemented. Furthermore, the Ombudsman 
started using the SYSPER modules for HR reporting and Staff Assessment (EVA).  

D. Budget and Finance  

(i) Execution of the 2018 budget 

The appropriations available in the Ombudsman's budget for 2018 amounted to 
EUR 10 837 545. Title 1 (Expenditure relating to persons working for the institution) amounted 
to EUR 8 644 061. Title 2 (Buildings, equipment and miscellaneous operating expenditure) 
amounted to EUR 1 727 184. Title 3 (Expenditure resulting from special functions carried out 
by the institution) amounted to EUR 466 300. 

The detailed report on the implementation of the budget is attached to the present report as 
Annex 3. 

The following table shows expenditure in 2018 in terms of appropriations committed and paid 
(in Euros). 

  

 

5 Since one of these appointments started only in July 2018, an interim appointment on a short-term contract was made 

additionally from January to June. 
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Title 

Initial  

budget 2018 

Final  

budget 20186 Committed  Paid  

Title 1  8 644 061 8 558 161 8 257 157.45 8  218 552.97 

Title 2 1 727 184 1 841 284 1 791 305.47 1 508 383.97 

Title 3 466 300 438 100 283 352.95 171 013.21 

Total 10 837 545 10 837 545 10 331 815.87 9 897 950.15 

 

The implementation rate (including appropriations carried over from 2018 to 2019) is 95.3 % 
(compared to 93.9 % in 2017). Of the total appropriations, 91.3% were paid (compared to 86.2% 
in 2017). 

Furthermore, 82.64 % of the appropriations carried over to 2018 from 2017 were used 
(compared to 93.85 % in 2016). 

In the following table, all totals are cumulative.  

Indicators 

Target  

2018 

Q1 

 

Q1+Q2 

 

Q1-Q3 

  

2018 

 

(2017) 

 

F1: Percentage of budget 

implementation 
Total : 93 % 88.1 % 94,7 % 95.6 % 95.3 % (93.9 %) 

F2: Number of 

operations paid over the 

30-day time limit 

 Total : 0 1 1 1 1 (0) 

The average time for payment of invoices from private providers of goods and services was 
12.40 days (12.90 days in 2017). 

(ii) Transfers 

During 2018, one modification of the establishment plan and two transfers between budget 
lines were necessary. These modifications of the initial budget are presented in detail in the 
annexed 'Report on budgetary and financial management for the financial year' (Annex 3).  

The total amount transferred was EUR 148 700 (1.37 % of the total appropriations for 2018). 

(iii) Procurement 

Three low-value contracts not exceeding EUR 60 000 were awarded following procurement 
procedures launched in 2018.  

 

6 After transfers. 
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(iv) The 2019 Estimates 

Estimates for the year 2019 were sent to the Commission, Parliament and the Council on 
16 March 2018. 

Total appropriations for 2019 are EUR 11 496 261, which represents an increase of EUR 658 716 
or 6.08 % compared to the budget for 2018.  Title 1 (Expenditure relating to persons working 
with the institution) amounts to EUR 9 306 264. Title 2 (Buildings, equipment and 
miscellaneous operating expenditure) amounts to EUR 1 724 897. Title 3 (Expenditure resulting 
from general functions carried out by the institution) amounts to EUR 465 100. 
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PART III. Efficiency, economy and internal control 
measures  

1. Efficiency and economy  

Significant efforts were made in 2018 in order to generate, to the greatest extent possible, 
savings necessary to finance the various additional needs and projects identified for 2018. In 
2018, compared to 2017, the Ombudsman managed to make savings amounting to EUR 161 780. 
Costs were cut, among other lines, on the appropriations for communication and external 
meetings. The overall amount of savings made by far exceeded the total increases in other lines 
of the budget (EUR 93 884).  

The 2019 budget, prepared in 2018, makes thorough reductions in discretionary expenditure 
under Titles I, II and III of the Ombudsman's budget. In spite of the significant weight the 
increase of salaries and allowances (9.8% increase of the budget line 1200 compared to 2018) 
has on the Ombudsman’s budget, the overall increase is limited to 6.1% compared to 2018.  

The following table shows the budget lines where reductions were made:  

 

Title I Budget 2018 APB 2019 
+/- in 

€/2018 +/- in %/2018 

A-1 0 0 Salaries, allowances and 

payments related to salaries 

433.500 427.937 -5.563 -1.28% 

A-1 0 3 Pensions 8.000 6.000 -2.000 -25.00% 

A-1 2 0 4 Entitlements on entering 

the service, transfer and leaving the 

service 

60.000 30.000 -30.000 -50.00% 

A-1 6 1 0 Expenditure on recruitment 5.000 3.000 -2.000 -40.00% 

A-1 6 3 2 Social contacts between 

members of staff and and other social 

measures 

7.000 6.650 - 350 -5.00% 

Total A-1 513.500 473.587 -39.913 -7.78% 

 

Title II Budget 2018 APB 2019 
+/- in 

€/2018 +/- in %/2018 

A-2 0 0 0 Rent 1.042.984 1.040.697 -2.287 -0.22% 

A-2 3 0 0 Stationery, office supplies 

and miscellaneous  

11.000 8.000 -3.000 -27.27% 

A-2 3 0 1 Postage on correspondence 

and delivery charges 

5.000 3.000 -2.000 -40.00% 

A-2 3 0 2 Telecommunications 11.000 8.000 -3.000 -27.27% 

A-2 3 0 5 Legal costs and damages 15.000 5.000 -10.000 -66.67% 

Total A-2 1.084.984 1.064.697 -20.287 -1.87% 

 

    

Title III Budget 2018 APB 2019 
+/- in 

€/2018 +/- in %/2018 

A-3 2 1 0  Communication and 

publications 

179.000 140.000 -39.000 -21.79% 

     

A-3 3 0 0 Studies  17.800 15.000 -2.800 -15.73% 

Total A-3 196.800 155.000 -41.800 -21.24% 
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2. Management and follow-up of controls  

(i) Recommendations from the Internal Auditor 

Internal Audit Report 18/01 - The Internal Auditor's Annual Report for 2017 

The Internal Auditor's annual report for 2017 concluded that, subject to (i) closure of the 
remaining action from Report 16/03 on Business Continuity management, and (ii) full 
implementation of the agreed action plan from the audit of individual entitlements, the 
Institution's risk management, control and governance systems are effective and efficient and 
provide reasonable assurance of attaining its control objectives on a consistent basis.  

Internal Audit Report 17/04 - Consulting assignment on potential synergies between the 
ARES record management system and the case management system (CMSEO) 

This consulting assignment was intended to provide advice on the implementation of the ARES 
information system at the Institution and potential synergies with the Case Management 
System (CMSEO). The review resulted in two recommendations, one intended to foster 
collaboration between the European Ombudsman’s business units and the ICT Sector, and a 
second one to encourage the Institution gradually to look for potential synergies between 
ARES and CMSEO. 

(ii) Observations from the Court of Auditors  

In the framework of the Statement of Assurance audits (SoA) 2017, the Court of Auditors 
indicated in its annual report that it did not identify any specific issues concerning the 
European Ombudsman.  

(iii) Follow-up of recommendations from the Committee on Budgetary Control in the 

framework of the discharge procedures  

2016 discharge  

On 18 April 2018, Parliament adopted the discharge decision for the 2016 budget7.  

The Ombudsman sent its follow-up report to the Budgetary Control Committee on 24 
September 2018. It contained the following information (Parliament’s observations are set out 
in italics and the Ombudsman’s responses in the text boxes below): 

Point 4: Welcomes the overall prudent and sound financial management of the Ombudsman in the 2016 

budget period; expresses support for the successful paradigm shift towards performance-based budgeting 

in the Commission’s budget planning introduced by Vice-President Kristalina Georgieva in September 

2015 as part of the “EU Budget Focused on Results” initiative; encourages the Ombudsman to apply 

that method to its own budget-planning procedure 

 

As acknowledged by the EP in point 5 of its resolution, the Ombudsman’s budget is purely 

administrative. Performance-based budgeting is, strictly speaking, most relevant for, and applicable 

to, operational and programme-based budgets. Nevertheless, in planning its budgetary needs, the 

 

7 European Parliament decision of 18 April 2018 on discharge in respect of the implementation of the general 

budget of the European Union for the financial year 2016, Section VIII – European Ombudsman 

(2017/2143(DEC)) 

http://www.europarl.europa.eu/oeil/popups/ficheprocedure.do?lang=en&reference=2017/2143(DEC)
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Ombudsman takes account of the results of a number of measurements and statistical data that 

inform and directly impact the office’s work.  

These include (i) the results achieved in relation to the key performance indicators adopted by the 

Ombudsman as part of the Strategy “Towards 2019” to help measure how successful the office is in 

implementing the strategy; and (ii) other casework related information (e.g. evolution of the 

caseload of complaints and inquiries). 

The Ombudsman is therefore committed to ensure that all available funds are spent in a result-

oriented manner and aligned with the Ombudsman’s high level objectives and priorities as outlined 

in her strategy. 

 

Point 7.  Stresses the pivotal role of the Ombudsman in promoting good governance and ensuring the 

participation of civil society in the Union; notes that the Ombudsman closed five strategic inquiries and 

opened four new ones in 2016 on issues related, inter alia, to transparency and conflicts of interest; 

encourages the Ombudsman to pursue its strategic work with the aim of promoting good governance of 

the Union institutions 

 

The Ombudsman welcomes this recommendation and is determined to pursue her efforts to 

promote good governance within the EU institutions.  

 

Point 8.  Welcomes the decision to reduce communication and translation costs linked to the production 

of publications without undermining their quality; notes that the length o f the documents was reduced, 

and is therefore interested to know if the information now excluded from the publications is nevertheless 

accessible on demand 

 

All information on the Ombudsman’s activities and casework, in particular details of inquiries, 

which were previously published in the Annual Report more extensively, continues to be available 

on the website. The Ombudsman’s new website launched on 23 July 2018 provides a thematic 

classification of cases, which should make it even easier for citizens and other interested parties to 

follow her work. Additionally, it seems worth mentioning that a special effort was made to 

substantially shorten the annual publication for the European Network of Ombudsmen (ENO), 

which is available in five languages.  

 

Point 10.  Notes the results achieved in the complaints handling in 2016 and notes the fact that the 

Union institutions complied with the Ombudsman’s decisions at a rate of 84  % (83 % in 2015); notes 

that this has been the second highest rate of compliance with the Ombudsman’s decisions and 

recommendations so far; recommends that the Ombudsman keep on working and analysing possible 

solutions to reach at least the 88 % that was achieved in 2014; notes that the rate of follow-up to critical 

remarks was of 63 % in 2016 (41 % in 2015); welcomes the Ombudsman’s report ‘Putting it Right’, 

which provides an analysis of how institutions complied with its recommendations and presents a 

breakdown per institution; 

 

The Ombudsman will pursue her efforts to encourage, to the maximum extent possible, institutions 

to comply with her recommendations and suggestions and thus to reach an even higher compliance 

rate. 
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Point 13.  Reiterates its concern at the “internal revolving door” between the Ombudsman and other 

institutions, particularly the Commission’s directorates which might be under its scrutiny;  

 

As explained in the follow-up report on the 2015 discharge, the Ombudsman has been constantly 

aware of this issue and has adopted a further guide on ethics and good conduct on 5 /07/2017, which 

deals, among other things with the issue of internal ‘revolving doors’. Its section on conflicts of 

interest provides the following:  

 

“ As a rule, staff members may not, during the performance of their duties, deal with any matter in 

which they have a direct or indirect personal interest that may compromise their independence and, 

by extension, the Ombudsman’s interests. 

In addition, staff members should take the initiative of informing their  hierarchy immediately of 

any potential issue giving rise to a conflict of interest. A staff member should thus communicate to 

the administration any situation where they believe that a conflict of interest, or an appearance of a 

conflict of interest, has arisen and take measures to avoid such situation occurring in the first place. 

To implement this proactive approach, for example, a staff member needs to declare all interests 

when joining the Ombudsman’s Office, so as to  allow the hierarchy to allocate to the staff member 

tasks which have no connection with those interests. 

In case of doubt, staff members may obtain the advice of someone not directly  involved and/or 

contact the Ethics Officer(s). 

Furthermore, in addition to the general obligation under the Staff Regulations,  staff members may 

not, for a period of one year following their recruitment, deal with a complaint or inquiry, or a 

tender or other procedure, in which they were involved or had a direct or indirect interest in their 

previous employment. 

Again, in addition to the general obligation under the Staff Regulations, any incoming staff from 

other EU institutions, bodies, offices or agencies who draft,  or are part of the approval circuit for 

inquiries, must not, for one year, deal with cases involving their former DG, department, division 

or equivalent. This ‘cooling off period’ on cases is two years for senior staff (i.e. Directors,  

Secretary-General, and Head of Cabinet).”  

 

Additionally, in case of outgoing staff transferred to other institutions, appropriate measures are 

taken to ensure that, during the remainder of their time in the Ombudsman’s office, they are not 

assigned or involved in matters that are likely to concern their upcoming functions.  

 

Point 14.  Notes that some of the targets set by the Ombudsman to assess its performance through key 

performance indicators were not reached8 ; asks the Ombudsman to identify the measures taken to 

enhance its results; 

 

The Ombudsman has established key performance indicators (KPIs) and ambitious targets for 

measuring its relevance, impact, visibility and efficiency. As part of the Annual Management 

Process, the KPI targets are reviewed, and where necessary, revised, on the basis of experience.  

The measures taken by the Ombudsman to enhance the results include continuous review and 

streamlining of processes and monitoring of our work (results are reviewed based on periodical 

reports and monthly statistics in relation to the casework and quarterly scoreboards for all other 

KPI targets). Some of the KPI results can be directly influenced by the Ombudsman’s efficiency 

 

8 The impact of compliance; the visibility through visits to the website and use of the interactive guide to contact a member of the ENO; 

and the proportion of cases in which the admissibility decision is taken in one month - did not reach the target objective established by the 

Ombudsman. 
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actions while others are essentially dependent on external factors over which the Ombudsman only 

has limited control.    

As a consequence, in 2017, the KPI result for overall compliance (4a) did not reach the ambitious 

target of 90% but, at 85%, was up two points from the previous year.  

KPI 5a (number of media articles) did not reach the target. This figure is difficult to predict or 

influence because it depends on the type of cases the Ombudsman deals with and the media 

attention they attract (for ex. in 2016, a case about the former Commission president drew a lot of 

media attention - 2300 articles on that case alone). 

KPI 5b (engagement on twitter) - target exceeded 

KPI 6a (visitors to the website) and 6b (advice to contact a member of  the ENO) both results 

exceeded the target.  

KPI 7a (proportion of cases in which the admissibility decision is taken in one month): This 

efficiency indicator is being monitored very closely. With a result of 86% in 2017 (up from 69% in 

the previous year), considerable progress was made towards reaching the target.  

 

Point 15.  Welcomes the gender balance at management level and within administrators; encourages the 

Ombudsman to maintain this trend; 

The Ombudsman welcomes the recommendation, which does not require any specific action at 

present. 
 

Point 16.  Notes the persisting geographical imbalance at management level; notes that two of the three 

managers from the Ombudsman’s Member State occupied managerial positions in the Office for many 

years before the election of the present Ombudsman and are officials, whereas the third joined as a head 

of Cabinet at the beginning of the present’s Ombudsman’s term of office; acknowledges that it is 

therefore difficult to change the situation in the short-term, but encourages the Ombudsman to strive for 

geographical balance in management positions in the long-term. 

 

The Ombudsman takes note of the recommendation.  
 

 Point 20.  Notes that there is still one ongoing complaint made to the European Data Protection 

Supervisor (EDPS) concerning the Ombudsman in 2016; notes that the Ombudsman’s Office is, in close 

cooperation with the EDPS, reviewing the Office’s procedure for handling personal data of third parties 

in complaints and inquiries; asks the Ombudsman’s Office to keep Parliament’s Committee on 

Budgetary Control informed about the outcome of the review;  

 

Following a formal consultation, the EDPS was satisfied with the review and the implementation of 

the recommendations and closed the case in question in January 2018. 

 

Point 22.  Expresses the need to establish an independent disclosure, advice and referral body with 

sufficient budgetary resources, in order to help whistleblowers use the right channels to disclose their 

information on possible irregularities affecting the financial interests of the Union, while protecting 

their confidentiality and offering needed support and advice. 

 

The Ombudsman is aware of the ongoing legislative procedure regarding the matter and remains at 

Parliament’s disposal to share expertise and good practices, if needed. 
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Point 23.  Notes that the Ombudsman has provided timely follow-up to the 2015 discharge i.e., before 30 

June 2018, in its report to Parliament’s Committee on Budgetary Control, in compliance with Article 

166 of the Financial Regulation; regrets, however, the lack of data from 2016 in different sections of the 

Ombudsman’s annual activity report for 2016;  

The Ombudsman is not sure what the date of 30 June 2018 refers to (the follow-up report was sent 

to the CONT rapporteur on 29/9/2017). In relation to the ‘lack of data’ in the 2016 AAR, the 

Ombudsman understands this to concern (i) the information on how the EU institutions responded 

to the Ombudsman’s recommendations and suggestions in 2016 and (ii) the Ombudsman’s f ollow-

up to the recommendations made in the context of the 2015 discharge.  

In relation to (i), it should be noted that the “Putting it Right report”, which provides this 

information is always drawn up at the end of the year that follows that of the decisi ons in question. 

This is because the Ombudsman can obviously request follow-up from institutions only after a case 

is closed with the relevant suggestions and/or recommendations. The institutions’ responses to 

decisions made in a given year can therefore only be analysed the following year. The “Putting it 

Right Report” drawn up in late 2016 and annexed to the AAR for 2016 thus necessarily relates to 

follow-up to Ombudsman decisions made in 2015. The “Putting it Right Report”, which deals with 

the follow-up to decisions closed in 2016 was drawn up in December 2017 and annexed to the AAR 

for 2017. 

In relation to (ii), as indicated in the AAR, this information was not available at the time of drafting 

and adopting the AAR for 2016 but was subsequently sent to CONT in the Ombudsman’s follow-up 

report to the discharge decision.   

 

24.  Regrets the decision of the United Kingdom to withdraw from the European Union; observes that at 

this point no predictions can be made about the financial, administrative, human and other 

consequences related to this withdrawal; asks the Ombudsman and the Court to perform impact 

assessments and inform Parliament of the results by the end of the year 2018 

 

The EO has assessed the impact of Brexit on its internal functioning (administration, staff and 

finances) in terms of the consequence on its workload, i.e. the likely increase or decrease of the 

number of complaints and inquiries due to the withdrawal of the UK from the EU.  

In relation thereto, it should be noted that, in 2017, the Ombudsman received 122 complaints from 

the UK (5.5% of all complaints received) and opened 19 inquiries (4.4% of all inquiries opened in 

2017). These figures cannot however directly be translated into a corresponding foreseeable 

reduction of the Ombudsman’s post-Brexit workload because EU citizens who reside in the UK will 

continue to have the right to complain to the Ombudsman as will UK citizens residing in one of the 

Member States.  

The Ombudsman expects a likely increase of complaints from EU citizens or other EU-based entities 

on issues such as staff matters, grants and contracts affected by Brexit in one way or another.  

It is recalled that, in 2017, the Ombudsman started a Strategic Initiative into the transparency of the 

Brexit negotiation process. Furthermore, she received several Brexit related complaints, mostly 

about access to documents. She will keep monitoring the complaints she receives and inquiries she 

conducts in relation to this matter and report back in the 2018 Annual Report.  
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2017 discharge 

On 26 March 2019, the European Parliament adopted the discharge decision for the 2017 
budget9. The recommendations are set out below and the Ombudsman’s comments on them 
appear in the text boxes. 

Point 4: Welcomes the Ombudsman’s commitment to ensure that all available funds are spent in a 
result-oriented manner and welcomes the fact that it is taking into account the results of a number of 
measurements and statistical data that impact directly on the office’s work [...].notes, however, that the 
KPI for overall compliance reached only 85 % and fell short of the target of 90 %; encourages the 
Ombudsman to continue to improve its performance in this regard. 

 The Ombudsman takes note of this and is committed to pursuing her efforts to encourage, to the 

maximum extent possible, institutions to comply with her recommendations and suggestions and 

thus to reach an even higher compliance rate.  

Point 10: Welcomes the Ombudsman’s compliance with the inter-institutional agreement to reduce staff 
by 5 % between 2013 and 2017 with an overall contribution of 3 posts; notes, however, that in the 
meantime, the contractual staff increased from 8 to 15 and remunerated trainees from five to nine; is 
concerned that part of this increase results from the need to compensate for the overall reduction in staff, 
and might be detrimental to the distribution of workload and the long-term organisational development 
of the institution. 

Point 11: Notes the increase of received complaints by 20 %, from 1 839 in 2016 to 2 216 in 2017; notes 
that the Ombudsman opened a total of 433 inquiries on the basis of complaints (245 in 2016) and closed 
348 such inquiries (291 in 2016); notes that this increase is due inter alia to new implementing 
provisions under which a number of cases which would have previously been classified as ‘no grounds 
for an inquiry’, are now closed as ‘inquiries in which no maladministration was found’; stresses that 
due to the steady increase in the number of complaints submitted to the Ombudsman, the workload for 
the Ombudsman’s Office has become too heavy; asks for an increase of the budget for the Ombudsman to 
tackle this. 

The Ombudsman indeed has limited resources to deal with an ever increasing workload. To address 

this issue, the Ombudsman has conducted a review of the establishment plan and made requests to 

the budgetary authorities in the framework of the 2020 budget procedure with a view to align ing 

the establishment plan with the actual needs and workload of the office. This includes the 

identification of functions of a permanent nature that should be carried out by permanent staff 

rather than by contract agents.  

Point 15: Welcomes the continuous efforts to reduce translation costs, primarily linked to the 
production of publications; welcomes that translation expenses decreased by 11 % from EUR 293 000 in 
2016 to EUR 263 000 in 2017; takes note that the Ombudsman annual activity report recognises  that a 
threshold has been reached below which it will be difficult to go in the future; therefore encourages the 
Ombudsman to mindfully keep on working in the efforts to reduce translation costs without 
endangering the good functioning of the translations and publications. 

The Ombudsman takes note of this recommendation. 

 

 

9 Decision on discharge in respect of the implementation of the European Union general budget 
for the financial year 2017, Section VIII - European Ombudsman (2018/2174(DEC)). 
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Point 21: Reiterates that the Ombudsman is encouraged to strive for geographical balance in 
management positions in the mid- to long-term and to ensure that there is a proportionate 
representation of all Member States among the population of the staff . 

The Ombudsman takes note of this recommendation. 

Point 22: Welcomes the Ombudsman’s efforts to improve the work-life balance of its staff; notes that as 
from 2017, flexitime has become the default working regime that applies to all staff, including trainees; 
further notes that a total number of 58 out of 83 active members of staff made use of the possibility to 
telework in 2017; encourages the Ombudsman to continue striving for an exemplary and innovative role 
in all personnel matters given its role on issues related to ethics and working conditions within the EU 
institutions;   

The Ombudsman takes note of this recommendation. 

Point 23. Notes that there have been no harassment cases in 2017 at the Ombudsman, welcomes the 
adoption of the harassment prevention and protection policy as well as the planned training programme 
for all staff, including managers; welcomes, moreover, the adoption of the Guide on Ethics and Good 
Conduct for the Ombudsman’s staff and the Internal Charter of Good Management Practice; encourages 
the Ombudsman to closely monitor the efficiency of its policy; to continue raising awareness about 
harassment at the work place and to foster a culture of zero tolerance toward harassment and asks the 
Ombudsman to report back to the discharge authority in its next annual activity report.  

The Ombudsman takes note of this recommendation. 

Point 24. Notes with satisfaction that the issue of ‘revolving doors’ has been addressed by the Guide on 
Ethics and Good Conduct; calls on the Ombudsman to ensure that these guidelines are effectively 
applied and asks the Ombudsman to report back to the discharge authority in its next annual activity 
report. 

The Ombudsman takes note of this recommendation and is committed to ensuring effective 

implementation of the Guide on Ethics and Good Conduct. 

Point 26. Notes with satisfaction that the issue of ‘revolving doors’ has been addressed by the Guide on 

Ethics and Good Conduct; calls on the Ombudsman to ensure that these guidelines are effectively 

applied and asks the Ombudsman to report back to the discharge authority in its next annual activity 

report. 

The Ombudsman takes note of this recommendation. 
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(iv) Management of the internal control systems  

The AMP for 2018 identified a number of actions to reinforce the effectiveness of our internal 
control standards. These actions and their outcome are reflected in the table below. 

Action State of implementation Owner(s) Support 

ICS 2 - Ethical and organisational values 
Take actions to implement the 
harassment prevention decision 
including designation of ethics officers 
and awareness raising. 

This action was completed. All staff 
participated in a compulsory training on 
harassment prevention in September. A 
specific session for Heads of Unit took 
place in November 2018. The EO 
adopted a decision designating ethics 
correspondents (one in Brussels and one 
in Strasbourg) and the members of the 
Conciliation Committee. 

PAB/SG  

ICS 4 - Staff appraisal and  
development  
Ensure timely and effective 
implementation of the EO decision and 
a smooth transition to the new 
appraisal process. 

This action was implemented in the first 
quarter of 2018. The 2017 appraisal 
process was conducted successfully and 
timely with the new Sysper tool. 
  

PAB/SG   IU1 

ICS 7 - Operational structure 
Designate and train another 
administrator to whom the EO can 
delegate the role of authorising officer. 

This action was completed. The Head of 
IU1 followed the ABAC training for 
authorising officers and now has the 
relevant delegations. 

PAB/SG  

ICS 8 - Processes and procedures 
Monitor and evaluate the effectiveness 
of the Fast-Track procedure for dealing 
with public access cases. 

This action was completed (also appears 
as action 7 in part II.1 above). The Fast-
Track procedure was launched in 
February 2018.  It has now been 
consolidated.  Full review to take place 
in 2019.  

SG/IU2 PMIU5/ 
IUs 

ICS 9 - Management supervision 
Assign additional control tasks to the 
Head of the Finance Sector, in 
particular in procurement procedures. 

The Head of the finance sector is 
included in additional control 
procedures for procurement and in the 
processes involving expenditure. 

SG/PAB  
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3. Overall assessment of the costs and benefits of controls  

The Ombudsman’s Office has assessed the cost-effectiveness of the control system and reached 
a positive conclusion, although the benefits of controls are mostly non-financial. 

Costs 

Costs of controls on financial operations (payments of invoices, reimbursements of mission 
expenses, salaries and individual allowances), which mostly consist in staff costs represent 
0.8 full time post, i.e. approximately EUR 58 601, or 0.55 % of the total expenditure (0.5% in 
2017). For procurement procedures, an estimated amount of EUR 4 499 was invested in 
controlling three procedures for contracts of a total value of EUR 30 000.  

Type of controls Full-time equivalent Annual cost (EUR) 

Ex-ante controls 0.8 58 601 

Ex-post controls tbd tbd 

Procurement procedures 0.05 4 499 

TOTAL 0.85 63 100 

Benefits 

While it is possible to estimate the costs of the control processes, it is more difficult to quantify 
all the benefits of the errors prevented and detected. Financial benefits mainly consist in 
occasional ex-post recovery of mission expenses and in ex-ante detection of errors in financial 
operations. 

The benefits of controls are mostly non-financial. They help ensure compliance with legal 
obligations (article 74(5) of the Financial Regulation), have a deterrent effect and help improve 
procedures. Extensive ex-ante controls ensure the respect of the “four eyes” principle and add 
an element of security to decisions taken by the authorising officer. The ex-ante verifier also 
monitors new developments in regulations and plays an advisory role to the financial team.  

For procurement procedures, considering the complexity of these activities and the limited 
number of contracts awarded each year by the Ombudsman, systematic operational and 
financial verifications are necessary to prevent the risk of reputational damage and avoid 
litigation. 

How to improve the cost-benefit ratio of controls 

The table below shows the indicators which were put in place to monitor the efficiency of 
controls for financial operations: (i) average cost of controls per financial transaction 10, (ii) 
number and percentage of errors prevented (ex-ante control)11, (iii) number of errors corrected 
(ex-post control) and iv) number of errors prevented for procurement procedures. The 
evolution of these indicators should be analysed over time. 

  

 

10 Overall cost of controls divided by the number of authorised payments. 
11 Number of errors prevented divided by the number of authorised payments. 
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Type of controls Indicator 2016 2017 2018 

Ex-ante and ex-post 

controls on financial 

operations 

 

Cost of controls per transaction 

(EUR) 

43 41 50 

Number of errors prevented (ex-ante)  

% of errors (ex-ante) 

102 

9.03% 

       123 

     9.69% 

103 

8.85% 

Number of errors corrected  

(ex-post) 

0 0 tbd 

Procurement procedures Number of errors prevented  

(ex-ante) 

n/a n/a 0 

Taking into account the obligations resulting from the Financial Regulation such as the “four 
eyes” principle, we consider that the costs and the benefits of controls performed at present are 
efficient and necessary. Our control model is regularly reviewed and we examine whether it 
would be possible to make it even more cost-effective and efficient. The implementation by the 
Ombudsman in 2019 of the European Commission’s management tool for missions (MIPS) 
includes the delegation of the calculation of mission expenses to PMO. An analysis of the main 
risks associated with the amount of mission expenses will be performed in 2019 in order to 
adapt the frequency and the type of controls and thus avoid duplication of controls already 
performed by PMO. 

 

Because we have not yet identified a staff member who combines both the necessary skills and 

the independence from the financial circuit, we were not able to perform ex-post controls in 

2018 to verify operations already approved following ex-ante controls and to include the 

relevant results in this report. In 2019, following internal consultations and an analysis of the 

qualifications of existing staff, the Secretary-General will appoint a staff member to do ex-post 

verifications. 

 

The ex-ante controls in the procurement procedures carried out in 2018 did not reveal any 

mistakes of a substantial nature but rather clerical ones,  such as typos, missing documents in 

the invitation letters to contractors, or lack of signature of the contractor in the order form. 

4. Whistleblowing and investigations by OLAF 

The Secretary-General is not aware of: 

 any member of staff of the Ombudsman providing information under Article 22(a) of the 
Staff Regulations; or  

 any OLAF investigation concerning the Ombudsman, or any person working in the 
Ombudsman's Office, in 2018. 
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Part IV: Declarations of the Authorising Officers by 
Delegation  

1. Declaration of the Authorising Officers by Delegation 

I, the undersigned, 

Head of Inquiries Unit 1, 

In my capacity as Authorising Officer by Delegation hereby declare that I have reasonable 
assurance that: 

1. The information contained in the report presents a true and fair view;  

2. The resources assigned to the activities described in the report have been used for their 
intended purpose and in accordance with the principle of sound financial management;  

3. The control procedures put in place give the necessary guarantees concerning the legality 
and regularity of the underlying transactions; 

4. The costs and benefits of controls are adequate.   

This reasonable assurance is based on my own judgment and on the information at my 
disposal, such as the results of self-assessments, ex-post controls and remarks by the Internal 
Auditor of the Ombudsman, as well as information derived from the reports of the Court of 
Auditors on financial years preceding that in which this declaration is made.  

I certify that I am not aware of any fact which has not been stated which could damage the 
interests of the institution of the Ombudsman. 

Strasbourg, 28 March 2019 

 

Marta Hirsch-Ziembinska 
Head of Inquiries Unit 1  
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I, the undersigned, 

Head of the Personnel, Administration and Budget Unit,  

In my capacity as Authorising Officer by Delegation hereby declare that I have reasonable 
assurance that: 

1. The information contained in the report presents a true and fair view;  

2. The resources assigned to the activities described in the report have been used for their 
intended purpose and in accordance with the principle of sound financial management; 

3. The control procedures put in place give the necessary guarantees concerning the legality 
and regularity of the underlying transactions;  

4. The costs and benefits of controls are adequate.   

This reasonable assurance is based on my own judgment and on the information at my 
disposal, such as the results of self-assessments, ex-post controls and remarks by the Internal 
Auditor of the Ombudsman, as well as information derived from the reports of the Court of 
Auditors on financial years preceding that in which this declaration is made.  

I certify that I am not aware of any fact which has not been stated which could damage the 
interests of the institution of the Ombudsman. 

Strasbourg, 28 March 2019 

 

Alessandro Del Bon 
Head of the Personnel, Administration, and Budget Unit  
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2. Declaration of the Principal Authorising Officer by 
Delegation 

I, the undersigned, 

Secretary-General of the Ombudsman 

In my capacity as Principal Authorising Officer by Delegation hereby declare that I have 
reasonable assurance that: 

1. The information contained in the report presents a true and fair view;  

2. The resources assigned to the activities described in the report have been used for their 
intended purpose and in accordance with the principle of sound financial management; 

3. The control procedures put in place give the necessary guarantees concerning the legality 
and regularity of the underlying transactions; 

4. The costs and benefits of controls are adequate.  

This reasonable assurance is based on my own judgment and on the information at my 
disposal, such as the results of self-assessments, ex-post controls and remarks by the Internal 
Auditor of the Ombudsman, as well as information derived from the reports of the Court of 
Auditors on financial years preceding that in which this declaration is made.  

I certify that I am not aware of any fact which has not been stated which could damage the 
interests of the institution of the Ombudsman. 

Brussels, 28 March 2019 

 

Cesira D’Aniello 
Secretary-General 
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Annexes 

Annex 1: Human resources and professional training charts  

A. Breakdown of human resources available to the Ombudsman 

The European Ombudsman’s job-screening exercise is carried out in accordance with Article 53 
of the Financial Regulation. Taking into account the size of the office, the methodology  applied 
is the one developed by the European Commission as applied by agencies. 

The screening of jobs is a top-down and across-the board analysis of all jobs based on the 
organisational chart. The aim is to categorise the human resources according to the 
organisational role each job is serving: Administrative Support and Coordination, Operational 
and Neutral. The categorisation of all jobs is undertaken with a specific interest in identifying 
the job evolution in each of the roles with a view to increasing the proportion of jobs dedicated 
to operational activities. 

In December 2018, the categorisation of jobs in the Ombudsman’s Office resulted in the 
following figures. 

Job-Type category Year N-1 (%) Year N (%) 

Administrative support and 

coordination 29.6 29.1 

Operational 64.1 64.4 

Neutral 6.3 6.5 

 

 

Graphs 1, 2 and 3 below show the breakdown of the various categories of staff respectively by 
nationality, grade and gender. 
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Graph 1 - Nationality per grade: snapshot on 31 December 2018 

 

 Graph 2 - Gender per grade: snapshot on 31 December 2018 
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Graph 3 - Gender and nationality among managers: Snapshot on 31 December 2018 

 

 
 

 

IE: out of the two Irish managers, one occupied a managerial position in the Ombudsman's office before the appointment of 

the present Ombudsman. The second manager is the Ombudsman’s Head of Cabinet and joined the office at the beginning of 

her mandate. 
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B. Number of days of professional training in 201812 

 

Graph 3 - Training days per person  

 

Graph 4 - Training days by grade  

 

  

 

12 The figures include individual and group trainings but do not include the participation of an AST in the certification 

procedure or the short-term placements in other institutions of one AST and one CA, of respectively one and two weeks. 
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Graph 5 -Training days by gender 
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The following annexes are enclosed as separate documents. 

 
Annex 2: The Ombudsman's Operating Framework 
(PowerPoint Presentation) 

Annex 3: Report on budgetary and financial management for 
the financial year 2018 
 
Annex 4: Draft Annual Report 2018 of the European 
Ombudsman 

The Ombudsman shall submit to the European Parliament a report on the outcome of his /her 
inquiries every year. The Annual Report of the European Ombudsman for 2018 will be 
presented officially to the European Parliament later in 2019. A draft version is attached to the 
present report. 

The report will subsequently be made available in all languages in the following section of the 
Ombudsman’s website: 

http://www.ombudsman.europa.eu/en/activities/annualreports.faces 

 

Annex 5: Putting it Right? How the institutions responded to 
the Ombudsman in 2017 

also available on line at: https://www.ombudsman.europa.eu/en/annual/en/110768 

  

 

 

  
  

http://www.ombudsman.europa.eu/en/activities/annualreports.faces
https://www.ombudsman.europa.eu/en/annual/en/110768
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