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The Chairperson (Mr McCrossan): I welcome Mr Paul McFadden, nominated acting Ombudsman, 
and Mr John McGinnity, director of finance and corporate services, from the Office of the Northern 
Ireland Public Services Ombudsman. I invite you to make an opening statement that is as brief as 
humanly possible, given today's other challenges. Thank you very much for your patience. 
 
Mr Paul McFadden (Acting Northern Ireland Public Services Ombudsman): Thank you very 
much, Chairperson and members, for the opportunity to present to you today. You will have seen the 
briefing that we have provided on the financial position for the ombudsman's office. There is a draft 
strategic plan for 2020-23, as well as some specific information on aspects of our work and the range 
of our work in particular. I recognise that a number of Committee members are new and, perhaps, new 
to the work of the ombudsman or, certainly, the full range of what we do. 
 
Obviously, we cover the full range of public services in maladministration and dealing with complaints 
as the final stage of complaints handling in relation to all public services. The one or two exceptions to 
that being the police and Translink. That covers, in particular, health and social care. You will see from 
the briefing that that is the core of what we do, particularly what we investigate. We also cover local 
government and, in recent times, education, including schools. Additions to our jurisdiction include 
housing, central government and the full range of local government. 
 
We have a second core, as I like to describe it, in our investigative role, which, from 2015-16, is in 
relation to the investigation and, separately, the adjudication of alleged breaches of the local 
government councillor code of conduct. That is a role that has grown over the years; it is smaller 
compared with the maladministration role, but it is certainly one that has a significant profile, given the 
nature of the issues there. That is a distinct role. It is a quasi-judicial role, and I would be happy to 
answer more questions about that and how it is constructed. 
 
We are also the Northern Ireland Judicial Appointments Ombudsman and, in 2018, were given the 
additional ability to undertake investigations on our own initiative, so looking at potential failings or 
injustices across the public sector at a more systemic level. I am also happy to expand on that. 
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In the briefing, I have painted a picture, which I think is quite important for the Committee, of the 
growth of the organisation since 2016-17, when it brought together predecessor organisations through 
the Public Services Ombudsman Act (Northern Ireland) 2016. We have a range of new jurisdictions in 
addition to, for example, the Audit Office, the Assembly Commission, social care and professional 
judgement in 2016. We then had a phased introduction of jurisdictions, including all further and higher 
education establishments, the full range of 1,200 publicly funded schools in Northern Ireland and the 
aforementioned own-initiative powers. 
 
A very important addition to our powers in 2016-17 was the addition of the ability to publish our reports 
in the public interest. Previously, we had a very closed approach and, because of the legislation, we 
were not always able to get information out into the public domain about the learning and the failings 
that we were finding from our complaints. Since that point, we have published regular public interest 
reports from our investigations. 
 
Following on from what Kieran Donnelly said, we produce guidance and good practice. The most 
recent thing that we published — we have copies of it here — was about good record-keeping. We 
have published other reports and others are planned. Along with the Northern Ireland Audit Office 
(NIAO), it is important that we are not just reporting on the individual complaints and the issues but are 
trying to draw out some of the themes from that and some of the learning that we think can improve 
public services and the failings and the repeat failings that we see. 
 
Chair, another key theme that you will see in the briefing is the very significant increase in complaints 
for a sustained period over the past five years. The briefing shows that, since the year before the 
NIPSO was created in 2016, the demand for maladministration complaints has increased by well over 
100%. From a position of under 500 complaints, the year before the NIPSO was created, this year, for 
the first time, we are almost at 1,000 complaints and will be over 1,000 complaints. That is an 
unprecedented level of complaints. This year alone, our complaints in that area are up on the previous 
year by between 40% and 50%. That is, by any stretch, a very difficult increase to manage. I am 
happy to expand on aspects of what that might involve, what the reasons for that might be or how we 
will manage it. 
 
It is fair to say that resources have not kept pace with that. We had some challenges in the first year of 
the NIPSO, in that the resources that were attached to the Act by the Assembly did not quite follow. 
We did eventually get that money, but we have had challenges in meeting not only the new 
jurisdictions and the added profile that has been attached to that and has, perhaps, been a driver for 
those complaints, but in dealing with the far-outside-expectation increase in complaints. 
 
There have been challenges around annual budgets and, like most public bodies, in the absence of an 
Assembly, the year-to-year budgeting process, in which we have been bidding in June for money to 
meet the demand, has been very difficult to manage in its stability and the ability to recruit and plan for 
the long term. That has brought a particular challenge that we still have this year and moving into next 
year. 
 
I am happy to answer questions on the strategic plan, but, very generally, you will see that there are 
five core objectives. Two relate to the investigative activities that I have already mentioned and one to 
our finance, governance, accountability and continuous improvement — our own good value, if you 
like. 
 
Two other objectives are important to highlight. One relates to becoming more focused on helping to 
improve public services based on what we see. That has now become the absolute core of what an 
ombudsman should be doing and what we are trying to do by becoming more transparent, publishing 
our reports and good practice guidance and so forth. I see a lot more potential for us in that area, 
clearly within restricted resources. The other area is in relation to a complaints standards authority. 
This was the final part of the expanded jurisdiction for the NIPSO that the Assembly agreed in the 
2016 Act, which was not commenced but which was due to be commenced by the Assembly. 
Obviously, there having been no Assembly for a period, that has not happened. Essentially, that 
involves the ombudsman taking a role, which other ombudsmen in Scotland and Wales have, to 
proactively try to improve complaints handling at a local level across public services in Northern 
Ireland. In many ways, it could be seen as trying to tackle the core of the iceberg, below the tip of the 
iceberg that the ombudsman represents, and trying to improve and address a lot of failings in 
complaints handling that we routinely find at a local level. I am happy to expand on that role, but I am 
keen to discuss with the Committee how we move forward to commencement and resourcing of that 
function. 
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Finally, as I said, I am aware that members of the Committee are new. You may not be fully aware of 
the range of the organisation. I extend an invitation to you all to come to our office and to talk to our 
team and staff about the various areas to get a better understanding, in context, of the way in which 
we work. 

 
The Chairperson (Mr McCrossan): Thank you very much. 
 
Miss Sheerin: I have one wee question. Thank you for coming today. I know that we received a 
presentation from you, previously. At that time, I was shocked at the level of remit that you have as an 
organisation. Obviously, Marie is out of post, and you are the acting replacement. Given what you said 
about the independent initiative role of the ombudsman in investigating things without having received 
a complaint and the reference made in the report to the lack of resource and the one-off budget, I 
assume that there will be a break between what you would like to have achieved in the past year or 
two and what you have actually been able to do. Is there a backlog now as a result? 
 
Mr McFadden: Clearly, Marie Anderson, the former ombudsman, moving on to become Police 
Ombudsman has been one of the key issues that we have dealt with since July. Indeed, it certainly 
presented some challenges in the lead-up to her leaving, as well as since then. I am confident that we 
have managed that pretty well. We had quite a few decisions to make on how we progressed in the 
lead-up to July and after that. I am happy that we have been able to continue to accept, very 
importantly, and to progress complaints and investigations on the maladministration side. We took 
legal advice on that, and we are confident that our approach was right. On the whole, we have 
managed to progress things as much as we possibly can.  
 
Clearly, there are some things that we have not been able to do. There has been some impact on 
timeliness in getting investigation reports out. One of the key areas of risk and one of the things that 
we were unable to do was in relation to the adjudication of alleged breaches by councillors of the code 
of conduct. As I mentioned at the start, that is a quasi-judicial function, which has an investigative and 
adjudicative function to it; a tribunal, essentially. My role, as deputy commissioner, was to lead the 
investigations completely separately from the adjudicative, tribunal-like function that Marie Anderson 
and the commissioner would have undertaken. I have no powers to undertake that role, and it would 
be completely inappropriate for me to do that, when I have been the core investigator. There is a 
backlog of those. There are six and up to 12 that have been or will be referred as soon as we have the 
acting ombudsman powers and acting commissioner powers commenced. It does present a 
challenge. Those are complaints that involve alleged breaches of the code of conduct, and they have 
been sitting for some time.  
 
We have managed to keep the office going. You mentioned own initiative powers. That is a very small 
but high-impact part of what we do. The first own initiative investigation was in relation to personal 
independence payments (PIPs), as you are aware, and was launched, in June 2019, by Marie 
Anderson. We have managed to continue to progress that investigation. We have been keeping that 
going. We still hope to aim for, roughly, 12 months for its completion, so we are aiming for around 
about July, but it is a complex investigation, as you can imagine. We have only 1·8 FTE investigators 
in that part of the office. Therefore, even though it has a high profile and a lot of people ask us about 
progress and it is a very important area, we are restricted in what we can do by having only 1·8 people 
attached to it. But we are confident that we can bring it in, within the year, if everything goes smoothly, 
not only with distilling the evidence but with drafting the report and taking comment on it from the 
Department and others involved. 

 
Miss Sheerin: Do you have a timescale for Marie's replacement? 
 
Mr McFadden: There is no timescale. In fact, it is entirely for the Assembly Commission to manage 
that, because the ombudsman is an officer of the Assembly. The appointment of the ombudsman is a 
recruitment process that the Assembly Commission manages entirely, independently of our office. I do 
not have a timescale. I am sure that, when the Assembly Commission meets, it will be high on its 
agenda to progress.  
 
It is welcome that the nomination of the acting ombudsman was prioritised by the Assembly. I 
recognise their very busy workload. I put on record my gratitude to the Assembly Commission and its 
chief executive, who has been in contact throughout this period and has clearly understood the 
impacts and risks of a lack of an ombudsman and has prioritised the acting role. 
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There is one final point on that. The date of 15 July, which you will see mentioned in your briefing, is a 
cut-off point for the acting ombudsman powers. After that point, those acting ombudsman powers no 
longer exist. That is part of the statute in the 2016 Act, so that presents a risk, depending on the 
timetable for recruitment. I think that it is important to highlight that to the Committee. 

 
The Chairperson (Mr McCrossan): If members are content, we can write to the Commission to 
request the timeline for the replacement. I think that is an appropriate action. 
 
Members indicated assent. 

 
The Chairperson (Mr McCrossan): I am a bit shocked at some of the figures that you are explaining 
to us. I cannot understand how you are managing the increase in complaints with the budget that you 
have. Can you shed some light on that? 
 
Mr McFadden: Yes. As you will see, this is a long-term and sustained increase, and it is not going to 
go away. There has been a particular spike this year, and, in a way, you would have expected some of 
the increase because there is a lot more awareness of the office, giving us a higher profile, and we do 
a lot more. We are publishing our findings, so those are out there where they were not before. There is 
greater awareness of the organisation, and the code of conduct and standards complaints in councils 
attract a lot attention, particularly through the media interest that drives that on the ombudsman side 
as well.  
 
To manage it, one of the key things that we have always done but have had to look at increasingly is 
how we apply proportionality to what comes through the door. It is not proportionate for any 
ombudsman to investigate everything that comes through its door. Clearly, there are things that we 
cannot investigate for a start, and we have quite a few of those. There are things that, we feel, we 
probably should not be investigating on the basis of proportionality, on whether or not we can achieve 
a practical outcome on what the person wants or on whether there is a public interest. Those are all 
levers, I suppose, that are kind of worked down for each complaint. Each complaint and each area of 
complaint is different. We have had to apply that, quite firmly I would say, in relation to complaints 
coming in. 
 
One of the key positive ways in which we have dealt with it is that we have increased hugely, by over 
200%, the number of complaints on which we seek or achieve an early resolution. I think that is 
another part of the evolving ombudsman model. There are complaints that come through our door that 
perhaps do not meet the complexity or seriousness or public interest test that we might use for our 
complex forensic investigations. With those complaints, to save us doing that, even if there is prima 
facie maladministration and we can see that there has been a failure and something has gone wrong 
for an individual in relation to, for example, housing, we ask ourselves whether we can work with the 
complainant to find out what it is that they actually want and whether we can work with the 
organisation to find out whether they can provide that or whether a compromise or a mediated 
outcome can be achieved. We have had an increased focus on trying to do that, and that is a positive, 
because it is in the interests of everyone, including the ombudsman's organisation, in terms of 
resource. 

 
The Chairperson (Mr McCrossan): I welcome some of those initiatives that you are trying in order to 
deal with this, but is it the reality that, given the significant projected increase here, the office is 
struggling to cope with the budget that is provided to deal with these complaints? 
 
Mr McFadden: We had discussions last year with the Department of Finance on our in-year budget 
bid, and it did, in the context of what was presented to it on increased complaints, provide a slightly 
uplifted budget for that. That presented challenges because that was given in-year, and, of course, we 
could not then recruit permanent staff. It is difficult to recruit short-term staff for investigative roles of 
this nature. Although it presented challenges, it helped us to manage it to an extent. We are coping in 
that our output is increasing. We are managing the complaints, and the timescales for our key 
performance indicators are being maintained.  
 
Clearly, there comes a point where it is unsustainable. I think having an increase of 40% to 50% in this 
year alone does present us with a point where we have to say that we need more resource to 
undertake this or we have to completely look again at our model. That would come down to looking at 
where those levers that I talked about are. It would be a question of where we fit the proportionality 
and the public interest. Do you start having to say no to more people at the start of the process? That 
is not somewhere we want to be. When you look at the vulnerability of many people who come 
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through our door with a complaint and when you look at the failings that they are bringing and which 
we are finding, that is not a position that we want to be in. I feel that we have those levers at just about 
the right point, and I would not want to be putting them any higher. I think that we are managing, but I 
think that there is a point now where there has to be an honest conversation about how we resource to 
meet the ongoing demand.  
 
On the own initiative side of the office, I mentioned the 1·8 staff. We receive a lot of pressure from 
individuals, organisations and parts of the public sector to do own initiatives. We have lists of them. 
We have assessed a full list of some high-profile and difficult issues. Some are in the public domain, 
and you will be aware of them. We cannot do that, and it is difficult when organisations are saying, 
"You have the power to systemically come and look at this issue. You don't need a complaint; you 
have the power to do this, so you should be doing this. There is a public interest in you doing this", 
and we are saying, "No, we have already committed staff to an investigation in one area. We will not 
be undertaking anything until that is completed". That is a difficult message. There is an honest 
conversation to be had about that.  
 
The third thing that I want to say about managing the input to the organisation and the number of 
complaints coming in has to do with the issue of complaints handling. Fifty per cent of complaints that 
come to us initially are premature; so, they have not been through the necessary steps at a local level. 
That is a huge number; that is half of the complaints coming in. They will come back to us, but we are 
referring them back. We have invested resource in trying to manage that: to find out what happened, 
put them back and try to get the organisation to deal with them and come back to us. That number is, 
in my view, a direct result of failings in complaints handling at a local level. That is where the CSA role 
could help in the long run and start to manage that demand in complaints at a local level. The key 
principle of that is more robust and early resolution by those organisations; simple resolution as well. 

 
The Chairperson (Mr McCrossan): I appreciate your honesty. I am alarmed by the figures. 
 
Mr John McGinnity (Office of the Northern Ireland Public Services Ombudsman): Everything that 
we, as an office, do is driven by statute. As Paul explained, although there are ways in which we can 
look at proportionality and early resolution, we cannot and would not contemplate simply turning work 
or complainants away. Everything we do is under statute, so there is no scope there. 
 
The Chairperson (Mr McCrossan): No, there is not, by the sounds of it.  
 
I want to touch on something that you said about the health and social care sector. There has been a 
significant level of complaints and a significant proportion of your resources are focused on those 
complaints. I think that the percentage of resources has been 80%. Is that still the case? 

 

  

 
Mr McFadden: Yes. The figures are in the annual report and in the briefing paper. Around 40% of 
complaints that come in the door relate to health and social care, predominantly health and health and 
social care trusts. Eighty per cent or thereabouts of our investigative resource is applied to that, but 
there are good reasons why that is the case. These are complex, multifaceted complaints. They deal 
with important issues and issues of high emotion, people's family members, misdiagnoses — a full 
range of issues that are difficult to deal with. There is a lot of vulnerability, and people who are 
vulnerable need a lot of support or present with issues that need to be unpicked and investigated to a 
thorough degree. 
 
We also have a different role in relation to health and social care from our role in relation to wider 
public services, so we can look at the clinical judgement. We can not only look at the 
maladministration, in how processes and frameworks were followed and applied, but get to the heart 
of the judgements of individual health professionals. That role has been there for years, in line with 
other ombudsmen. But, if we are making judgements ourselves on the clinical judgements and how 
discretion has been used in the context of a health and social care setting — a complex, specialist 
setting — we need to take independent professional advice, which we take from independent advisers 
in the UK who are attached to ombudsmen there. That combination of things makes it unsurprising 
that the majority of what we take to the complex, forensic end of an investigation relates to those 
complaints.  
 
There are a growing number of those, as there are in other sectors. We are often asked, "Is this 
because of dissatisfaction more broadly with the healthcare system and concerns there?". 
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The Chairperson (Mr McCrossan): Have you seen a sharp increase in those sort of complaints in the 
absence of these institutions simply because there were no accountability structures in place to 
scrutinise the work of the health service? 
 
Mr McFadden: I would not be able to say that with any certainty. 
 
The Chairperson (Mr McCrossan): Has there been a sharp increase in the past three years? 
 
Mr McFadden: There has been a sharp increase this year. There has been a steady but sustained 
increase over those three years in health but also across other sectors. 
 
The Chairperson (Mr McCrossan): I am just trying to establish in my mind what has happened and 
whether or not the absence of the Assembly in the past three years has led to a significant increase in 
complaints because of the frustration of patients in the health service and other places. That is what I 
am trying to get at. 
 
Mr McFadden: Certainly, there is no evidence of a direct correlation between those two things. I feel 
that the majority of the increase is because of increased awareness of the ombudsman's role. The 
ombudsman previously not being able to publish very much at all and having a very closed, private 
space for investigations meant that a lot of people were not aware of the extent of the role across all 
public services. For example, the judgement element in health and social care is a significant role that 
many people whom we talked to in the early years were not aware we had. As we put out more 
information, more case digests and more investigation reports, people become more aware of it. That 
is one of the key drivers of it. 
 
The Chairperson (Mr McCrossan): There was a lot of information there. As a result of the increased 
output from the ombudsman, you are receiving an increased input from the public in terms of 
complaints. Is that right? 
 
Mr McFadden: Increased awareness from simply having one —. 
 
The Chairperson (Mr McCrossan): Greater awareness. 
 
Mr McFadden: Greater awareness. Having one ombudsman who brought together all the 
predecessor organisations raised the profile attached to that. As we have taken on new jurisdictions, 
awareness has risen. School complaints drove a lot of media attention about what we look at. That in 
itself makes people aware that there is an ombudsman. Therefore, when they have a complaint about 
a council, a health and social care trust, a GP, a dentist or whatever it may be, they will say, "Oh, there 
is an ombudsman", and they approach it. I think that this is part of the creation of NIPSO. There are, of 
course, the added jurisdictions. I will give the example of the new own initiative powers. When we 
launched our own initiative investigation of payments from the PIP system, that drove a huge increase 
in complaints. Things like that are purely about awareness and people coming to us. 
 
Miss Sheerin: I will just interject. This is purely anecdotal. In my constituency work, people come in 
with an issue and say, "I'm going to bring this to the ombudsman", but when you peel it back, you find 
that, an awful lot of the time, it is not appropriate or that that is not where it needs to go. There is such 
an awareness now of the service. 
 
The Chairperson (Mr McCrossan): There is a misfeed almost. 
 
Miss Sheerin: That is where people are going to first, without having exhausted the other channels. 
 
Mr McFadden: That is correct. I talked about over 50% of complaints being premature. That is those 
individuals who come to us at the wrong time. That is fine, because we are able to inform them. We 
make them aware of their rights under the complaints process, how to go about it and get back to us in 
quick time. Something needs to be done at a local level. We have done some work on that to try to 
improve signposting to an organisation at the right time, but, clearly, there is still a bit of work to do. 
 
Miss Sheerin: Following on from that, I have to say that I have a couple of examples of people 
contacting you and being informed very quickly and succinctly, "This is not appropriate". I found that 
helpful. 
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Mr Muir: What is the relationship with the Patient and Client Council? Can it take up complaints? Why 
are people not going to it? 
 
Mr McFadden: The Patient and Client Council, in broad terms — I will leave it to it to explain this in 
detail — is there to essentially help people through the system, as I understand it. It is there to help 
people through the process and to provide advice, guidance and perhaps advocacy through the 
system. It is not the independent investigator for complaints; that is the ombudsman's role.  
 
The feedback we have in particular areas is that people in Northern Ireland have some confusion 
about where to go with particular complaints because there is a full range of organisations out there — 
ombudsmen, commissioners, regulators and other organisations — so a piece of work certainly needs 
to be done to try to unpick that for people. Take social care, as an example. One of the key findings to 
come out of the 'Home Truths' report was that people were confused at a local level and did not know 
where to go after that. We work closely with the agencies. We are keen to do a piece of work, at some 
point, to unpick that for people, because it is complex. People are confused about which state body 
they should approach with their complaint, and it needs to be unpicked and simplified for them. 

 
Mr Muir: I have one more question. I apologise for not being here for the beginning. In trying to reduce 
complaints, what progress has been made on the sort of work done by the Complaints Standards 
Authority to try to ensure that these things do not have a metamorphosis and turn into complaints, in 
the first place, which then come to you? 
 
Mr McFadden: We do not yet have those powers. It was mentioned to the Committee at the start that 
that is in our Act, but it has not yet been commenced by the Assembly. The Assembly not sitting has 
not helped us move forward with that. I am very keen to have a conversation and a discussion about 
how we get to that point. That is an incredibly important piece of work to address what you are talking 
about, as well as the confusion that exists out there about how to bring complaints forward and the 
complexity of the system. We have been doing some initial work to try to prepare the ground for that. 
We have undertaken some research on complaints handling across the public service in Northern 
Ireland, which we hope to report on in the coming months. That supports what we find from our own 
casework, which is that people have had negative experiences routinely. We find routine issues with 
complaints handling in our complaints. There is a piece of work there to get that on to the statute book, 
first of all, before we can then plan to bring forward the revised, simplified system. 
 
The Chairperson (Mr McCrossan): Can that research be shared with us? 
 
Mr McFadden: Yes. The research is not yet complete. We will complete and test that and present the 
emerging findings in the coming months, and then it will be launched as a public document, and we 
will make sure that the Committee is provided with a full copy. We will be happy to come and speak to 
you about the key findings. 
 
The Chairperson (Mr McCrossan): I want to ask about the 2019-2020 year-end position and the 
forecast of a £756,000 reduction in the net provision from Main to Supplementary Estimates. Is that an 
underspend? What is that? 
 
Mr McGinnity: It can be broken down, broadly, into three thirds. Paul mentioned that we received and 
were very grateful for significant in-year money in 2019-2020. We received it in August, practically 
midway through the year. We were unable, because of its non-recurrent nature, to make longer-term 
resourcing plans on foot of it. As a consequence, by December/January — 
 
The Chairperson (Mr McCrossan): You could not spend it. 
 
Mr McGinnity: — we took a view that we were not going to be able to effectively spend all of that, so 
£250,000 was handed back. A second £250,000 relates to the local government function, where we 
had received, early in the year, additional funding over and above our standard £541,000 budget, only 
for the ombudsman's vacancy to create a situation, which Paul mentioned earlier, where we were 
unable to take adjudications forward. Therefore, again, we were unable to spend the additional money 
that we had received. That accounts for another £250,000. Thirdly, we received a financial contribution 
towards our recently completed accommodation project from our landlords at Progressive House. 
Under something of a quirk, perhaps, if I may say so, of public finance, although that was in aid of 
capital works in the building, the £250,000 is treated as a resource revenue, so that reduced our 
overall resource requirement. That one is a bit of a technicality. Overall, those are the three 
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components of the £750,000-odd of a reduction from Main Estimates to our spring Supplementary 
Estimates position. 
 
The Chairperson (Mr McCrossan): It was just an unfortunate situation, then, overall. 
 
Mr McGinnity: In some respects, yes. 
 
The Chairperson (Mr McCrossan): I see that there is planned recruitment activity as well. What year-
on-year implications will there be for planned additional recruitment? What is in place for that? 
 
Mr McGinnity: A substantial part of the additional recruitment that is envisaged in next year's plan is 
about recognising the full-year effect of a number of posts that we have been able to fill very late on 
this year. We are also strengthening, within the limits of what we think is reasonable strengthening, 
our investigative officer team by one substantial additional person. We also envisage, again, in 
anticipation of what Paul talked about, the commencement of the Complaints Standards Authority role. 
We anticipate that some staff will join mid-year to get that function off the ground. Those, in summary, 
are the main elements of our recruitment plan over the coming year. 
 
Mr McFadden: The first part of that plan is about consolidating our investigative resource. We have 
had to bring people in on short-term and fixed-term arrangements because of the annual year-to-year 
nature of the budget. The plan tries to address that, solidify it and consolidate it next year, because 
that will be a key part of meeting the demand of the complaints that are coming through the door. 
 
The Chairperson (Mr McCrossan): From what you are telling me, I know that you are extremely 
busy, and I do not want to burden you with extra work. Nevertheless, it is important for our work that 
we understand exactly the pressures that exist for you. Just as we requested from the Northern 
Ireland Audit Office earlier, if we forward any further questions to you, we would really appreciate it if 
you got back to us with the answers. 
 
Mr McFadden: Yes. We would be happy to. 
 
Miss Sheerin: And we will write to the Commission. 
 
The Chairperson (Mr McCrossan): We will write to the Commission in relation to that. Thank you 
very much for your contribution today. We appreciate it. 


