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Introduction 

 

“OPEN FOR BUSINESS” 

 

The front cover depicts photos before and after hurricanes Irma and Maria that occurred on 6 and 

20 September 2017 in the Territory of the Virgin Islands. One year and months later in 2018, the 

BVI is slowly recovering and life has not yet returned to full normalcy. Nonetheless, the BVI is 

on the road to recovery, development and sustainability. The first photograph shows the building 

housing the Office of the Complaints Commissioner prior to the disasters. The second depicts the 

damaged building after the disasters. The third is the renovated building. 

 

The Complaints Commission, like the rest of the BVI was impacted negatively by the 2017 

hurricanes. Our office building and its contents were severely damaged, requiring a whole 

restart. 

During the rebuild of our office, our team was separated. The Commissioner became an 

Assistant Shelter Manager, the Assistant Commissioner worked at a food distribution center in 

Carrot Bay, the Senior Administrative Officer worked as an accounting assistant at the BVI Red 

Cross and the Office Generalist distributed clothing also at the Red Cross. This situation 

continued until mid-January 2018 when we finally received permission to be temporarily housed 

at the Attorney General’s Chambers. Despite the setbacks and losses, on 21
st
 June 2018 we 

returned to our office on #80 Main street, Road Town.   

 

In this 2018 report, we pay tribute to the first Commissioner, Mr. Elton Georges OBE, as we 

mourn his passing. He was a valued resource and support for the Commission. Two scripted 

tributes and a few photos are displayed on pages 13 – 17. 
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We continue to keep an eye on Government’s ability to serve the public and we showcase our 

willingness and ability to assist the BVI public with any complaint of maladministration despite 

the challenges we faced in 2018. Further, we highlight a sampling of the cases we handled in 

2018.  

 

The Territory of the Virgin Islands has declared that it is ‘open for business’ and we too at the 

Complaints Commission is “open for business”.  
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 COMMISSIONER’S MESSAGE 

 

 

Since the devastating floods and hurricanes of 2017, the Territory of the Virgin Islands continues 

to move slowly towards recovery even after a full year and three months.  However, with every 

recovering step come new opportunities for self-reflection. The year 2018 has seen a drop in 

complaints made to the Commission, but a walk through neighborhoods and communities of the 

Virgin Islands reveal some clues of the possible reasons.  

 

Although fresh construction and new invigorating growth exists in some communities, many 

homes and businesses are still without walls and roofs. On one hand, it is evident that a new 

determination is rising in the BVI, on the other hand, it is obvious that quite a bit is missing from 

the old familiar landscape.  Not only has some of the general population been misplaced but also 

several departments of government. Many important services, issues, disputes and complaints 

took a back seat to the efforts to restart basic services and restoring a semblance of the usual 

daily life. 

 

People are grateful for jobs and life. In an atmosphere of generosity by the Regional and 

International Communities and the BVI Government who made sure no public servant was laid 

off, the BVI public is graciously giving the government time to get to its feet. It’s hard to 

complain and be perceived as being ungrateful while being dependent upon the recovery of the 

government. Complaints are best levelled against a strong and robust Government rather than 

one trying so hard to find its way back to its feet for the good of its citizens. The personal lives of 

several Public Servants have been put on hold or on the back burner to help with the restoration 

of government services.  
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A plausible conclusion therefore is that the drop off in complaints stems from the fact that 

persons are focusing more on their own personal recovery. The circumstantial constraints of a 

diminished economy have had an effect on the entire Territory and not just the Office of the 

Complaints Commissioner. We experienced a displacement of staff, then a reduction in staff, 

salvaging of records and time being taken up, not so much with complaints, but with the office’s 

survival, from seeking temporary office space and eventual sharing of office space before being 

able to return to our ‘home’ on Main Street in mid-year. We were also pre-occupied with a 

budget cut. We are basically rebuilding from ‘scratch’ but without all the necessary resources to 

do so in the short term. 

 

Despite all of this, the Commission is not discouraged and remains poised to continue its 

constitutionally appointed mandate of being an independent body that holds the Government 

accountable to its citizenry and maintains its goal to raising public service standards. 

 

 

 

 

 

…………………………. 

Sheila N Brathwaite 

Complaints Commissioner/Ombudsman 
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The Office of the Complaints Commissioner of the Virgin Islands 

 

The Legislative Council passed the Complaints Commissioner Act in 2003 and the post of 

Complaints Commissioner was institutionalized in The Virgin Islands Constitution Order 2007. 

Mr. Elton Georges CMG, OBE was appointed the first Commissioner in 2009. He was 

succeeded by Mrs. Sheila Brathwaite in 2015.  This constitutionally appointed and protected 

office plays a pivotal role in our modern democracy by providing an independent, impartial body 

who mediates grievances between the Public and the Government, thus improving government 

services and benefiting the general public.  Our Service Charter, which is available by brochure 

or online at www.ombudsman.vg, shows how we accomplish this delicate balance. It is 

reproduced here as it summarizes, quite succinctly, what the Office of the Complaints 

Commissioner or Ombudsman is about.   

Service Charter for Complaints Commission  

 

Who we are 

The Commission is a public office established in the Constitution of the Virgin Islands to ensure 

that persons who feel that they have been mistreated or ignored by a government agency have an 

official to whom they can turn for help. If you bring us a complaint we will examine it seriously 

and to the best of our ability help you to solve the problem that you face. We can accept 

complaints about actions taken (or failure to take action) by any government department or 

public authority except the courts, magistrates, judges, investigations of crime by the police, the 

House of Assembly and the Cabinet. We do not charge a fee for our services. We have to report 

annually to the House of Assembly. 

http://www.ombudsman.vg/
https://www.bing.com/images/search?view=detailV2&ccid=4hauVH56&id=BBADECA8AAB24A27AEAD17B65C180DAF2D1F1342&thid=OIP.4hauVH56uHSDPjWA-uhSWwHaFc&mediaurl=https://i.pinimg.com/736x/ce/18/bc/ce18bc6f7d14d3e744db6c2637609658--customer-service-cartoon.jpg&exph=466&expw=633&q=pic+cartoon+of+service+charter&simid=608044476144684770&selectedIndex=85
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Our Mission and Guiding Principles 

Our mission is to receive and deal properly with complaints against government agencies 

according to law, including carrying out thorough, impartial investigation of eligible complaints 

and recommending corrective action where such is indicated. 

In the course of carrying out this mission, we: 

 listen carefully to complaints about administrative action;  

  advise the complainant as to the best course of action;  

  strive to bring about the service that the complainant wants or needs;  

  investigate thoroughly those complaints that pass our scrutiny;  

  report our findings and recommendations to the proper authorities  

 where complaints are well founded do all within our power to bring a satisfactory 

outcome to the complainant as well as to ensure that cause for such complaints should 

not arise in the future 

 embrace criticism as an essential component of the way we do business 

 maintain, so far as is practicable and lawful, confidentiality of all complaints.  

 

Our Values - What we stand for and what we believe in 

We strive to maintain the highest standards when delivering our services. We are 

committed to upholding the values of the Virgin Islands Public Service including those 

mentioned in the Public Service Code. We further hold to the values espoused by our 

professional organizations including the Caribbean Ombudsman Association and the 

International Ombudsman Institute. We are committed in particular to: 

 independence 

 impartiality 

 integrity 

 accessibility 

 professionalism 

 fairness 
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 courage in investigating matters, in stating findings and in making 

recommendations 

What you can expect from us 

If you visit our office we will: 

 Meet you at the agreed time, once an appointment has been made; and 

 Treat you with respect and courtesy   

 

If you call: 

We will answer promptly, take a message if necessary and return your call within the same day 

or the following day (except weekends and holidays). 

If you complain: 

We will carefully assess every complaint from anyone – and that includes a group of persons or a 

corporation – who has contact with a Government agency about anything and feels that the 

agency treated them improperly or unjustly.  All residents or temporary residents within the 

Virgin Islands are covered. 

With your complaint, you can expect us to: 

 Identify ourselves when we speak to you 

 Explain our role  

 Refer inquiries that we cannot investigate to an appropriate source 

 Advise you to the best of our knowledge and ability 

 Be objective and impartial in our investigations 

 Be clear and helpful in our dealing with you giving  reasons for any decisions made with 

regard to your claim (including a decision not to investigate a complaint) 

 Cater to the needs of those that speak languages other than English and those with 

disabilities 

 Ensure that our website is easy to use and well set out 

 Ensure that our telephone and web services are kept up to date with correct materials and 
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information. 

Responsiveness: We will  

 Assess your complaint within 24-48 hours  

 Return your calls within 24 hours; (our offices are closed on weekends and public 

holidays) 

 Reply to your letters, faxes and emails within 2 weeks 

 Respond to your voice mail messages promptly 

 Aim to complete each investigation as quickly as possible, usually within 3 months of 

receiving it.  The length of time will depend on the particular matter and other complaints 

in queue. 

 Keep communication lines open with you and keep you abreast of the status of your 

complaint, using simple and plain language. 

Accessibility – We will be Available:  

For all inquiries between the hours of 8:30am and 4:30pm.  

Service Improvements: We will  

 Upgrade the ways in which we deliver our services, in line with improvements in 

technology and the changing needs of the community;  

 Make access to our services easier and more convenient, particularly for people with 

special needs; and  

 Develop if necessary a more streamlined system of handling your enquiries and feedback 

on our services.  

How you can help us to help you 

We desire to deliver customer service with the best possible outcomes with professionalism and 

fairness.  We ask that you kindly 

 Treat our staff with respect 

 State your complaint as clearly as you can  
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 Include a contact name, reference number (where appropriate) and other contact details 

(telephone, fax, email) when replying  

 Provide as much detail and evidence as possible (faxes, emails, notes, documents, and so 

on) 

 Advise us of any special needs prior to coming to our offices and submitting a complaint. 

 Let us know if you need the services of an interpreter. 

 Help us to investigate your case promptly by providing for us quick responses to requests 

for information. 

 Respond to our occasional public requests in the media for information that may assist in 

public interest investigations 

How we will be accountable 

We undertake to: 

 Publish accurate information showing the bases for our findings and recommendations; 

 Communicate to the public via press release or press briefing any Special Report that is 

laid in the House of Assembly  

 Provide explanations when our services do not meet acceptable standards of quality, 

timeliness or accuracy; and  

 Monitor our performances against the standards set in this Charter, and publish the 

results in the Commissioner’s Annual Report, as well as information on complaints 

against the Commission.  Other performance information will also be provided on our 

website.  

We want to improve our services, so we welcome your complaints. If you wish to complain about 

the manner in which we dealt with your complaint (for example, if you feel that you have not 

been treated reasonably or fairly) or about any member of staff: 

 Please call or write to the Complaints Commissioner. If you are not satisfied with the 

result, please write directly to His Excellency the Governor at the Governor’s Office. 

You may also complain to the Premier and the Leader of the Opposition. We will provide 
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a form at our office or on our website that will make it easy for you to do this. 

Where we are located 

 The Office is located at #80 Main Street on the 2
nd

 Floor of the old JR O’Neal Pharmacy 

Building in Road Town, Tortola. 

You can access our services through:  

 The Internet at www.ombudsman.vg  

 Our email address at complaints@gov.vg 

 Our telephone number at 284-468-5123   

 Our mailing address at P.O. Box 4628, Road Town, Tortola, VG 1110, British Virgin 

Islands 

 Our Facebook page at VI Complaints Commission. 

 

 

 

 

When complaints are freely heard, deeply considered and speedily reformed, 

then is the utmost bound of civil liberty attained that wise men look for. 

- John Milton 

 

 

 

 

 

 

 

 

 

 

 

http://www.ombudsman.vg/
mailto:complaints@gov.vg
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2018 IN REVIEW 

 

Tribute to First Commissioner, Mr. Elton Georges CMG, OBE 

 

 

On 4 April 2018, the Territory of the Virgin Islands mourned the passing of its stalwart son, Mr. 

Elton Georges CMG, OBE, the first Complaints Commissioner for the BVI. Mr. Georges served 

his country in many roles  as a High School teacher (1965-70); Assistant Principal (1970-71); 

Permanent Secretary in the Chief Minister’s Office (1971-79, 1981-83) and also Clerk to the 

Executive Council (1981-83), Deputy Governor (1983-2003, 2007-2008), and Complaints 

Commissioner (2009 – 2015).  

 

He served his community in other roles too, as Chairman of the Development Bank of the Virgin 

Islands/National Bank of The Virgin Islands; Chairman of the Scholarship Trust Fund Board, 
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National Emergency Advisory Council, National AIDS and Sexual Health Committee and the 

Education Advisory Committee. He was a founding member of the Board of Governors of the H. 

Lavity Stoutt Community College; President of the Rotary Club of Tortola, the BVI Chess 

Federation and the BVI Diabetes Association; an avid member of the BVI Saturday Walkers; a 

founding member of the BVI Alzheimer’s Association and Director for Seven Seas Water 

Corporation - Aqua Venture Water (BVI) (2015- 2018). He touched, mentored and helped many 

lives and was well deserving of all the tributes paid to him. Two of those tributes are below. 
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Tribute by Complaints Commissioner, Mrs. Sheila N. Brathwaite 

 

“It is with much sadness that I remember Mr. Elton Georges, CMG, OBE. Our association 

began at the Virgin Islands Secondary School (now the Elmore Stoutt High School) where he 

taught me Spanish and Mathematics, while he was fresh from College. His aunt, “Ms Lil” was 

our neighbor on Sugar Mill Road, and so we both ran up the hill at lunch time, sometimes 

together, for our meals. We usually joked about some nonsense on our way as we passed the 

Vanterpool’s, Farara’s, Turnbull teachers, Concoo Richardson, Leslie Turnbull and Francis 

family homes to get to the gap between Teacher Margaret Borde and Francis that took us up the 

hill. He was full of energy and always jovial.  

Mr. Georges’ tenure in the Public Service was long and fulfilling.  As Deputy Governor, Mr. 

Georges was my supervisor for eight of the twelve years I served as Permanent Secretary. Mr. 

Georges always wanted the public service to excel and guided us in his own unique way. Two 

distinctive attributes of his which I admired were his excellent memory, and his wealth of 

knowledge coupled with his willingness to share that knowledge.  

He was the first Complaints Commissioner (Ombudsman) of the Virgin Islands, having single-

handedly set up the office in 2009, and when I came on board in 2015, in the short space of two 

weeks, he had poured into me a tremendous amount of information about the business of 

handling complaints, so that I yet again had the opportunity to benefit from his marvelous 

knowledge base. Mr. Georges ensured that not only the English speaking population, but also 

the ever growing Spanish speaking population had an opportunity to voice their complaints, and 

so the Commission’s main promotional brochure was translated into Spanish under the title 

“¿Podemos Ayudarle?”  (“Can we help you?”). A tremendous number of recommendations 

regarding the update of legislation as well as those pertaining to improvement in customer 

service were made to heads of department. Mr. Georges genuinely cared about the image of the 

public service and did all he could to change any negative habits.  
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He will be remembered by the Commission’s staff for his friendly, jovial and encouraging 

attitude. Beverley remembers him as always willing to teach and share information on policies, 

laws or any topic of the day. She was also a member of his Saturday 5 am walking group. Delcia 

met him on one of his visits to the office after he retired when he was in town. She found him to 

be quick and witty with his answers and offering advice. She says he was a cool guy. On  some of 

his visits we were treated to his little bags of dried coconut for each  person, which he delivered 

with a smile.  He truly gave back to this community in many ways.  

Mr. G., as we affectionately called him at the Commission, will be missed for his encouragement, 

wit, love of the public service, his phone calls on ombudsman news around the Caribbean, his 

forthrightness and his knowledge. On behalf of the staff of the Complaints Commission of the 

Virgin Islands, my husband Ishmael, and myself, I extend condolences and best wishes for 

comfort and peace to Rita, Noni, Kamau and the rest of the family. May he rest peacefully until 

that great getting up morning! 

 

 

 

 

“It always seems impossible until it is done” – Nelson Mandela 
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Tribute by Ms. Victoria Pearman, Bermuda Ombudsman & CAROA President 

 

“It is with deep sadness that I send heartfelt condolences on the passing of our dear friend and 

colleague Mr. Elton Georges, elder statesman and lifetime member of the Caribbean 

Ombudsman Association (CAROA). Condolences are extended on behalf of colleagues of 

CAROA of which Mr. Georges was a respected, active and much loved member. We extend 

condolences also on behalf of the International Ombudsman Institute and our Latin America & 

Caribbean Regional President Dr. Nilda Arduin. Upon my appointment in March 2014 Mr. 

Georges was the first colleague to contact me. He called and offered his congratulations and 

support. We communicated often and I met him for the first time the following year at the 8th 

Biennial CAROA Conference in Curacao at which he provided guidance with authority and good 

humour. In June 2017, he participated in the 9th Biennial CAROA Conference in Bonaire with 

characteristic wisdom, vision and wit as an individual member. He was inducted as an 

Honourary Life Member for his contributions and service to CAROA. After Hurricane Irma he 

sent email messages to colleagues whenever he was able, updating everyone on the situation. 

Even amidst the devastation and hard times, he remained a pillar of strength and 

encouragement. He was always ready to share his extensive knowledge and experience with his 

colleagues and kept us apprised of developments and new appointments in the region. It is 

difficult to imagine not being able to call upon his wise counsel. He will be sorely missed. I have 

been asked by colleagues to be sure to extend our sympathy to Mr. Georges’ wife Rita, his 

immediate and extended family, his friends, colleagues in the Complaints Commissioner’s Office 

and the people of the British Virgin Islands on their great loss.” 

 

“Thank you Mr. G” 
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CONTINUOUS TRAINING  

“Where there is no vision, there is no hope.”— George Washington Carver 

ESCER AND NATIONAL COMMISSION FOR HUMAN RIGHTS CONFERENCE - MEXICO 

 

ESCER – Economic, Social, Cultural and Environmental Rights and the National Commission 

for Human Rights/Mexico met in Mexico City to discuss the 2030 Agenda for Sustainable 

Development, from 23 to 25 October 2018. Attendees came from the Caribbean, Latin 

American, Europe and North American Regions. Two officers from the Commission were in 

attendance. Topics included: Ending Poverty and Hunger; Right to Water and Sanitation; 

Affordable and Non-Polluting Energy; Decent Work and Economic Growth, Sustainable Cities 

and Communities; Combatting Climate Change; Sustainable Marine and Terrestrial Ecosystems; 

Peace, Rule of Law and Democracy and International Cooperation. 

A lot of emphasis was placed on ending poverty, cleaning drinking water, ensuring food security, 

minimum wage improvement, access to social security programmes, and dealing with afro and 

migrant workers with HIV. The role of gender equality, the right to health, fighting racial 

discrimination and corruption policies were all highlighted. The actions of Unions were 

discussed in terms of how they affect the human and constitutional rights of workers. The 

concern of what is being done to assist the disabled worker was raised as well. 

 

In addition, on 25 October, the International Ombudsman Institute (IOI) Regional Caribbean and 

Latin America body held its Board meeting. The co-chairs of the Board Meeting were: Dr. Nilda 

Arduin and Lic. Luis Raul Gonzalez Perez.  

Training opportunities such as these provide Ombudsmen with a contextual framework and goal 

oriented focus to complaint handling.  Ombudsmen do not simply focus on the short term goal of 

assisting the complainants with their immediate needs but seek to improve the society in a 

holistic manner.  

In the context of the Territory of the Virgin Islands, useful information was provided on gender 

equality (unpaid care work, informal work and self-employment must not be overlooked); 

housing and local access to public spaces; peace obtained through right to equality and access to 

natural resources; productive employment in safety and with dignity; increasing national savings 



   

Dedicated to Raising Service Standards in the Public Sector 
 

 

by reducing corruption; constitutional right to work within, without and outside unions; 

minimum wage set to standards of welfare; poverty as a hindrance to human rights; ending racial 

discrimination and inequality; economic diversification and sustainability and universal access to 

water, health and sanitation. 

 

TRAINING AT HOME 

 

The Complaints Commission also invests in training provided by the Government of the Virgin 

Islands. These local opportunities to learn from and about the Government provide a contextual 

framework for the Commission when dealing with problems which may arise in government 

departments and systems. Training was provided in October and November 2018 in Public 

Policy Analysis and Management (PPAM) and Project Cycle Management (PCM). This training 

was provided through the Caribbean Development Bank and occurred after Hurricanes Irma and 

Maria when the Government was seeking to make loans to rebuild. Topics included project 

appraisal, project design, cost-benefit analysis, institutional assessment, sustainability, risk 

assessment, capacity development and procurement. There was a participatory approach to 

training using live case studies in a regional context. Two officers attended this training. 

 

 

                                          

     

 

 

 

 

https://www.bing.com/images/search?view=detailV2&ccid=64Z2q1ma&id=C27FF7B8A36C1360AAC30C57DFBFF50B1706DF57&thid=OIP.64Z2q1ma0lJRw2G9hy4xlgHaFt&mediaurl=http://www.loneworkersafetyexpo.com/wp-content/uploads/2018/07/54182151-employee-training-chart-with-keywords-and-icons.jpg&exph=1003&expw=1300&q=pic+cartoon+continuous+training&simid=608040460377523853&selectedIndex=29&qpvt=pic+cartoon+continuous+training
https://www.bing.com/images/search?view=detailV2&ccid=dcGLg30M&id=3A5352C3E21810BA50A31E395A13EEDE1DDF48EC&thid=OIP.dcGLg30Moa33GtgzX1cmcQAAAA&mediaurl=https://comps.canstockphoto.com/continuous-learning-cartoon-green-clip-art_csp41836323.jpg&exph=319&expw=450&q=pic+cartoon+continuous+training&simid=607996127706942379&selectedIndex=53
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OFFICE OF THE COMPLAINTS COMMISSIONER 

 

ORGANISATIONAL STRUCTURE 

The Chart below shows the organizational structure of the Complaints Commission. The 

Commission is headed by the Complaints Commissioner who is assisted by the Assistant 

Complaints Commissioner in administering the Complaints Commissioner Act 2003 and 

directing the staff. The Senior Administrative Officer whose role includes intake of complaints 

and assisting with investigation of complaints, primarily maintains the accounts and ensures that 

the office has the necessary supplies for its daily functioning. The Office Generalist provides 

clerical and administrative support as well as being the receptionist. The Custodial Worker 

cleans the office three days per week. 
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CHALLENGES OF THE OFFICE 

“One person with commitment accomplishes more than a thousand with an opinion.”— Orrin 

Woodward 

In 2018, the Office of the Complaints Commissioner was not without its challenges.  Just as we 

welcome complaints as challenges to be overcome, we too had challenges to address, challenges 

that would attempt to affect our service delivery. The most pressing challenges for the 

Commission and how we handled them in 2018 are as follows: 

 

Floating Office 

After the floods and hurricanes of 2017, the Commission had a temporary home in October 2017 

for a week at the Civil Registry and Passport Office, located at Sakal Place, one of the few intact 

buildings (with roof, walls, doors and windows) remaining in Road Town. However, after two 

weeks the staff was ‘rudely disrupted’ by a Top Manager. Our officers then individually engaged 

in a variety of jobs already mentioned in the introduction. The Commission was later 

accommodated at the Attorney General’s Chambers from mid-January to June where the 

Commissioner and Senior Administrative Officer shared a room. The files, and salvaged supplies 

were left at Sakal Place and were accessed from there when needed. The Commission was finally 

able to move back home to its refurbished #80 Main Street, 2
nd

 floor office on 21st June 2018. 

During the time of displacement, the Commission was minimally able to keep in touch with the 

public via ‘word-of-mouth communication’. 

It should be noted that the times spent by the Commission at the Civil Registry and Attorney 

General’s Chambers were not ideal. The Attorney General is the Government’s lawyer and 

defender against any grievance. The Complaints Commission should be situated separately from 

any Government building or operations so that complainants could have the liberty they need to 

express themselves freely. A separate building also aids in the perception and understanding that 

the Commission is not a Government entity and is independent in resolving maladministration. 

During the time of displacement, the public experienced difficulty in locating us. That was the 

same situation for many Government offices, private offices and businesses, some of which still 

remain displaced and are sometimes hard to locate. 
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Need for a Legal Counsel 

The Commission’s work often requires researching, interpreting and applying legislation 

governing a particular government department, as well as certain case law which may also be 

applicable.  This requires a certain level of legal acumen. The Complaints Commissioners Act 

2003 provides in section 21 that “1) The Commissioner may, from time to time, appoint (a) 

mediators for the purposes of section 9; or (b) professional or technical advisers to assist him in 

the performance of his functions.” Out -sourcing is costly and consumes time. An in-house legal 

Counsel would be helpful and work more expeditiously for the public. Thus, when the 

Commission, had the need to advertise for an Assistant Commissioner, having a legal 

background became one of the desired qualifications sought after.  

 

Budgetary Constraints 

The budget of the Commission has shrunk since the inception of the Office. This began with cuts 

in spending across departments of Government.  However in 2018, the Commission was hard hit 

in areas of spending such as electronic security, advertising, printing, travel and subscriptions to 

membership in international Ombudsman associations. Further, in 2018, the Commission 

continued to utilize some furniture and cabinets salvaged from the flooded, hurricane racked 

office. Renovation of the office came with a forty-nine percent (49%) increase in rent. The 

financial constraints resulted in the Commissioner, as a Board member, having to forego 

continuous training by not being able to attend the biennial Ombudsmen’s conference in the 

region. Moreover, the Commission was unable to retain membership in the International 

Ombudsman Institute. We hope that in 2019 there would be an improvement. 

 

Staffing 

The Office Generalist’s request to join the Civil Registry Department was approved in December 

2017 and she reported to that office in January 2018. The emoluments for that post were used to 

furnish the renovated office. The former custodial worker’s contract expired at the end of 2017. 

She was placed on full-time employment at her regular place of work and therefore did not seek 

a renewal. In June 2018 a new custodial worker was hired. The contract for the Assistant 

Complaints Commissioner was not renewed in December 2018. 
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COMPLAINTS AND SAMPLE CASES 

 

2017 Complaints 

The 2017 complaints are included here as a comparison to 2018 complaints. In 2017, there were 

22 complaints originating from 3 January 2017 to 23 August 2017. The number of complaints in 

2017 was affected by the flood, hurricanes and other consequential occurrences in 2017. 

 

 

Table 1 and Chart 1 below show complaint types.  

 

Type of 

Complaint  

No 

Consid

eration 

No 

Service 

Fail to 

follow 

law 

Enquir

y 

Fail to 

give 

reason 

Discourte

sy 

No 

Respon

se 

Victimiz

ation 

Bias Dela

y 

Improper 

Administr

ation 

Total 

Number of 

complaints 

1 2 1 9 1 1 1 1 0 5 0 22 

 

 

 

 

 

 

 

Type of Complaint 

No consideration

No Service

Fail to follow law

Enquiry

No reason given

Discourtesy

No response

Victimization

Delay
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2018 Complaints  

In 2018, there were only sixteen (16) complaints originating from 29 January 2018 to 13 

December 2018. The majority of the complaints, ten (10) were from April 2018 to December 

2018. 

 

Table 2 and Chart 2 below show the complaint types for 2018. 

 

Type of 

Complaint  

No 

Consideration 

No 

Service 

Fail to 

follow 

law 

Enquiry Fail to 

give 

reason 

Discour

tesy 

Bias Victimiz

ation 

No 

response 

Imprope

r Admin. 

Delay Total 

Number of 

complaints 

1 1 2 4 1 1 2 0 0 2 2 16 

 

 

 

 

 

 

 

Explanation helps 

The Complaints Commission aims to be fair in its processes so the following explanations must 

Type of Complaint 

No consideration

No Service

Fail to follow law

Enquiry

No reason given

Discourtesy

Bias

Improper Administration

Delay

No resposne
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be borne in mind when examining the tables presented. Enquiries are often made by persons 

when they are unsure of either the Government Department to approach with their complaint or 

if they are seeking advice on how to access a department’s complaint mechanism. Government 

Departments should ensure that their complaint procedures are accessible to the public as the 

complainant should ideally first complain to the department before approaching the Commission. 

Department’s should also allow their internal complaint procedures to work to avoid creating a 

build-up of systemic problems.  

 

The number of complaints against departments should also not be looked at in isolation. The 

Commission still has to decide whether the complaint has any merit, if it should be referred to 

the relevant department, or if the complaint was frivolous or not done with good intentions.  

 

 

Conclusion 

This decrease in complaints can be attributed to the slow recovery of the Territory on a whole 

among other matters. Citizens were wrestling with basic needs and daily survival trying to find 

normalcy in their lives and complaints were not a priority.  We anticipate that as persons acquire 

some stability in their personal lives and as government services rebound that complaints will 

once again come into focus. 

 

 

 

 

Basic Needs versus Complaints 

 

 

 

https://www.bing.com/images/search?q=pic+of+balancing+scales&id=5C04BD813E6FC6A0314822986E5E284AD83656CC&FORM=IQFRBA


   

Dedicated to Raising Service Standards in the Public Sector 
 

 

SAMPLE CASES 

 

“To handle yourself, use your head; to handle others, use your heart.”- Eleanor Roosevelt  

 

Case 1 

“Incorrect Notification” 

 

Land is the most valuable possession in the Virgin Islands. We are one of the few emancipated 

Territories where the freed people were gifted the land they had worked on.  

 

This Complainant had registered a caution upon the parcel adjoining hers as she contended that 

the parcel under dispute was fraudulently created out of the parcel she was gifted from her father.  

Cautions are placed on property by persons to prevent the theft or fraudulent dealings with land. 

Once land is sold, even fraudulently, it cannot be taken away from an ‘innocent buyer’ who has 

given valuable consideration for it. The only remedy is to pursue the fraudulent seller. The 

complainant’s contention was that despite placing the caution on the contentious parcel of land, 

the caution was lifted without giving her and her attorney proper Notice as stipulated by law.  

 

The Complainant wrote to the Complaints Commissioner in August 2018 contending that the 

lifting of the caution enabled the parcel of land to be sold to a purchaser for valuable 

consideration. The Department in question argued that they had followed all proper legal 

procedures. However, the Commission discovered that instead of sending the Complainant’s 

Attorney due Notice of the lifting of the caution, the Attorney was sent a different document in 

error. Further, there was a discrepancy in the time period for the Notice that the Department 

claimed to have issued. Thus, it was established that the Complainant was not given due process 

under the law of receiving correct notice to attend a hearing to justify why the caution on the 

https://www.bing.com/images/search?view=detailV2&ccid=N0PIhm2x&id=C2C7EB725FB888A2C6A83F00D1F2EF94B129F863&thid=OIP.N0PIhm2xwwLMhGYbS_EV8QHaHa&mediaurl=http://365diasdevalentiamoral.com/wp-content/uploads/2017/02/as-4.jpg&exph=1300&expw=1300&q=pic+cartoon+of+help&simid=608017641189539971&selectedIndex=201
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contentious parcel should have remained.  The Commission then advised that Complainant to 

seek legal action, the only recourse that was now left available to her.  

  

Status: Closed. Departments of government must institute measures of checks and balances to 

ensure that they are correctly complying with actions specified by legislation. 

 

 

Case 2 

“Broken Promise” 

 

In May 2018, Complainant AB requested assistance. He reported that in exchange for allowing 

the government to use part of his family’s property to cut and pave a public road, he was 

promised that the government would then cut and pave another road to allow the family to access 

and develop the remainder of the property. The government was successful in constructing and 

building the public road which reduced the motoring time to travel from one part of eastern 

Tortola to another.  The family road was subsequently cut and graded by the government but was 

never completed or paved. Due to the lack of attention, the road eroded.   

 

Correspondence between the particular ministry and the Commission resulted in the Permanent 

Secretary advising that despite his best efforts, he was unable to secure funding to fulfil the 

promise made to the complainant and his family.  

On 13 July 2018, the Commission wrote to the Complainant informing him that his version of 

events was verified, but urged the Complainant to contact his District Representative for him to 

liaise with the Minister for the particular Ministry who by that time had agreed to meet with the 

complainant.  

 

The Minister of the concerned ministry was also contacted on 12 October 2018, and although he 

could not commit to paving the road at the time, promised to see if they could grade the road and 

then have Public Works Department take a look to see what else could be done, as funding was 

tied up in paving major roads in the country. Unfortunately, 2018 closed without the matter 

being resolved and the matter will continue in 2019. 
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Status: Unresolved. It’s unfortunate that civic minded family members who had contributed to 

the public road network of the country by freely giving up their valuable land, were then 

unfortunately put on the back burner with a “broken promise”.  

 

 

Case 3- 

“Reinstituting family visits” 

 

Unfortunately when the government made the difficult decision to take children from their 

biological parents for the best welfare of the children, it’s not only the parents and the children in 

the system that are affected, grandparents or in this particular matter the great-grandmother who 

suffered as she was no longer able to regularly see her great grandchild as before.   

 

The government department responsible for ensuring the welfare of the children do try to ensure 

such relationships remain intact, understanding that for the children’s emotional health and 

psychological wellbeing, the children’s lives must retain as much normalcy as possible. To this 

end, the department arranges supervised visits. The child was taken since 2014 and there were no 

complaints of not being able to see her before. However on 10 December 2018 the Complainant, 

a great grandmother contacted the Commission with the complaint that the last time she had a 

visit with her great grandchild, a minor girl, was in July 2018. The department in question did 

not give the great grandmother any reason why she was unable to see the child after repeated 

requests for visits. However, once contacted by the Commission, the Department worked in 

reinstituting visits in time for them to re-commence on 21 December 2018.  

 

Status: Resolved. It often happens that a phone call from the Commission on behalf of a 

complainant makes a difference. 

 

Case 4- 

“Going beyond the call of duty” 

 

There is no doubt that officers who have national oversight responsibilities affecting the entire 

Territory, as well as managing an active department, would have little time to delve into his 

officer’s private matters. 
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In December 2016, the Complainant provided a public officer with funds for the purchase of a 

vehicle from overseas. The Complainant did not hear from the officer until February 2017 when 

problems surfaced. Firstly, when the officer showed the Complainant pictures of the vehicle, 

there was disagreement on the year and model of the vehicle.  To cancel the shipping would cost 

money so it was agreed to get a newer model costing even more. The Complainant provided the 

officer with further monies.  A promised date passed without the delivery of the vehicle so the 

Complainant wanted an entire refund despite the officer’s assurance that the vehicle was 

purchased and shipped but additional monies was needed to clear the vehicle and have it 

delivered to Tortola, BVI. In April 2017, the officer gave the Complainant two invoices, so that 

they could both go to the shipping company and have the vehicle delivered to the BVI. They 

never did and after that, the officer was no longer in contact with the Complainant. The 

Commission undertook to have an extraordinary (unusual approach) meeting with the head of 

department of the officer after receiving the complaint in July 2018.   

 

In August 2018, an investigation was launched by the officer’s department. Unfortunately, 

important paper work necessary to resolve the matter had been lost and because this was a 

private matter involving the officer, the head of department wrote to the Complainant in October 

2018 advising him that he may seek a civil remedy. The Commission also wrote to the 

Complainant in October 2018 pointing the Complainant to a government department which 

might have been able to help him with ‘legal aid’.  

 

Status: Closed. Although the actions of his officer did not fall within his normal duties, the head 

of department tried to resolve the matter amicably with the intervention of the Commission. 

Even though the head of department was not successful, he did go beyond the call of duty.  

 

 “In a democracy, there will be more complaints but less crisis, in a dictatorship more silence but much 

more suffering.” ― Amit Kalantri: Wealth of Words 

https://www.goodreads.com/work/quotes/52819006
https://www.bing.com/images/search?view=detailV2&ccid=LEbUWO/i&id=78C44C2F34925D263F2948E77B325F8AB1A84040&thid=OIP.LEbUWO_iXHG5SVt1rRiqyAHaFS&mediaurl=http://www.ergoss.com.br/wp-content/uploads/2015/11/planejamento.png&exph=532&expw=744&q=pic+cartoon+SUCCESSFUL+problem+solving&simid=608030375765346220&selectedIndex=63
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EYE on Government 

“My job is not to be easy on people. My job is to make them better.”— Steve Jobs 

 

This is a new section from the Complaints Commission. We strive to keep abreast of the 

developments in government that affect you the public. The logo therefore represents an eye 

staring through a microscope, focusing on developments in government that affect the public.  

We remain fair and balanced. If government’s initiatives are not reaching you, we want to know, 

but do let the relevant government department know of your query and give them a chance to fix 

the issue before contacting us.  

 

Public Service Transformation  

In December 2018, through his monthly message to public officers, the Deputy Governor, David 

D. Archer Jr. spoke highly about making “…great strides in the areas of Public Service 

Transformation, Security, Governance and Court Administration with successful initiative like 

the launch of the Virtual Mailbox, the draft Public Service Management Bill, the launch of the e- 

Litigation portal,  Rebuilding of Police headquarters, the BVI Open for Business Online Map 

and the introduction of electronic voting systems and mock voting session to name a few”.  

 

These programs seek to improve service delivery to the Public. Unfortunately, most of this 

transformation is driven by internal forces (the public service itself) rather than external forces 

such as the general public it seeks to serve.  The Virtual Mailbox valuably praises the positive 

work of public servants who go beyond regular duty, however constructive criticism of the 

https://www.resourcefulmanager.com/leadership-videos/
https://www.bing.com/images/search?view=detailV2&ccid=5uk0u59b&id=F47CA69C37EE6AB336615989BD40B576C384E9A5&thid=OIP.5uk0u59bS-xCrX-NpthisAHaGI&mediaurl=http://moziru.com/images/eyeball-clipart-investigation-8.png&exph=424&expw=512&q=cartoon+pic+of+eye+straing+through+magnifying+glass&simid=607994474113666531&selectedIndex=156
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public service by the public, we believe, is a better barometer of whether or not there is 

improvement in service delivery. Thus we encourage the government to consider focusing on 

whether there is a drop off or rise in complaints across the public service over a particular period 

of time. This can be achieved by individual departments reporting on how specific complaints 

were handled and how input/recommendations by the Complaints Commission helped to 

improve some aspect of their service delivery.  

 

In terms of the draft Public Service Management Bill which promises to include Whistle 

Blowing protection for persons who acquire knowledge of wrong-doing in government, it is 

unfortunate that the document is still just a draft, having not acquired the status of neither a Bill 

nor a law. Nevertheless, the Complaints Commission remains true to addressing 

maladministration and making recommendations to better serve the public.  

   

Consumer Protection and Freedom of Information Bills 

Since March 2018, both Bills were to be passed in the House of Assembly. At the close of 

December 2018, neither had been made into law. The BVI public’s cry for those two important 

features which are part of any modern democratic society, remains unanswered.  The need for 

the consumer protection bill was made even more apparent after the September 2017 hurricanes 

which saw a marked price increase in not only very many goods and services across the Territory 

of the Virgin Islands but also in basic necessities. Many members of the public felt that they 

were being taken advantage of by merchants, and especially by laborers and contractors who 

provided goods and services.  

 

The general public continues to lament what they see as a lack of transparency and good 

governance where public records concerning government’s business cannot be easily accessed 

by the public.  The Complaints Commission hopes that for the public’s sake that both Bills will 

become law in 2019. Human Rights, Data Protection, Integrity Commissions, Freedom of 

Information, Consumer Protection and Whistle Blowing laws are all features of modern 

democracies. 
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APPENDIX – 1 

 

 

Table shows Complaints Statistical Summary for 2017 

 

Type of 

Action 

New Declined With- 

drawn 

Referred Investigat

ed 

Closed Carried 

Forward 

Own 

Motion 

Number 

of 

Complain

ts 

22 0 2 0 0 19 1 0 
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Table shows Complaints Statistical Summary for 2018 

 

Type of 

Action 

New Declined With- 

drawn 

Referred Investigated Closed Carried 

Forward 

Own 

Motion 

Number  16 0 3 0 0 9 4 0 
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APPENDIX - 2 

                             DO YOU KNOW? SABIAS QUE 

1. Do you know what maladministration is? 
Maladministration is the name given to a 
variety of failures by public officials in 
handling the matters of citizens. 
 
For example: 
a) Abuse of power or authority 
b) Discourtesy, rudeness 
c) Lack of consideration for a person 

affected by an action 
d) Delay or no response 

 
 
 

2. Do you know who can complain? 
Anyone can complain- and that includes a 
group of persons or a corporation- who 
have contact with a government agency 
about anything and feels that the agency 
treated them improperly or unfairly, and 
neither have the managers dealt with their 
complaint adequately.  

 
 

3. Do you know how to complain? 
Complaints must usually be made in 
writing addressed to the Commissioner. 
Writing includes sending an email, or via 
our website www.ombudsman.vg from 
which you may upload a complaint 
registration form directly. We also supply 
forms by email or you may collect one at 
our office. 
 
 
 

4. Do you know that our services are free of 
charge? 
Yes! All residents or temporary residents 
within the Virgin Islands can access our 
services free of charge. 

1. ¿Sabes lo que es mala administración? 
 

Mala administración es el nombre dado a 
una variedad de fallas por parte de los 
funcionarios públicos en la manera con la 
cual tratan los asuntos de los ciudadanos. 
 
Por ejemplo: 

a) Abuso de poder o autoridad 
b) Descortesía y grosería  
c) La falta de consideración para una persona 

afectada por alguna acción. 
d) Retraso o falta de respuesta 

 
2. ¿Sabes quién puede quejarse? 

Cualquiera puede quejarse- y eso incluye 
un grupo de personas o una corporación 
que tiene contacto con una agencia del 
gobierno sobre cualquier cosa y siente  
que la agencia los trató de manera 
inadecuada o injustamente, y ni si quiera 
los gerentes se han ocupado de su queja 
de manera adecuada. 

 
3. ¿Sabes cómo quejarte? 

Las quejas por lo general deben ser hechas 
por escritura dirigidas al Comisionado.  La 
escritura incluye él envió de un correo 
electrónico, o a través de nuestra página 
de web www.ombudsman.vg  donde  
puede cargar un formulario de registro de 
queja directamente. También 
suministramos las formas por correo 
electrónico o puede recoger uno en 
nuestra oficina. 
 

4. ¿Sabías que nuestros servicios son 
gratuitos? 
¡Sí! Todo residentes o residentes 
temporales dentro las Islas Vírgenes 
pueden tener acceso a nuestros servicios 
de forma gratuita. 

 

http://www.ombudsman.vg/
http://www.ombudsman.vg/
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APPENDIX - 3 

 

WE WANT TO HEAR FROM YOU 

 

 

WE REMAIN OPEN FOR BUSINESS 

CONTACT THE OFFICE OF THE COMPLAINTS COMMISSIONER TODAY! 

 

 The Office is located at #80 Main Street on the 2
nd

 Floor of the former JR O’Neal 

Pharmacy Building in Road Town, Tortola. 

 The Internet at www.ombudsmanvg.com  

 Our email address at complaints@gov.vg    

 Our telephone number at 284-468-5123  

 Our mailing address, P.O. Box 4628, Road Town, Tortola, VG 1110, British Virgin 

Islands 

 Our Facebook page at VI Complaints Commission. 

 

http://www.ombudsmanvg.com/
mailto:complaints@gov.vg
https://www.bing.com/images/search?view=detailV2&ccid=/dF3h309&id=34E0FDBD064814A258E089CE28E613E28C3E17B0&thid=OIP._dF3h309digWf96LoMjMfwHaGu&mediaurl=https://www.cen.eu/news/brief-news/PublishingImages/BusinessMenTalk_Feedback-bubble_Copyright-BoBaa22_shutterstock_190537427.jpg&exph=4545&expw=5000&q=pic+cartoon+continuous+training&simid=607989337365479948&selectedIndex=133
https://www.bing.com/images/search?view=detailV2&ccid=rn4qJnnt&id=E92DE7BC32FD8B43C894933DE32586A8347B1833&thid=OIP.rn4qJnntMlJQV2h4TV4DaQHaGp&mediaurl=http://ih.constantcontact.com/fs138/1103550698948/img/33.png?a%3d1115888261800&exph=314&expw=350&q=pic+cartoon+OPEN+FOR+BUSINESS&simid=608044974358987870&selectedIndex=3
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