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JOB DESCRIPTION 
 

Section 1 - Identifying Data  
 

Position Title:  Director, Intake & Informal Case Department:  Ombudsman’s Office 
Resolution 
Position Number:112626 
Classification Level: MG05 Location:  Whitehorse, Yukon 
Supervisor:  Deputy Ombudsman/IPC/PIDC Medical Clearance Required:  No 
Date Updated:  June 26, 2026 Security Clearance Required:  Yes 
  
 
Section 2 - General Summary  
 
The Ombudsman, Information and Privacy Commissioner (IPC), and Public Interest Disclosure 
Commissioner (PIDC) (collectively "the Ombudsman/Commissioner") is an independent Officer 
of the Yukon Legislative Assembly with oversight responsibilities under the Ombudsman Act, the 
Access to Information and Protection of Privacy Act (ATIPPA), the Health Information Privacy and 
Management Act (HIPMA), and the Public Interest Disclosure of Wrongdoing Act (PIDWA) 
(collectively "the Acts"). The Ombudsman/Commissioner jurisdiction spans all of Yukon and 
delivers service to all Yukoners and other persons who engage the services of the bodies subject 
to the Acts. The oversight by the Ombudsman/Commissioner in respect of the Acts serves the 
public interest. 
 
The Ombudsman investigates complaints about fairness of public administration under the 
Ombudsman Act. The IPC investigates complaints about access to information and protection of 
privacy under the ATIPPA and the HIPMA and is responsible to monitor compliance by the bodies 
subject to these laws. The PIDC investigates disclosures of wrongdoing and reprisal complaints 
and can comment on any policies and procedures developed to manage disclosures using an 
internal process. 
 
The Ombudsman/Commissioner has broad powers of investigation including the powers of a 
Board of Inquiry under Public Inquiries Act. Broad powers are provided under the Acts to the 
Ombudsman/Commissioner and their staff (through delegation) to investigate matters of 
administration, disclosure of wrongdoing and complaints of reprisal, and non-compliance with 
the ATIPPA and HIPMA. To monitor compliance, the IPC has extensive authority including 
commenting on proposed legislation, conducting audits, reviewing privacy impact assessments, 
security threat risk assessments, and breach reports. 
 
The Ombudsman/Commissioner authority is over the public sector and the health sector in Yukon, 
both in the public and private sectors. The Ombudsman and PIDC each have the power to form 
an opinion about maladministration, wrongdoing, and reprisal (as applicable). The IPC has 
adjudicative authority to make findings of fact and law during an investigation. Following an 
investigation under each of the Acts, the Ombudsman/Commissioner has the power to formally 
recommend that corrective action be taken. The IPC has the authority to make recommendations 
to remedy any non-compliance with the ATIPPA and HIPMA. The Ombudsman/Commissioner 
also has the ability to follow-up on actions taken by the bodies subject to the Acts in response to 
recommendations made, and to report publicly. A finding of reprisal under PIDWA or 
noncompliance with the ATIPPA and HIPMA can result in an offence. 
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Formal reports with decisions and recommendations sometimes include critical comments and, 
as applicable, findings of maladministration, wrongdoing or reprisal has occurred or that there 
was a violation of the ATIPPA or the HIPMA. These reports are provided to senior officials of the 
body investigated and may also be provided to Ministers, the Commissioner in Executive Council, 
and the Yukon Legislative Assembly. Some reports are published or otherwise made publicly 
available and draw public scrutiny. 
 
In addition, the Ombudsman/Commissioner have authority under the Acts, respectively, to provide 
informational and educational services to the public and bodies subject to the Acts.  
 
The offices of the Ombudsman/Commissioner operate as one office (the Office) fulfilling the 
mandates of each role under the Acts. The operations of the Office, including staffing, is funded 
through the Members' Services Board of the Yukon Legislative Assembly. 
 
The oversight responsibilities of the Ombudsman/Commissioner are significant and continue to 
evolve in an environment where the political, economic, and technological landscape continue to 
change and influence how governments and other bodies, subject to the Acts, operate and how 
Yukoners are affected. The Yukon is one of only three jurisdictions in Canada where the Office 
operates to fulfill four mandates and is the only Office in Canada where all staff deliver on the 
mandates of all the Acts. 
 
Reporting to the Deputy Ombudsman/Commissioner (the Deputy), the Director provides oversight 
of the intake and informal case resolution unit, recommendation monitoring, provision of 
leadership, program direction and evaluation, supervision, professional development, and staff 
training. This includes assigning files, complaint analysis, investigations, decisions and 
recommendations, and reporting in accordance with the Acts. Duties also include ensuring that 
information conveyed is in accordance with the Acts, findings made are based on sound analysis, 
recommendations made remedy non-compliance and align with the focus of the Office, 
agreements entered into clearly specify the terms agreed on and timelines for implementation. 
The Director provides vision, leadership, and strategic guidance as it relates to these activities.   
 
The Director is responsible to set and monitor service objectives and standards for the informal 
case resolution unit, ensure the integrity of the Office, interpret statistics through the case 
management database, support Office wide initiatives (such as strategic planning), lead or assist 
in the development of policies or public communications; and ensure the work of the informal case 
resolution unit is carried out in a professional manner.  
 
The Director acts as the Deputy Ombudsman/Commissioner during their absence and may act 
as Ombudsman/Commissioner in the absence of the Deputy and Ombudsman/Commissioner. 
 
Complaints and disclosures widely vary in their complexity and sensitivity and the public has high 
expectations of the Office to hold governments accountable and ensure good administrative 
practices. The Director must consider all trends and changes and ensure that the Office is 
delivering a high standard of service in its service delivery. Often complaints involve matters that 
have not been investigated by the Office. 
 
Section 3 - Principal Duties and Responsibilities  
 

1. Direct oversight of the Intake and Informal Case Resolution team for the resolution of 
complaints as part of the informal case resolution process including, reviews and 
disclosures received under the Acts in accordance with the goals and values of the Office 
while honouring administrative fairness and natural justice. This includes accountability 
for strategic planning, delivery, and evaluation of the intake and informal case resolution 
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processes. As part of this role, the Director mentors and provides guidance to investigators 
on approaches and strategies for resolution and provides recommendations to the Deputy 
and Ombudsman/Commissioner. 
 

2. Directs, manages, and implements strategic planning of human and financial resources 
required for the intake and informal case resolution unit by setting and evaluating 
performance targets for personnel. This includes providing training and the tools 
necessary for these individuals to perform effectively, developing policies and procedures 
related to these functions, managing the operational requirements and recruitment when 
vacancies exist. 
 

3. Directs development and planning of intake and informal case resolution policies and 
procedures to ensure that:  
 
Intake  
 

a. All inquiries are managed effectively and in accordance with the Acts; 
b. Documents are developed, such as complaint forms and communications material, 

as required to facilitate ease of making a complaint;  
c. Persons wishing to make a complaint, or make a disclosure are provided with 

sufficient and accurate information to assist in their decision-making about whether 
to proceed;  

d. All jurisdictional issues are properly addressed, and appropriate referrals are 
made;  

e. Files are opened and properly managed to ensure they are complete prior to 
investigation and in accordance with the information management policies and 
procedures; 

f. Documents required to support intake are developed; 
g. Data, including statistical, is properly entered into the data management system; 
h. Matters resolved at intake are in accordance with the Acts; 
i. Contacts and distribution lists are maintained;  

 
Informal case resolution 

a. Incoming complaint files are appropriately assigned to ensure balanced workload 
and promote efficient case management;  

b. Ensures timely resolution of complaints and quality service delivery; 
c. Documents required to support informal case resolution are developed;  
d. Informal case resolution of complaints and disclosures have sound management 

plans that are executed within the target timeframes; 
e. Findings made as part of informal case resolution are based on existing guidance, 

precedence, and sound legal analysis in accordance with the Acts and can be 
supported if challenged;  

f. Agreements made to conclude an informal case resolution contain remedial 
recommendations that are based on the findings and recommendations and are 
tracked and followed up on to ensure implementation; 

g. Files are complete and kept in accordance with information management policies 
and procedures; 

h. Data entry is complete and accurate; 
i. Management of a complaint or disclosure is escalated to the Ombudsman, 

Information and Privacy Commissioner and Public Interest Disclosure 
Commissioner where required;  

j. There is consistency in the management of informal case resolutions; and 
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k. Any other duties of the staff within working within the informal case resolution team 
are effectively performed.  
 

4. Oversees or carries out the functions of the Registrar who is responsible for managing the 
initiation of formal investigations, adjudications, and considerations, as required.  
 

5. Conducts regular audits of the informal case resolution unit’s policy and procedures 
developed in support of the work of the Office and modifies the policies and procedures 
as necessary to ensure quality performance. 
 

6. Develops, tracks, and monitors the informal case resolution unit’s key performance 
indicators (KPl's) in the evaluation of operational performance. 
 

7. Manages own case files from the ICR file management stream. In addition, the Director 
may conduct compliance reviews and audits, provide responses to requests for advice, or 
evaluate Privacy Impact Assessments. 
 

8. Works with the Ombudsman/Commissioner, Deputy, and Communications and Outreach 
Analyst to develop and deliver training and outreach to stakeholders, the public and to 
colleagues across jurisdictions. 
 

9. Works with the Ombudsman/Commissioner and Deputy, to develop the vision and 
strategic direction of the Office.  
 

10. Performs any duty as may be directed by the Ombudsman/Commissioner from time to 
time.  
 

11. Acts as acting Deputy Ombudsman/Commissioner, with full delegated authority, when 
they are absent and may act as Ombudsman/Commissioner in the absence of both the 
Deputy and Ombudsman/Commissioner. 

 
Section 4- Knowledge and Skills 
 

1. Extensive experience in negotiation, collaborative problem solving, facilitation and conflict 
resolution. Extensive experience in access and privacy. Training and certification in 
Dispute Resolution and/or an Access and Privacy related field is an asset. 
 

2. Extensive knowledge of the Ombudsman Act, the ATIPPA, the HIPMA, and the PIDWA 
including how to interpret and apply the Acts, and must have knowledge of government 
administrative organization, the public health care system and other structures including 
the role of the Yukon Legislative Assembly and political parties. 

 
3. Experience in the interpretation and application of other legislation and policy in the public 

and health sectors. 
 

4. Thorough knowledge and understanding of administrative law and the principles of 
procedural fairness and natural justice. Unquestionable integrity, ethics, standards, and 
business practices, and ensures that own behavior and behaviour of others is consistent 
with high ethical standards and the values of the Office. 

 
5. Strong knowledge of policy and/or public communication methods and practices, training 

and outreach development and delivery methods and techniques. 
 

6. Excellent judgement and superior analytical skills to: 
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a. Determine whether a complaint or disclosure will be investigated; 
b. Support investigators in developing investigation plans and addressing barriers; 
c. Identify systemic issues and determine when systemic reviews may be required; 
d. Determine whether there has been a violation of the ATIPPA or HIPMA, or whether 

maladministration, wrongdoing or reprisal has occurred; 
e. Craft appropriate recommendations; and 
f. Determine if a formal investigation is warranted. 

 
7. Sound judgment, impartiality, and ethics are essential to preserve the fairness and 

integrity of the work of the Office.  
 

8. Excellent communication skills both orally and in writing. Reports and correspondence 
must be written in a manner that is clear and direct and reflects thoroughness, impartiality, 
sensitivity, and appropriate confidentiality. Effective oral communication is required to 
explain the mandates of the Ombudsman/Commissioner, and to discuss the outcome of 
investigations with senior officials of the bodies investigated and the complainants, and 
where applicable the public and the media. 
 

9. Develops effective working relationships with senior executives, public officials, and 
custodians of the bodies subject to the Acts. This includes the ability to maintain an 
unbiased, impartial, and non-adversarial relationship with representatives of public bodies, 
authorities, public entities, and custodians, where the interaction may involve a subject 
matter that may be personally, politically, or publicly sensitive and the atmosphere may 
appear to be confrontational. 
 

10. Strong financial, supervision and leadership skills, and have good working knowledge of 
information technology and the risks associated in order to ensure efficiency in the 
operations of the Office and to effectively support and protect information collected for 
operational purposes. 
 

11. At least 7 years of experience in a related field to the three mandates: privacy and access, 
dispute resolution, ombuds or in public interest disclosure investigations. Previous 
management experience leading a multidisciplinary team is desirable. A master's degree 
directly related to the work performed by the Office include conflict resolution, privacy 
and/or information management or a law degree is considered an asset. 

 
Section 5 – Contacts  
 

1. The Director consults regularly with the Deputy Ombudsman, Information and Privacy 
Commissioner and Public Interest Disclosure Commissioner to collaborate on more 
effective methods of enhancing service delivery to the public.  
 

2. Develops and maintains effective and cooperative working relationships with senior 
officials of public entities to promote a working relationship that recognizes the Office’s 
mandates. 
 

3. Works closely and collaboratively with senior officials in government and other 
government, agencies, boards, and commissions; private sector health practitioners; 
solicitors acting on behalf of respondents; complainants; collateral witnesses; independent 
legal counsel; non-governmental organizations; and the general public. 

 
Section 6 - Specific Accountabilities  
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1. Develop and maintain effective and cooperative working relationships with senior officials 
and other representatives of the Yukon Legislative Assembly, public bodies, authorities, 
public entities, and custodians in order to achieve the mandates of the 
Ombudsman/Commissioner under the Acts. 
 

2. Work with senior officials and representatives representing the body being investigated 
(including their legal counsel if applicable), complainants or disclosers, witnesses, and 
other organizations as may be necessary to conduct the work of the Office including, First 
Nations, agencies, boards, commissions, non- governmental organizations, and the 
general public. 
 

3. Work with the Ombudsman/Commissioner and Deputy to respond to media requests in 
relation to the work of the Office that is made publicly accessible. 
 

4. Work closely with federal/provincial/territorial counterparts to collaborate regarding 
common interests, projects, and initiatives and to keep abreast of the risks, trends, and 
current practices in the fields of Ombuds law, public interest disclosure law, and access 
and privacy laws in support of best practices for operational management of the Office. 
 

5. Consult regularly with multiple stakeholders to identify more effective methods of 
enhancing service delivery to the stakeholders and the public in support of meeting the 
mandates. 

 
Section 7 – Budget  
 
1. What is the annual budget under the direct control of the position?  

   
Fiscal Year                                          2025/2026 
Annual Payroll     1,770,000 
O&M (excluding payroll)  432,100  
Capital (excluding payroll)  10,000   
Revenues – n/a  
Recoveries – n/a     

 
2. Position has influence on expenditures and/or revenue as follows: 

• Ensures all operations are carried out in an appropriate, cost-effective manner; 
• Purchases materials and oversees expenditures for informal case resolution unit; 
• Provides advice to the Ombudsman/Commissioner and Deputy for the informal case 

resolution budget and forecasts requirements; 
 
Section 8 - Working Environment  

1. Generally, works in an office environment but occasional travel may be required within or 
outside of Yukon. 
 

2. Manage competing priorities, be extremely organized, pay close attention to detail, and 
manage challenging, distraught, angry, or dissatisfied individuals who are seeking 
assistance from the Office. 
 

3. Provide recommendations to the Ombudsman/Commissioner and Deputy. Provide 
leadership to informal case resolution staff, direct and oversee work priorities. Provide 
direction, coaching and mentoring to informal case resolution staff, and make sound 
operational decisions. Develop and evaluate performance plans; engage and empower 
employees to accomplish the goals of the Office. The Director demonstrates 
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competencies which value respect, performance excellence, a learning organization, and 
the courage to innovate. The Director utilizes expert interpersonal communication skills 
and support to improve the wellbeing of individuals and the broader community by building 
and maintaining relationships with stakeholders and ensuring a coordinated, effective, and 
efficient service delivery. 
 

4. On occasion, the Director may be required to work in the Office alone. 
 

5. Complainants to the Office may become angry or dissatisfied with an outcome that does 
not support their perspective. The Director ensures that staff work in a safe environment 
and complaints or safety concerns that cannot be addressed directly by ICRO's are 
escalated to the Director for handling. The Director must be able to diffuse a situation and 
objectively evaluate the concerns/issues raised to them. 

 
 
Section 9 – Reporting Relationships 
 
The Director has three direct reports: 

• Three Investigator and Compliance Review Officers (ICRO's) on the ICR team; 
 

 

 
 
 
 
 
Section 10 – Signatures  

I approve this job description as being representative of the work required to be performed and 
confirm that the necessary authorities have been delegated to the position. 
 
 
Signature: ___ _________________________________ Date:  June 26, 2026 
Ombudsman/Information and Privacy Commissioner/ 
Public Interest Disclosure Commissioner 
 
 
Signature: _____________________________________ Date:  _____________________ 
Director of Human Resources 
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