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MISSION The Office of the Compliance
Advisor/Ombudsman is committed to
enhancing the development impact and
sustainability of International Finance
Corporation (1fc) and Multilateral
Investment Guarantee Agency (MIGA)
projects by responding quickly and effec-
tively to complaints from affected com-
munities and by supporting 1FC and MIGA
in improving the social and environmen-
tal outcomes of their work, thereby fos-

tering a higher level of accountability.

As we approach our third year of operation as
the Office of Compliance Advisor/Ombudsman, it is
gratifying to recognize that our biggest role—that of
conflict resolution—has yielded positive results for
the communities and nongovernmental organizations
who have brought their complaints to us as they
sought to resolve problems connected with projects
sponsored by the International Finance Corporation
or the Multilateral Investment Guarantee Agency, as
well as the institutions we serve. The ombudsman
function has really taken hold as illustrated, for
example, by the mediation process, described in
greater detail on page 8, which has been under way
for the Yanacocha Mine since September 2001. That
our conflict resolution has been fair-minded, and not
biased in favor of complainants, was borne out by
findings released in the fall of 2002 that claims by a
local miners’ group about deaths stemming from a
resettlement effort connected with a MIGA-guaranteed
project at the Bulyanhulu gold mine in Tanzania were
completely without merit, as further described on
page 9.

In our advisory capacity, the recently published
report evaluating 1FC environmental and social safe-
guard policies offers evidence that these policies have
largely achieved what they were intended to do but
that there is much more that 1¥c can do to strengthen

its safeguard system and to enshrine the values it rep-



Message from the Compliance Advisor/Ombudsman

resents, as described further on page 10. One key
finding—that 1rc business actually suffers when
safeguard issues are poorly integrated into a
project—bolsters the comments made this past
May by 1Fc Executive Vice President Peter Woicke
when he cited 1FC studies showing that the most
impressive examples of companies doing well in
emerging markets were those who saw sustainabil-
ity not so much from the standpoint of “do no
harm” but more as a market opportunity.
Although the ca0’s report identifies several areas
for improvement, the basic premise—that projects
incorporating good environmental and social
measures benefit the 1FC as well as the projects
themselves and people affected by 1FC projects—
gives even greater reason to take the steps neces-
sary to make these policies more integral to the
way I1FC does business.

On the compliance side, we have published
guidance and procedures for the compliance audit
role that set out the purpose of compliance audits,
how they may be triggered, and how the audit is
to be implemented.

In discussions with Bank’s Committee on
Development Effectiveness (CODE) in June 2002,
the committee stressed again the positive role of
the cao. One of the questions central to the dis-
cussions at the August meeting was what capital
does this small office have? My answer is integrity.
Although the actions we take can be frustrating,

annoying, and disappointing to the institutions

and to civil society at times, they are nonetheless
grounded in the integrity of this office and the
individuals who work here. And we, in turn, could
not do our jobs nearly as effectively were it not for
the advice we receive from the Reference Group of
advisors from the private sector, NGOs, academia,
foundations, and other institutions, whose
ongoing guidance has helped us confront the
tougher issues so that we can continue to carry
out our mandate.

If we have learned one thing this past year, it is
that unbiased conflict resolution works for the
Bank and for people served by projects that the
Bank finances or guarantees. As borne out by our
own experience and by the safeguard policies
study, the more transparent we are, the more
accountable we are, the more likely it is that we can
surpass the benchmark of “do no harm” and reach
a point where sustainability becomes not a goal,

but a reality.

Meg Taylor
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Overview of the Compliance Advisor/Ombudsman’s Office

v CAO consul-
tants, from left:
Aidan Davy,
Jacques Rous-

sellier, and Warren
Van Wicklin.

The Compliance Advisor/Om-
budsman (cao) is an indepen-
dent post that reports directly to
the president of the World Bank
Group. Its mandate is twofold:
first, to help the 1Fc and M1GA
address—in a manner that is fair,
objective, and constructive—
complaints made by people who
have been or may be affected by
projects in which the 1Fc and
MIGA play a role; and, second,
to enhance the social and envi-
ronmental outcomes of those

projects.
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The cao has three distinct
roles:
Ombudsman: Responding to
complaints by persons who are
affected by 1Fc/M1GA-sponsored
projects and attempting to resolve
the issues raised by using a flexi-
ble, problem-solving approach.
Adpvisory: Providing a source of
independent advice to the presi-
dent of the World Bank Group
and to management of 1FC and
MIGA. The cao provides advice
both in relation to particular pro-
jects and in relation to broader
environmental and social poli-
cies, guidelines, procedures, re-
sources, and systems.
Compliance: Overseeing audits
of the social and environmental
performance of 1FC and MiGA,
both overall and in relation to
sensitive projects, to ensure com-
pliance with policies, guidelines,
procedures, and systems.
Developing and balancing the
three roles—compliance, advi-
sor, and ombudsman—poses a
unique set of challenges. The
three roles together provide flexi-
bility of response and a capacity
to be proactive. Nevertheless, the

ombudsman role clearly takes



precedence when it is invoked.

To clarify that the advisory role
cannot cut across the role of the
CAO as Ombudsman, or as Audi-
tor, the CAO draws a clear dis-
tinction between project-specific
advice and policy and process-
oriented advice.

The cao has been working
with management of 1rC and
MIGA to ensure that their staff in-
clude notification of the existence
of the cao in all their dealings
with potential, new, and existing
sponsors and clients. In addition,
throughout the project cycle doc-
umentation, cAO has asked that
the role of the cao and informa-
tion about its involvement or

possible future involvement be

included. As they prepare pro-
jects with IFC or MIGA assistance,
project sponsors are responsible
for revealing the existence of the
cAo to people affected by the
project through the processes of
consultation or preparation of
environmental and social impact
assessments, or both. These at-
tempts to integrate information
about the existence and role of
the cao into the working and
project cycle of TFC and MIGA are
part of the cao’s efforts to
spread the word to those who
may need the services of the cao
so that they know of its existence
and how to contact it.

There are some important
limitations to the cAO’s powers,

but the broad mandate makes

<« CAO staff, back
row, from left: Rose-
mary Thompson-
Elhosseine, Sara
Gann, and Michelle
Malcolm. Front row,
from left: Rachel
Kyte, Meg Taylor,
and Paula Panton.

the three roles together very
powerful. For example, although
the cao is not a judge, court, or
the police, there are influential
ways in which the office can
define issues to be addressed in a
complaint, make creative and
practical proposals for settling an
issue, and encourage the parties
to engage in dialogue. Although
the cao cannot force outside
bodies to change their behavior
or to abandon existing practices,
the office can call on the leverage
of 1FC and MIGA in urging the
parties to adopt its recommenda-
tions.

The independence and impar-
tiality of the cao foster the trust

and confidence of the project’s



sponsors, local communities,

NGOs, and civil society in gen-
eral. This trust and confidence
are essential prerequisites for
CAO to be able to solve prob-

lems on the ground. Indepen-

dence from line management of
1FC and MIGA also enables the
CAO to provide objective advice
to the two organizations and to
help them do their work better.
Although confidentiality is
important in some aspects of the
ombudsman’s role, disclosure of
information is an important way
to reinforce independence and
impartiality. Disclosure is also
important, on some occasions, to
achieving solutions. The cao is
bound by 1FCc and m1GaA disclo-
sure policies that require the
confidentiality of certain business
information to be respected dur-
ing communication with the par-
ties involved. The cao is also
bound by the staff rules of the
World Bank Group, which re-

THE CAO’S ADMINISTRATIVE STRUCTURE

The CAO’s staff make it possible for the office to operate responsibly and

efficiently by bringing a unique perspective to the intense degree of thinking,

analyzing, and brainstorming involved in work that is regularly precedent-

setting for IFC and MIGA and external constituencies. To manage their tasks

more effectively, CAO senior staff have been trained in mediation, facilitation,

and dispute resolution design. When specific expertise is required, the CAO hires

short-term specialized consultants.

From the outset, the CAO has relied on the advice and expertise of the Refer-

ence Group. This independent body of stakeholders from the private sector, the

NGO community, academia, and other institutions, has guided the development

of operational guidelines for the CAO and participated in the safeguard policy

review process. The Reference Group does not give project-based advice. Never-

theless, its diversity and expertise continue to help the CAO retain its focus and

guide its evolution and growth.

quire that information be treated
with discretion and not disclosed
improperly.

As ombudsman, the cao
places the concerns of the com-
plainant at the center of the com-
plaint and resolution processes,
and the presumption is in favor
of confidentiality. Of course,
complainants are free to publi-
cize their approach to the cao or

<« CAO responded v Ombudsman’s

to a complaint
about the accu-

senior specialist
Rachel Kyte

mulated impacts waits to embark
of the Buja Gali

Dam on the Nile,

in a small boat in
the Niger Delta
in response to a
complaint re-
lated to an IFC
revolving credit

which drains into
Lake Victoria.

facility for delta

communities.




the details of their case if they so
wish. With the consent of the
parties, the details of a complaint
resolution process may be re-
vealed after the process is con-
cluded, but not prior to or dur-
ing the process, except in specific
situations allowed for by the
complainant and other parties.
Within the parameters of
those constraints, the cAO en-
deavors to ensure maximum dis-

closure of reports, findings, and

results of the cao process by re-
porting results on its Web site,
www.cao-ombudsman.org, and
in hard copy reports. And, in
many cases, there is no reason
why disclosure of the cao’s re-
ports should not be full and com-
plete, subject to any limitations
imposed at the request of an af-
fected party

Although the cao is open and
responsive to the views of all
those with an interest in the pro-

ject, the views of local communi-

ties, minorities, and vulnerable

groups must take precedence be-
cause these generally are the peo-
ple with the greatest to lose from
a project; and they are often the
least well equipped to convey

their interests and concerns.

v Men working
along the route of
the IFC-sponsored
Chad-Cameroon
oil pipeline.







<« As part of the

dialogue process
in Cajamarca,
Peru, local people
formed a commit-
tee of “veyadores”
(witnesses) to ob-
serve the objectiv-
ity of water sam-
pling in the area.

udsman

As ombudsman, the cA0’s major objective is to provide an accessible
and effective mechanism for handling complaints so as to help resolve
issues raised about the environmental and social impacts of 1Fc- or
MIGA-sponsored projects. When a complaint is received, the cao ap-
praises it against basic criteria, including whether the complaint and
the complainant are genuine, whether the project in question is spon-
sored by 1FC or M1GA, and whether the complaint is substantive and
specific.

If the complaint is accepted, it is fully assessed; and the project
team is notified and given clear guidance on the issues to which it
should respond by a specified deadline (normally 20 working days).
When the assessment phase has concluded, the cao responds to the
complainant with suggestions on how to move forward.

The complainant may choose to accept or reject these suggestions.
If the complainant does not wish to further engage the cao, the office
prepares a report to the World Bank Group president. Once the report
is received by the president, the cao sends copies to IFC or MIGA man-
agement and project teams.

In addition to 65 letters of inquiry, the cao received 13 formal
complaints since August 2000. Eleven of these complaints were ac-
cepted; two were rejected after appraisal. Common threads among
these complaints were questions about who benefits from development
projects, how this is negotiated, and among whom. The mandate of
the cao is restricted to the environmental and social policies and pro-
cedures of TFc/MIGA, and it is through the disclosure associated with

environment and social assessment that communities and impacted



a Fishermen in

coastal Cameroon
explain their
concerns about
the potential im-
pact of the Chad-
Cameroon oil
pipeline on their
livelihoods.

peoples learn the parameters of projects. It is logical therefore that
complaints are characterized in the first instance as environment and
social concerns. Indeed they are, but underlying this are questions that
go to the very heart of the development paradigm: inequality and
rights.

During the period covered by this report, several complainants
chose to release in part cAo assessment reports before either the World
Bank or the company had seen it. The reports were released on the
complainant’s Web site or the Web sites of international NGoOs, and in

some cases the ca0’s findings were quoted selectively, giving only a

Flow Chart of Complaint Handling Process

Complaint received Acknowledgement —5 days

i
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ECRIEEECD romote dialogue
under P
compliance mediation or conciliation
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investigation

Complaint Concluded
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settlement agreement
Notify parties

Conclusions made public

Complaint Closed

Monitoring and follow-up



partial indication of the ombudsman’s findings. To protect the integrity

of the process, the cao has modified its guidelines. Henceforth, the

cao will release its report immediately to all parties. At that time, the

parties will be asked if the report can be published; and if any party

so agrees, the report will be published on the cao Web site.

TROUBLE IN TANZANIA

Six years ago, small-scale miners at
the Buylanhulu Gold Mine in
Tanzania joined with a nongovern-
mental organization in the area to
protest land-clearing activities in
1996 by the mine’s then owner that
they said had resulted in the deaths
of 52 miners. In 2001, they brought
their complaint to MIGA, which had
guaranteed the mine in 1999. In the
complaint, the miner’s group sug-
gested that the mine’s operations
were not in compliance with World
Bank Group standards and that there
was new evidence of human rights
abuses, including the deaths referred
to in the 1996 complaint.

Following a subsequent com-
plaint in January 2002, the CAO
visited the site in March and
reviewed volumes of documentation
from the complainants, as well as the
mine’s current owner, a Canadian
company called Barrick Gold, and

interested journalists and NGOs.

From the evidence available, it did
not appear that the mine was respon-
sible for the deaths of 52 small-scale
miners. The Tanzanian Government
may choose to exhume the mine
shafts, but the cause of death may be
difficult to determine. The CAO also
found that claims about the number
of people forcibly relocated by the
mine at the point of land clearance
were exaggerated. On environmental
issues, the mine’s present-day activi-
ties are in line with best practice in
the mining industry. Recent moves to
strengthen the social development
activities of the mine were also
positive. Although the cAO did not
carry out a compliance audit, as it
did not believe one was necessary, the
CAO was satisfied that the mine
appears to meet a standard of com-

pliance.

v A 1996 aerial
photo shows the
artisanal mine
works at what is
now the Bulyan-
hulu gold mine in
Tanzania.

Nevertheless the region in which

Bulyanhulu is situated is desperately
poor. There is an opportunity for the
mine, the communities, the NGOs in
the area, and the government to
strengthen the partnership, leading to
greater investment in the people of
the area. A forthcoming report
contains more information about the

Buylanhulu complaint.



dvisor

The cA0’s major objective in its advisory capacity is to provide inde-
pendent, timely, and objective advice to the president of the World
Bank Group and management of the 1Fc and miGA. This advice relates
both to particular projects and to broader environmental and social
policies, guidelines, procedures, resources, and systems.

Although essential to the ca0’s ability to inform institutional learn-
ing and systemic change, the advisory role does not—and will not—
cut across or compromise the ombudsman and compliance roles. The
cAO’s policies, procedures, and strategy-oriented advice are often based
on the insights and experience gained from the investigations and au-
dits in its other roles. These are translated into advice on how 1FC and
MIGA conceive of and carry out their missions and mandates.

The president, the 1Fc, or MIGA can seek advice; or it can be of-

fered at the caO’s initiative. In either case, the objectives are to address

systemic issues and to identify potential problems early so as to reduce
the likelihood of complaints or audits later on. Sometimes, as with the
1 Participants at Yanacocha Mine in Peru, advice initially sought by shareholders and

a February work- reported in the cAo Annual Report for 2000-01, ends up engaging

shop in Montevideo,

Uruguay, to discuss communities and other stakeholders in a mediation process (see

the IFC safeguard “Yanacocha Mine Project Follow-up,” opposite).
policies. This past year, the cao conducted its first review of the 1FC’s safe-
guard policies, formally adopted by the 1FC board in 1998 to ensure
that 1FC projects are environmentally and socially sound. The 1FC
board agreed that these policies should be reviewed after three years
to evaluate their effectiveness and impact. The ca0’s review, which

covered projects approved between September 1995 and September

10



20071, consisted of a portfolio analysis of the projects, desk and field
reviews, regional workshops, a global meeting held in April 2002, a
survey of 1FC staff and management, and focus-group discussions of
the policies’ effectiveness in shaping project selection, design, imple-
mentation, monitoring, and evaluation.

After a period of public comment, the report was published in the
fall of 2002. It found that 1¥C’s safeguard policies have, to a degree,
achieved what they were intended to do, including pollution reduc-
tion, increased safety, improved project design, screening out of envi-
ronmentally poor projects, and facilitation of dialogue between NGOs
and other stakeholders. The report also found that the 1FC’s business
actually suffers when safeguard issues are poorly integrated into an
overall project and noted that much can be done to improve the clar-
ity and scope of the policies and make them more outcome-oriented.

The report with its 28 findings can be found on the cao Web site at

www.cao-ombudsman.org.

THE YANACOCHA MINE PROJECT FOLLOW-UP

Two years ago, IFC and other share-
holders in Peru’s Yanacocha Mine
asked the CAO to investigate a
mercury spill that had poisoned 914
people in three communities along
a road leading from the mine’s
Cajamarca location to the capital in
Lima. Following two complaints
received by the ombudsman, the CAO
carried out a situation assessment in
July 2001. People living in the area
around the mine told the CAO that
they wanted to try mediation.
Among those attending the first
formal mediation session, held in
September 2001 in Cajamarca, were

the mine’s CEO, the municipality’s

representatives, mayors from other
local villages, the Rondas
Campesinas, the chamber of
commerce, NGOs, and officials from
the water authority.

With water quality the major
issue and no one believing studies
commissioned by the mine, the gov-
ernment, or international NGOs, the
mediators asked the CAO to commis-
sion hydrologists for an independent
water study. Not only have the gov-
ernment and the mine committed to
accept the findings of that indepen-
dent study, but the community has
also created a committee of

“veyadores” (witnesses), who accom-

v Ombudsman Meg
Taylor visits a com-
munity development

project in Belem,
Brazil.

pany the hydrologists on their
sample-taking trips and can report
that the process is independent.
After establishing some basic
rules of engagement for the media-
tion sessions, the CAO held a series of
two three-day courses in conflict res-
olution and negotiating to help
session participants develop their
own problem-solving capacity. Nine
months later, several participants in
the sessions have become problem-
solvers, and many are beginning to
anticipate potential problems. CAO is
planning to turn over the dispute res-
olution process and training to local

communities by January 2003.
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» One community

affected by water
quality issues
stemming from a
2001 mercury spill
is Tres Tingos,
near Peru’s Yana-
cocha gold mine.

12

ompliance

In exercising its compliance role, the cao attempts to foster adherence
to, and engender more positive interpretation of, IFc and mMiGA poli-
cies and procedures so as to promote wider understanding of how
compliance can enhance social and environmental outcomes and bet-
ter performance.

The purpose of a compliance audit or review is to determine
whether 1FC or Mi1Ga staff, and in some cases project sponsors, have
complied with 1rc and M1GA social and environmental policies, guide-
lines, and procedures. Because such guidelines are often susceptible to
different interpretations, a compliance audit would not normally seek
to set aside an otherwise reasonable interpretation or judgment. How-
ever, the audit can help draw attention to situations where reasonable
interpretations of environmental or social polices have led to undesir-
able outcomes, and the cAo can recommend corrective measures.

Compliance audits can be triggered by ombudsman investigations
or undertaken on a case-by-case basis at the request of management
or at the cAO’s own initiative. The findings of audits are conveyed to
the president of the World Bank Group in a report. The report’s de-
livery to the president is disclosed, and copies are sent to management.
Recommendations, once they have been accepted by the president and
publicly disclosed, are then sent to the executive board of the 1FC or

MIGA for information.
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During fiscal year 2002, cao produced operational guidelines for
the Compliance Audit Role (see “Compliance Audit Summary Guide-
lines”). Each request for a compliance audit will be subject to an ap-
praisal process to determine whether it should be acted upon. The ap-
praisal process is designed to ensure that compliance audits are
initiated only for those projects where there are substantial concerns
regarding social or environmental outcomes. The appraisal process
will determine if there is evidence of adverse or perverse social and en-
vironmental outcomes and whether a detailed investigation of the un-
derlying causes or circumstances is warranted.

In appraising requests, cao will hold discussions with the project
team and other relevant parties to better understand the efficacy of the
concerns and to explore whether an audit or review is necessary. If
a decision is taken to proceed, all relevant staff will be notified in

writing.

Schematic Diagram of Compliance Audit Process

Request from Senior Issue raised in a Issue identified by

the CAO

management or complaint to the
President Ombudsman

Appraise request to audit

Advise Initiator Advise Seni
of request that | . 5 ) o . vise Senior
. e Yes e Apply appraisal criteria =+ No - | Management in
audit will not d : - Writin
proceed 2 g
Yes
d Copy of TOR
Determine scope and objectives - to Senior
Management
Develop TCR

Initiate comé)liance audit
Desk bas':ed review
Site visits in suppo:r-t of audit or review
Submit d..r;ft report

Internal review and comment

. Announce on CAO
Report to President i Web site

Public
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COMPLIANCE AUDIT SUMMARY GUIDELINES

The compliance audit process begins
with an initial appraisal to ensure
that audits are initiated only for those
IFC and MIGA projects where there are
substantial concerns regarding social
or environmental outcomes. In
appraising requests for an audit, CAO
will discuss the matter with the
project team and relevant parties to
explore whether an audit or review is
necessary. If a decision is taken to
proceed, all appropriate staff will be
notified in writing.

Compliance audits have three
objectives: understanding the circum-
stances that gave rise to the audit;
conducting a systematic, documented
verification process to evaluate com-
pliance objectively; and recommend-
ing remedial measures or other
actions to enhance social and envi-
ronmental outcomes and ensure
ongoing compliance.

Following an initial review of the
project documents, an audit protocol
will be prepared and submitted to the
project sponsor in advance of a site

visit, which typically lasts no more

than one or two weeks. If noncompli-
ance or adverse social or environmen-
tal outcomes are identified, the imme-
diate and underlying causes will be
fully explored. At the end

of the process, a draft report will be
prepared that includes the audit
findings, an assessment of causal
factors, and recommendations for
corrective actions.

All relevant IFC and MIGA staff
will have an opportunity to comment
before the final report is prepared and
submitted to the president. Once the
findings have been discussed with the
president, the CAO will inform either
the MIGA or IFC board of the findings.
Although the CAO is bound by the
disclosure policies of IFC and MIGA,
there is a strong presumption in favor
of public disclosure within these con-
straints. Audit recommendations
accepted by the president should be
integrated into the ongoing monitor-
ing of a project by IFC and/or MIGA

management.

15






Funding Message

In fiscal year 2002, the cao
had an operating budget of
$1,595,386, of which 1FC pro-
vided 8o percent, and MIGA 20
percent. The cao has an agree-
ment with IFc/MI1GA that addi-
tional funds will be made avail-
able upon request from their
respective contingency funds in
the event of an unexpected vol-
ume of complaints and Ombuds-
man activity.

For specific activities to be
organized and/or managed by
the cao, the cao has developed
a procedure whereby funds may
be contributed by the parties to a
dispute into an account to be

managed by the cao.

PAYING FOR MEDIATION

The cao funds from its own
sources all complaint-related ac-
tivities. Once a mediation has

been agrreed to, however, the

A local Cameroo- benefit from the
nian woman and
her infant (left)

and a fisherman

IFC-sponsored
Chad-Cameroon
pipeline.
(above right) are

among many peo-

ple hoping to

cao works with the parties on
how the mediation will be paid
for. Of course, in some cases par-
ties will not be in a position to
contribute. In that event, the cao
has access to the contingency

fund referred to previously.

YANACOCHA DIALOGUE PROCESS

The parties to the Yanacocha
dialogue process agreed that par-
ties, specifically the mine, could
contribute to the costs of the
mediated process. This agreement
was also extended to the tech-
nical studies stemming from the
mediation, including the inde-
pendent water study.

In fiscal year 2002, costs of
the mediation process, including
all training and other support
services, were $736,212.86. (This

figure does not include staff time

and costs of cao.) Of this, the

cao contributed $391,496.44,
and Minera Yanacocha contri-
buted $344,716.42. The water
study figures will be reported in
fiscal year 2003.

In addition, and to allow the
cao flexibility of response when
parties may not be able to con-
tribute, 1FCc and MI1GA have
agreed to contribute to a contin-
gency fund for large-scale medi-

ation efforts.
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<« Members of the
Stratus team of
hydrologists carry-
ing out the CAO-
sponsored indepen-
dent water study

in Cajamarca, Peru.

Review Advisory Group

The Review Advisory Group is
composed of eight members,
four from 1FC and four from
outside 1Fc. These members do
not represent their
organizations, but serve in a
personal capacity and are not
compensated for their services to
the Safeguard Policy Review.
They are a consultative body
providing advice to the review
team and cao. They are not
responsible for the review, its

products, or outcomes.
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CAO on the World Wide Web

In April 2002, the cao Web site acquired its own domain name and is now powered 100 percent by
renewable solar energy. The cAo used its Web site to played a major role in the safeguard policy review
process by posting review documents on the site for public comment, and soliciting responses to a series

of questions about 1FC’s safeguard policies.

Visit the cAo at www.cao-ombudsman.org
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