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“CUSTOMER SERVICE”

The front cover depicts contradictions displayed at 
several government offices. One of the issues facing the 
Territory of the Virgin Islands is a lack of great customer 
service. The daily grind often produces lethargy and 
complacency in jobs. Private companies spend millions 
in motivating their workforce in order to teach them how 
to give a positive experience to their clients. There is 
improvement in that sector. Similarly, the government of 
the VI has endeavored to motivate its employees to 
provide great customer service. More and more customer 
service virtual mailboxes and ceremonies dedicated to 
recording, recognizing and rewarding those public 
servants who perform exceptionally and give great 
services, are popping up all over the different government 
departments. The Employee Relations Unit of the Human 
Resources Department provides daily motivational pieces 
by email each morning.  Yet, it remains true that many 
times, government business cannot be concluded within a 
reasonable time frame and often not even an 
acknowledgement of receipt is given to a letter or email 
sent to a government department.

Even the Complaints Commission, like the rest of the 
BVI public, occasionally faces a wall of indifference in 
following up new and old complaints. Unfortunately the 
problem is most often found at the top of the hierarchy 
rather than at the reception desk often covered by the 
most cheery, polite and optimistic, young bright eyed 
receptionist or frontline officer. You can often tell those 
who are new and those who are disillusioned by their 
jobs by their response to the public or the Commission.  

Although we deal daily with maladministration in the 
public sector, the Complaints Commission is not solely 
about finding fault with government departments. We 
remain fair and balanced and therefore we highlight in 
this issue not only cases of maladministration but a few 
cases where a government department was correct in its 
response to a complainant.  We continue to keep an eye 
on Government's ability to serve the public and our clear 
mandate, which is   “Dedicated to Raising Service 
Standards in the Public Sector”. 
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7th July, 2020

Ref: Al/13

His Excellency, the Governor 

Mr. Augustus J. U. Jaspert

Road Town, Tortola

Virgin Islands

Dear Governor,

Pursuant to section 24(1) of the Complaints Commissioner Act 2003, I am pleased to present to you 

the eleventh Annual Report of the activities of the Office of the Complaints Commission for the 

period January to December 2019.

In accordance with the mentioned section, I request that this report be laid before the House of 

Assembly within three (3) months of date.

Kind regards,

Sheila N. Brathwaite

Complaints Commissioner/Ombudsman

Email: sbrathwaite@gov.vg

Tel: 284-468-5123

“It always seems impossible until it is done” – Nelson Mandela

........................................
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COMMISSIONER’S MESSAGE

At the Standing Finance Committee session in September 2019, I made the observation that 

each sitting government and top managers should be aware that any government rises or falls by 

its customer service delivery. A dis-satisfied customer is a disgruntled voter who will make their 

displeasure known at the poll. Great customer service can no longer just be left as the topic of 

government retreats, seminars, conferences or workshops but should be the daily mantra of 

each and every government officer who is grateful for life and a job.

How does the government change ingrained habits and attitudes? Only by daily diligence. Just as dissenting voices 

become the backbone of any thriving democracy, lending to continuous evaluation and thus improvement, complaints are 

an effective barometer of the level and quality of service that is needed to keep complacency and stagnation at bay while 

pressing forward with innovations. Complaints not only show us where weaknesses reside in our processes and systems 

but are often the fore-runners of new off-shoots of social changes occurring in our community that is very necessary to 

keep a society from slipping into decay.

Therefore, it's not just the act of complaining alone but also the nature of the complaint that can drive change. The very 

change needed for the public service transformation presently said to betaking place. 

The circumstantial constraints of a diminished economy and a more streamlined budget will affect the whole of the 

Territory including the Office of the Complaints Commissioner. We all will strive to do more with less, while keeping an 

eye on cost savings and exploring new ideas for growth. The Complaints Commission takes very seriously its role as an 

agent of change. Your Complaints Commission remains poised not only to continue our constitutionally appointed 

mandate of being an independent body that holds the Government accountable to its citizenry but also to maintain our 

dedication to raising public service standards

.....................................
Sheila N. Brathwaite
Complaints Commissioner /Ombudsman
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A LOOK INTO HISTORY 

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, benefitting the general public.  

Often times Complaint Commissioners made 
presentations to Government departments, not only to 
inform the departments of the role played by the 
Commission but also to highlight to those departments 
how they may improve and what the Complaints 
Commission expects of them. Below is a picture of 
Commissioner Georges presenting at an Excellence in 
Governance Training for Top and Middle Managers in 
2014 and an excerpt of a presentation given by 
Commissioner Brathwaite in 2015.

Courtesy call on Top Managers – 15th July, 2015 by 
Commissioner Brathwaite

Thank you the opportunity to be here Madame Ag. 
Governor.

You would all be aware of the mandate of the 
Commission (to investigate any action taken by a 
department or public authority in the exercise of its 
administrative functions which leaves members of the 
public feeling aggrieved).….. 

We conduct two types of investigations –1. Those 
resulting from complaints received in writing. And 2. 
Where there appears to be systemic issues, we do what is 
called Own Motion Investigations. We provide heads 
with an opportunity to comment on the draft and final 
report. A Special Report to the House of Assembly is only 
done when there is no cooperation after two to three 
months. 

Each report is accompanied by recommendations for 
relief of the complainant, improvement in the operations 
of the department, or enhancement of the legislation.  

So what do we need from Top Managers?

1. That you lead by example and cooperate with us.
2. Ensure that all departments have Service Charters 

and written policies and that they follow both.
3. Departments with high rates of public contact should 

develop their own Internal Complaints Process. We 
can assist as needed.

4. The ministries who now have outstanding responses 
or actions are encouraged to follow through.

5. If any of your departments or units need to know more 
about the Commission we will arrange an information 
session for them.

Finally, I borrow from Victoria Pearman, the 
Ombudsman for Bermuda, who in her 2014 Annual 
report said, “the first step to good administration is for 
the person working in the department to treat the 
customer as he/she would expect to be treated”.

Commissioner Georges
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The Office of the Complaints Commissioner 
of the Virgin Islands

About Our Office

Mandate
The Office of the Complaints Commissioner (OCC) is a 
public office established under The Virgin Islands 
Constitution Order 2007, as a grievance handling body 
with independent status. It is the machinery to address 
maladministration in the public service. In carrying out its 
functions, it plays a watchman's role to ensure that people 
who feel that they have been mistreated, ignored, or 
unfairly handled by a Government agency, have an 
official to whom they can turn for help.

The Commission takes the initiative to address issues 
which if not handled appropriately and timely could 
impact negatively on a majority of the populace. These 
are called “Own Motion Investigations”. Complaints can 
be accepted on the actions or inaction of persons in all 
departments of Government and Statutory Authorities. 
Complaints are not accepted however, on the Courts, 
Judiciary, police investigation into crimes, the House of 
Assembly and the Cabinet. We do not charge a fee for our 
services. We are required by law to report annually to the 
House of Assembly on our activities.

Our Vision
A public sector administration discharging its duties in a 
predominantly fair, transparent and responsible manner.

Our Mission
Our mission is to receive and deal properly with 
complaints against Government agencies according to the 
law, including carrying out thorough, impartial 
investigations of eligible complaints and recommending 
corrective action where such is needed.

Guiding Principles

Integrity
We act totally and honestly in our oversight of the 
complaint process involving government agencies in the 
Virgin Islands while ensuring a principled and just 
approach in arriving at decisions.

Independence
As an independent office, we serve the public objectively, 
impartially and free from any improper influence or 
interference.

Professionalism
We are committed to professionalism and excellence in 
our work while promoting courage and
perseverance in our staff. We recognize that outstanding 
and dedicated persons, working as a team, make our 
mission and values a reality.

Accessibility
The Complaints Commission is conveniently located to 
the general public at #80 Main Street, Road Town, 
Tortola. Our office hours are from Monday thru Friday 
from 8:30 am to 4:30 pm.
We are also accessible through one of the following ways:

Ÿ Telephone: (284) 468-5123
Ÿ Email: complaints@gov.vg
Ÿ Website: www.ombudsman.vg
Ÿ Post: P.O. Box 4628, Road Town, Tortola, Virgin 

Islands VG1110
Ÿ Walk-ins
Ÿ Our Facebook page at VI Complaints Commission
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The Office of the Complaints Commission oversees the 
handling of complaints involving all public bodies or 
departments of Government in the exercise of their 
administrative functions, when maladministration is 
brought to the Commission's attention by the aggrieved 
persons in the Territory:

Territory of the Virgin Islands 
Ÿ Tortola
Ÿ Virgin Gorda
Ÿ Jost Van Dyke
Ÿ Anegada
Ÿ Other islands and cays 

No Jurisdiction
The Commission does not have jurisdiction over the 
handling of complaints concerning a government policy 
made by the Cabinet or a Minister; where a remedy is 
available in the courts; where the law provides a body or 
tribunal to which one can appeal; employment matters 
within Government or an authority; or actions by the 
House of Assembly, the Attorney General, the Director of 
Public Prosecutions or the Auditor General in pursuance 
of their constitutionally appointed roles. The Commission 
may not investigate corruption in a Government 
Department or an authority, but if the Commission comes 
across evidence of corruption, the Commission must 
inform the Governor.

Daily Duties
The Complaints Commissioner is required by the 
Complaints Commissioner Act 2003 to:

Ÿ Receive complaints from any person who feel 
aggrieved by treatment received from a Government 
Official, a Department of Government, or a Statutory 
Body.

Ÿ Investigate thoroughly and impartially complaints 
received and issue a report with findings and 
recommendations for improvement, as necessary.

Ÿ Assist members of the House of Assembly at their 
request to investigate a matter "on the ground that a 
person or body of persons specified in the request has, 
or may have, suffered an injustice as a result or 
maladministration".

Ÿ Assess all complaints and requests to see if they are 
allowed under the Act and whether it is practicable 
otherwise to investigate them. Discretion would be 
utilized.

Ÿ Having determined that a complaint should be 
investigated, the Commissioner may summon 
witnesses and compel testimony under oath, as well as 
require documents to be produced. These are powers 
of last resort to be used only if necessary. The 
Governor and Government Ministers are exempt from 
the exercise of these powers.

Ÿ The Commissioner may also investigate matters of her 
own volition if she considers that this ought to be done 
"on the ground that some person or body of persons 
has, or may, sustain an injustice as a result of 
maladministration.”

Ÿ Once investigated, the only power the Commissioner 
then has is to report fully to the department or agency 
concerned and make recommendations to right the 
wrong. That report must be copied to the Governor 
and each member of Cabinet.

Ÿ If the department or statutory body does not comply 
with recommendations within a reasonable time, the 
Commissioner can then prepare a Special Report on 
the matter to be laid on the table of the House of 
Assembly. In order for the Commissioner to be 
perceived as effective, it is of utmost importance that 
the Government takes firm positions that those 
recommendations are respected and followed. 
Otherwise, officers of Government agencies may 
quickly conclude that the Commissioner is a "paper 
tiger" and relegate his or her recommendations 
accordingly.

Ÿ The Commissioner must also use persuasion and 
encouragement to achieve desired objectives of 
compliance.

Memberships
1.  The Complaints Commission remains a member of 

the Caribbean Ombudsman 
Association (CAROA) 
which is a regional 
organization providing 
support and 
promoting good 
practices in the 
region. Members 
include from Trinidad 
and Tobago in the 
South to Bermuda in 
the North as well as 
members from Latin 
America.

JURISDICTION



2.  The International Ombudsman Institute (IOI) 
which is worldwide and from whom updates on the 
activities of member states are reported weekly. Training 
opportunities and conferences are advertised and best 
practices are shared.

Organisational Structure
The Chart below shows the organizational structure of the 
Commission, which is ably headed by Commissioner 
Brathwaite, a former Permanent Secretary who leads by 
example, deciding to conduct investigations only after 
having difficulty in procuring information through several 
means.investigations, site visits and public relations. The 
Commissioner is assisted by the Lead Investigator, Mr. 
Herbert Potter in administering the Complaints 
Commissioner Act 2003, directing the staff. As a trained 
lawyer, assists with the legal interpretation of legislation. 

In carrying out full investigations. He explains the legal 
ramifications of Acts and Regulations governing the 
public sector. The Senior Administrative Officer, Mrs. 
Beverly Sergeant continues to fully support the 
Commission in intake of complaints, assisting with 
investigations, but primarily maintains the accounts and 
ensures that the office has supplies so it can keep 
functioning. The Office Generalist post remains vacant. 
That person would provide clerical and administrative 
support as well as being the receptionist. The Custodial 
worker, Mrs Brenda Tala cleans the office.

COMPLAINTS 
COMMISSIONER

LEAD INVESTIGATOR

CUSTODIAL WORKER

OFFICE GENERALIST
(VACANT)

SENIOR 
ADMINISTRATIVE 

OFFICER
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Continuous Training 

THE 10TH BIENNIAL CARIBBEAN OMBUDSMAN 
ASSOCIATION CONFERENCE (CAROA) 2019

1. The Office of the Complaints Commissioner of the 
Territory of the Virgin Islands is better equipped to 
serve the public after attending the 10th Biennial 
CAROA Conference from 27 May to 1 June 2019 in 
Bermuda. In attendance were Ombudsmen, 
Complaint Commissioners and Public Protectors, 
their staff and other delegates. The territories 
represented were the BVI, Cayman Islands, Dutch 
Caribbean (Curacao and Bonaire), Grenada, Guyana, 
Haiti, Montserrat, Saint Maarten, St Lucia, Trinidad 
and Tobago, Turks and Caicos Islands, and the host 
country, Bermuda. From further afield, were 
delegates from Latin America, Ohio, USA and the 
United Kingdom. 

2. This conference takes place every two (2) years. This 
year's conference was hosted by Ms. Victoria 
Pearman, Ombudsman for Bermuda and outgoing 
president of CAROA. The attendance by 
Commissioner Brathwaite and Lead Investigator 
Potter was made possible through partial funding 
provided by the Foreign and Commonwealth Office, 
for which we were grateful.

3. The theme was:  “Strengthening the Role and 
performance of the Ombudsman and Human 
Rights Institutions in the Caribbean and Latin 
America”. The conference was divided into two (2) 
segments. In the first, was the CAROA meeting 
which ended with the election of a new 
Board/Council to lead the organization until 2021. 
The new President is Dr. Rosemarie Husbands-
Mathurin, St. Lucia; Vice President, Mrs. Sheila 
Brathwaite, British Virgin Islands; General Members: 
Ms. Allison Audain-Miller, Grenada and Mr. Patrick 
Wellington, Trinidad & Tobago; Secretary, Mr. 
Randolf Duggins, Saint Maarten; and Treasurer, Mr. 
Raymond Mathilda, Curaçao.

4. Notable highlights included the well-received tribute 
by Commissioner Brathwaite to the memory of Mr. 
Elton Georges CMG, OBE, the first Complaints 
Commissioner for the BVI;  discussion on the drive 
to establish a CAROA Secretariat to focus on the day 
to day running of the organization; the panel 

presentations about the link between the Complaints 
Commission and Human Rights, Data Protection, 
Integrity Commissions, Freedom of Information, 
Consumer Protection and Whistle Blowing. Also 
discussed was the importance of the Complaints 
Commissioner during times of national emergencies 
and disasters (hurricanes, earthquakes etc.), to be a 
voice for the public particularly in the rebuilding 
process. 

5. All attendees were encouraged to train public officers 
in complaint handling; communicate meaningfully 
with the public via the media; take care of staff; 
emphasize early informal resolution and network 
with colleagues. The BVI was ahead of the other 
jurisdictions in having access to social media via 
Facebook and having developed an Office Manual 
and Code of Conduct Guide for Staff.  

6. The latter segment of the conference focused on 
practical training for Ombudsmen and their staff by 
Dr. Victor Ayeni- Director of Government 
Management Systems International (GMSI) London, 
United Kingdom. Attendees came away knowing how 
to, conduct value for money analyses for the 
operation of their offices; interact with Ministers of 
Government and the Public while maintaining their 
independence and integrity; strike a win/win balance 
between the different stakeholders, by proactively 
thinking on how to help the public; train and retrain 
staff to handle multiple roles; and acquire training in 
mediation and conflict resolution.  

7. The sessions were informative and interactive and 
fostered comradery among the participants. A wealth 
of knowledge was shared and disseminated, making 
the conference invaluable. This was a welcome boost, 
motivator and renewal of energies and focus as to the 
importance of the work done in complaint handling 
for the smooth functioning of the Government. 
Participants were awarded certificates from GMSI, 
London, UK. The sessions were however, intense, 
beginning at 8 am, ending after 5 pm and 
immediately followed by cultural activities planned 
by the Government of Bermuda often lasting until 
after 11pm daily.

8. The Office of the Complaints Commissioner of the 
BVI remains committed as it continues to place great 
emphasis on staff training; raising office competency 
and increasing public awareness of good governance 
through complaint handling.

9. Below is a pictorial compilation pertaining to 
CAROA 2019.

Dedicated to Raising Service Standards in the Public Sector



Ombudsmen and Complaints Commissioners from throughout the 
Caribbean region

Commissioner Brathwaite making a presentation at CAROA 2019

CAROA's Outgoing Board-BVI, Curacao, Bermuda, Curacao, Antigua

Lead Investigator Potter receiving certificate from Dr. Ayeni and 
Ombudsman Pearman

THE 10TH BIENNIAL CARIBBEAN 
OMBUDSMAN ASSOCIATION 
CONFERENCE (CAROA) 2019
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Updates From 2018

Office Challenges
In 2018, we spoke about the challenges facing the Office 
of the Complaints Commissioner and now we report back 
to you. The most pressing challenges for the Commission 
were, a deficiency in legal counsel and receptionist as 
well as budgetary constraints.

Legal Counsel and Receptionist 
Deficiencies
When advertising for a Lead Investigator for the office, 
the Commission wisely included legal qualification as part 
of the hiring criteria. The Commission was successful in 
recruiting Mr. Herbert Potter, a former prosecutor. Mr. 
Potter initially came under a rotational program designed 
to ensure he was the correct fit for the position before 
being recommended to remain. 

Having in-house legal counsel is a proven cost and time 
saving measure.  Further, it is sometimes difficult to 
address the administration of any government department 
without having to research, interpret and apply legislation 
governing a particular government department, as well as 
scrutinizing certain applicable case law, which a legal 
counsel assists with daily.

Still outstanding is an officer to fill the role of Office 
Generalist. Nonetheless, the Commission has sought 
approval from the Ministry of Finance to recruit someone.  

Budgetary Constraints
The budget of the Commission remains constrained. The 
building which houses the Commission was repaired in 
2018, but came with a much higher rent. Some furniture 
which were water damaged, needed to be replaced during 
this year. This was accomplished by reallocating funds. 
We still work from file boxes while we await the arrival of 
new filing cabinets expected in early 2020. 

All was not lost however, as creative budget allocation 
allowed us to place an advertisement on the local AM 
radio station for a very limited time to remind the public 
of our service and we also re-installed our security 
system. However, for the foreseeable future we will 
continue to solicit assistance both at the level of CAROA 
and IOI to attend conferences thus supplementing the 
area of our budget that provides for continuous training 
and physical linkage with those institutions. 

Statistics And Sample Cases

Caveat/ General Explanation
The Complaints Commission aims to be fair in its 
processes so the following explanations must be borne in 
mind when examining the statistics presented. Enquiries 
are made by persons when they are unsure of either the 
Government Department to approach with their 
complaint or they are seeking general advice of how to 
complain. A complaint is not an indictment against the 
particular department as the complaint may be 
investigated and found to be without merit. The fact that a 
complaint is made does not automatically indicate 
maladministration was committed. 

2018 & 2019 Statistics
The 2018 complaints are included here as a comparison 
to 2019 complaints. The comparison will explain and 
substantiate the conclusions derived by the Commission 
in this 2019 report

2018 Complaints 
In 2018, there were sixteen (16) complaints originating 
from 29 January 2018 to 13 December 2018. The 
departments cited were: BVI Health Services Authority; 
High Court Registry Office; Labour Department; Land 
Registry; Magistrate's Court Office; Ministry of 
Communication and Works; Public Works Department; 
Royal Virgin Islands Police Force; and Social 
Development Department. Most of the complaints were 
from the latter part of 2018.



No Consideration

No Service

Fail to Follow Law

Enquiry

No Reason Given

Discourtesy

Bias

Improper Administration

Delay

Type of Complaint

Chart 1

Table 1 and Chart 1 show the complaint types for 2018.

Table 1

Type of 
Complaint

No 
Consideration

No 
Service

Fail to 
Follow Law

 Enquiry Fail to 
Give Reason

Discourtesy Bias Improper 
Administration

Delay Total

1 1 2 4 1 1 2 2 2 16
Number of 
Complaints
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2019  Complaints 
In 2019, there were forty five (45) complaints originating 
from4 January 2019 to 8 November 2019. The 
departments cited were: BVI Electricity Cooperation; 
Civil Registry and Passport Office; Department of Human 
Resources; Department of Trade and Consumer Affairs; 
Department of Waste Management; Environmental Health 
Division; Governor's Office; Her Majesty's Prison; 

Housing Recovery Assistance Board; Immigration 
Department; Labour Department; Land Registry; 
Ministry of Communication and Works; Ministry of 
Natural Resources and Labour; National Health 
Insurance; Non-Profit Organization Board; Premier's 
Office; Royal Virgin Island Police Force; Social 
Development Department; Town and Country Planning 
Department and  Water and Sewerage Department

Type of Complaint

Chart 2

Table 2 and Chart 2 show the complaint types for 2019.

Table 2

Type of 
Complaint

No 
Consideration

No 
Service

Fail to 
Follow Law  Enquiry

No 
ResponseDiscourtesy Bias InefficientDelay Total

3 7 4 4 2 1 15 2 5 45
Number of 
Complaints

No Consideration

No Service

Fail to Follow Law

Enquiry

Discourtesy

Delay

Inefficient

Error

Bias

No Response

Error

2
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Conclusion

There was a marked increase in complaints in 2019 over 
2018, which may be attributed to the radio ads and many 
personal referrals from other members of the society. 
Further life was returning to normal in the Territory of the 
Virgin Islands after the 2017 hurricanes. Many persons 
came for advice to see whether their complaints had any 
merit and to know where to go for help. The government 

normally assumes that if they put something online that it 
is reaching the general public. This is not always the case. 
The general public remains vulnerable due to their lack of 
knowledge. 

As we anticipated in the 2018 report that, as persons 
acquired some stability in their personal lives and as 
government services rebounded, complaints would once 
again come into focus, and they have.

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

Case 1 – “Septic Tank Inadequacy”

This first case is very important as it also became the 
focus of an Own Motion Investigation (OMI) into the 
sewerage crisis affecting Health District 1 (East 
End/Long Look) in the Territory of the Virgin Islands. 
The OMI was started in April 2019 and completed in 
February 2020.

Six years and counting

This case had remained unresolved for over six (6) years, 
having gone through successive Heads of Department. As 
far back as 2013, the government department found that 
the offender needed to build a wall to help contain 
nuisances emanating from his property. The nuisance 
continued despite the offender having his septic pumped 
at some point. The seepage was due to the inadequacy in 
size of the offender's septic and soak-away to 
accommodate five (5) apartments. 

The complainant was being advised by the government 
department to assist alleviating the nuisance by sharing 
the cost of a retaining wall. Legally, this could not be 

requested of the complainant. The offender then used the 
complainant's refusal to further delay remedying the 
problem. In a 2019 report, although it was already 
accepted in 2013 that the offender is at fault, the 
government department denied that the problem is as 
severe as the complainant says. The effluent now 
emanating is described as cistern water or rain water run-
off. Color photos taken by the complainant as recently as 

August 2019 shows that the 
water is creating moss on 
the soil, a sure sign of 
polluted water. 

After several visits to the 
site by the government 
department, they 
recommended prosecution 
of the offender, but to date 
nothing has happened. Now 

when the complainant calls, 
the department head goes out to the complainant's 
property and seeks to smooth over the problem rather than 
have the case prosecuted.
Extraordinarily, the Commission made a visit to the site in 
October 2019, where the offender's septic tank and 
building were viewed. We found the situation to be as 
described by the complainant. 

Status: Closed. As a result of the OMI, the department 
head was able to report, as confirmed by the complainant, 
that the offender had started pumping his sewerage and 
ensuring that it no longer escapes to the complainant's 
property.
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Case 2- “Prisoner's Human Rights”

The Complaints Commissioner occasionally receives 
calls from prisoners seeking help. One such prisoner was 
so insistent that extraordinarily a visit was made to the 
prison by the Commissioner and Lead Investigator. The 
issue in this instance was the lack of legal research 
material. The Lead Investigator was able to confirm that 
indeed the Legal Library was woefully lacking. There 
were no volumes of local laws and especially information 
on appeal cases the prisoners were requesting. Some 
prisoners wanted to be able to verify what their lawyers 
were telling them and some wanted to represent 
themselves in court. The Lead Investigator was able to 
introduce the interested prisoners and the Prison Librarian 
to free legal websites including that of the Eastern 
Caribbean Supreme Court. 
A discussion was then held with the Superintendent of 
Prison and his Deputy, during which time the 
Superintendent informed us of the merit system used to 
encourage good behaviour. Towards the end of the 
discussion, the Commissioner recommended that the 
Superintendent make a request for a set of the Territory's 
law books for the Prison Library when he appears before 
Standing Finance in the near future. 
 
Status: Closed. Prisoner's have human rights which 
should be honoured and they also are entitled to good 
customer service.

Case 3- “Police report”

It's not often that the Complaints Commission does not 
meet a complainant face to face. However, persons can 
send a complaint via Facebook or by email instead of 
coming into the office. This complainant was overseas. In 
May 2019, the complainant was allegedly assaulted by 
her common-law husband aboard a yacht while 
vacationing in the Territory of the Virgin Islands. A report 
made to the police by the complainant who was taken by 
the police to the Hospital for medical attention. 
Before leaving the Territory, the complainant paid for a 
copy of the Police report but up to the time she filed her 
complaint by email in July, she had not received the 
report. Upon receiving the complaint, the Commission 
contacted the Royal Virgin Islands Police Force. The 
report was readied by end of August 2019. Unfortunately, 
that report had errors and the Police needed to prepare 
another. The complainant kept in constant contact with 
the Commission by email. She paid for the document to 
be sent to her via FedEx. In November 2019, the 
Complaints Commission was able to FedEx her the 
corrected document, for which she was grateful.

Status: Resolved and Closed. Good customer service may 
be slow but with perseverance it is achievable!  

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

We continue to strive to keep abreast of the 
developments in government especially those that 

affect you the public. The logo therefore represents 
an eye staring through a magnifying lens, endeavouring to 
find clarity so that we can pass it on to you. 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. 

In 2018 we identified the following areas that government 
needed to complete in order to keep abreast as a modern 
democracy namely Human Rights and Integrity 
Commissions, and Freedom of Information, Consumer 
Protection and Whistle Blowing legislation.



Public Service Transformation 
This initiative by the Deputy Governor, David D. Archer 
Jr., continues with the Virtual Mailbox where members of 
the public can leave a vote for those officers going 
beyond the call of duty. Those exemplary officers are then 
recognized. The aim seems to be to improve the negative 
by focusing on the positive. 

However, the negative is best corrected by negating and 
mitigating it while yet recognizing and rewarding the 
positive. The Commission still believes that Public 
Service transformation is best served by departments 
reviewing their criticism by the public and improving 
those areas while giving credit where credit is due. Last 
year, we encouraged 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. 
The majority of public servants always perform 
admirably, going beyond the call of duty. However it is a 
few that will continue to cause warranted criticism of the 
public service. Thus, the Complaints Commission focuses 
on improving the negative record of the public service by 
getting its hands dirty while mediating between a 
disgruntled public and public officers when they are 
negligent in their duties. 

Public Service Management Bill
Unfortunately the Public Service Management Bill which 
promises to include Whistle Blowing protection for 
persons, who acquire knowledge of wrong-doing in 
government, is still just a Bill and not a law despite 
consultation having taken place. 

Consumer Protection
Sadly, the Consumer Protection Bill, 2019 still remains a 
Bill. Further, it does not contain any provisions for price 
control, but seeks to protect consumers from inflated 
prices by addressing the fact that prices cannot be 
manipulated in any negative way. The law requires more 

accountability from businesses by requiring “a written, 
durable record of each transaction to the consumer”- 
which is the receipt which consumers already receive. 
Products must be clearly marked with prices. Vendors 
face criminal penalties for violating conditions in the Act. 
Only in a disaster, the Trade Minister has the authority to 
put certain regulations in place to prevent suppliers from 
manipulating the prices. This falls short of addressing 
regularly occurring price gouging.
The law is based upon the ideal of harmonizing laws in 
the Caribbean Community.  The ninety nine (99) page Bill 
consists of twelve (12) sections: preliminary, 
administration, investigations, consumer rights, duties of 
suppliers, unfair trade practices, unfair terms, product 
liability, consumer safety, recall of goods, distance selling 
and miscellaneous topics. However the Bill is deficient in 
many areas of concern raised by the public namely breach 
of contract with airlines or ferries that cancel trips leaving 
persons in expense or the nefarious breach of contracts 
between landlords and tenants.
 
The demands for such legislation under the Consumer 
Protection Bill has to do with the slow pace of modern 
legislation in the Territory of the Virgin Islands often 
leaving the public without legal protections or remedies 
where their lives are most impacted. 

Freedom of Information Bill
The general public will continue 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 them, as there was no progress on 
the Freedom of Information Bill.

Conclusion
Although a Human Rights Commissioner is provided for 
in the annual budget, there has been no appointment 
made. WE applaud the efforts of the new government to 
reconstruct and improve the financial landscape in public 
life. However, it is also necessary that the pace of 
legislated freedoms and social helps correspond with the 
pace of financial recovery, because social abuses continue 
to take place and affect persons emotionally. 
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CONTACT THE OFFICE OF THE COMPLAINTS COMMISSIONER TODAY!

v The Office is located at #80 Main Street on the 2nd Floor of the former JR O'Neal 
Pharmacy Building in Road Town, Tortola.

v The Internet at www.ombudsmanvg.com 

v Our email address at complaints@gov.vg 
  
v Our telephone number at 284-468-5123 

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

v Our Facebook page at VI Complaints Commission.

Light comic relief

“We are grateful for your complaint, its helps improve service”

WE WANT TO HEAR FROM YOU
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RADIO AD 

  

In English 

Have you been treated u nfairly? and after complaining to the supervisor or manager of the 

offending department or public authority, you are still dissatisfied?  

Then, contact the office of the Complaints Commissioner at number 80 Main Street, Road Town, 

Tortola, British Virgin Is lands. 

Our office hours are 8:30am to 4:30 pm.  The Complaints Commissioner’s Office is here to serve 

you free of cost, ensuring justice and fairness for all.  

So check out the Complaints Commissioner, visit the office of the Complaints Commission, and 

go see the Commissioner. Our telephone number is 468 -5123. 

Come in today, let us help you!  

 E n  E s p a ñ o l  

H a  s i d o  t r a t a d o  i n j u s t a m e n t e  y  d e s p u é s  d e  q u e j a r s e  c o n  e l  s u p e r v i s o r  o  e n c a r g a d o  d e l   

d e p a r t a m e n t o  o f e n d i d o  o  a u t o r i d a d  p ú b l i c o ,  s i g u e  d i s g u s t a d o ?  

P u e s  p o n t e  e n  c o n t a c t o  c o n  l a  o f i c i n a  d e  C o m i s i ó n  d e  Q u e j a s  q u e  e s t á  l o c a l i z a d o  e n  l a  C a l l e  

P r i n c i p a l ,   N u m e r o  8 0 ,  R o a d  T o w n ,  I s l a s  V í r g e n e s  B r i t á n i c a .  

L a s  h o r a s  d e  o f i c i n a  s o n  d e  8 : 3 0  d e  l a  m a ñ a n a  a  4 : 3 0  d e  l a  t a r d e .  L a  o f i c i n a  d e  C o m i s i ó n  d e  

Q u e j a s  e s t a  p a r a  s e r v i r t e  d e  g r a t i s ,  a s e g u r a n d o  j u s t i c i a  p a r a  t o d o s .  

V i s i t e  l a  o f i c i n a  d e  C o m i s i ó n  d e  Q u e j a s ,  y  v a l l a  a  v e r  a  l a  C o m i s i o n a d o .  N u e s t r o  n ú m e r o  

t e l e f ó n i c o  e s  4 6 8 - 5 1 2 3  

¡ V i s í t e n o s  h o y ,  y  d e j a  q u e  t e  a y u d e m o s !   

In English

Have you been treated unfairly? and after complaining to the supervisor or manager of the offending 
department or public authority, you are still dissatisfied?

Then, contact the office of the Complaints Commissioner at number 80 Main Street, Road Town, Tortola, 
British Virgin Islands.

Our office hours are 8:30am to 4:30 pm. The Complaints Commissioner's Office is here to serve you free 
of cost, ensuring justice and fairness for all.

So check out the Complaints Commissioner, visit the office of the Complaints Commission, and go see 
the Commissioner. Our telephone number is 468-5123.

Come in today, let us help you!

 
En Español

Ha sido tratado injustamente y después de quejarse con el supervisor o encargado del  departamento 
ofendido o autoridad público, sigue disgustado?

Pues ponte en contacto con la oficina de Comisión de Quejas que está localizado en la Calle Principal,  
Numero 80, Road Town, Islas Vírgenes Británica.

Las horas de oficina son de 8:30 de la mañana a 4:30 de la tarde. La oficina de Comisión de Quejas esta 
para servirte de gratis, asegurando justicia para todos.

Visite la oficina de Comisión de Quejas, y valla a ver a la Comisionado. Nuestro número telefónico es 
468-5123

¡Visítenos hoy, y deja que te ayudemos! 
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COMPLAINTS COMMISSION
THE

Tel: (284) 468 - 5123
www.ombudsman.vg
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