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Report 
Annual Workshops on Strengthening Local Complaint Mechanism: Challenges 

and Solutions including Recommendations for an effective Working Environment 
for Ombudspersons 

 
1. Introduction 
Establishment of a local complaint mechanism at Sub-national level to deal with citizens’ 
complaints and to collect their feedback on service delivery as well as on administrative 
management is very essential to promote transparency, accountability, and participation of Sub-
national administrations. In this sense, the Royal Government of Cambodia issued the Sub-
decree#19 on establishment the Ombudsperson’s office at CP (Capital and Provincial) &DMK 
(District, Municipal and Khan) administrations in 2017 with the aim to enhance good governance 
in service delivery and local economic development at CP&DMK administration levels.  
 
To date, 115 Ombudsperson’s offices in DMK administrations and 25 Ombudsperson’s offices at 
CP administrations were established throughout the country. In late 2019, DAR (Decentralisation 
and Administrative Reform) programme in collaboration with the Department of Functions and 
Resources (DoFR) of the Ministry of Interior (MoI) conducted an in-dept study to enhance the 
understanding on the current implementation status of the complaint mechanism. The findings 
indicated that there is a strong need: 

• to improve the capacity of Ombudspersons; for example, on details of administrative 
procedures at DMK levels  

• to propose improvement/adjustment of the enabling frameworks for the Ombudspersons; 
for instance, the above-mentioned Sub-decree and/ or other relevant guidelines 
including the guideline on election of Ombudsperson etc. 

 
DoFR with support from DAR programme intended to further learn about the present situation of 
the implementation of complaint mechanism including the challenges and proposed solutions in 
a broader and more participatory manner with the involvement of all Ombudspersons from DMK 
administrations as well as to share the achievements made in 2020, therefore DoFR organized a 
workshop with the below objectives: 
  

i) deepening DO understandings on their roles and authority, internal communication 
within DMK administration.  

ii) enhancing DO capacity in planning activities and budget including budget execution. 
iii) collecting current challenges and recommendations perceived by DOs.  
iv) reviewing the lists of recommendations extracted from existing documents 
v) jointly endorsing the compiled lists of recommendations. 

 
As part of this workshop, DoFR and DAR programme agreed to include a session for an external 
consultant contracted by DAR programme to learn more about the current situation on 
perceptions, works and challenges of Ombudspersons at DMK administrations for including these 
views into the upcoming National Program on Sub-National Democratic Development, Phase 2 
(NP-2) 2021-2030 . 
 
The discussion workshop was organized on 25th and 26th January 2020 in Kampong Cham 
province.
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2. Methodology 
The figure below shows the process how the lists of recommendations was generated and 
endorsed: 

• DoFR, the Ombudspersons, external experts and GIZ/DAR engaged in a thorough 
discussion and analysis of the strengths and weaknesses of the complaint mechanism 
in late 2019 and early 2020 with the goal to improve the working conditions of the 
Ombudsperson’s office. This exchange resulted in list of recommendations arranged for 
2 different target groups, on one side the national level and on the other side the 
provincial level.  

• In order to get a common understanding and a broad endorsement of the key challenges 
and of the most important recommendations, DoFR organized a discussion workshop 
where all DOs at DMK administrations were invited. The discussion workshop took place 
in Kampong Cham province in January 2021. During the workshop, participants were 
asked to form 3 different groups to discuss the 3 key topics affecting their daily works, 
namely 1, 2, 3 incl. challenges, perceptions, comments as well as proposed solutions to 
be included in the draft lists. 

• DOs discussed jointly on the draft lists and gave their full endorsement of the 2 lists of 
the recommendations which are for the national and subnational level to take actions. 
One of the lists is targeting the board of governors and councils of DMK administrations 
requesting for improving the working environment including provision of sufficient 
resources required for DOs while the other one is targeting ministry of interior adjusting 
the regulatory frameworks such as the Sub-decree#19 and relevant policy documents 
for improving enabling legal framework for DOs. The endorsement was done by raising 
hands. 
  

This discussion workshop was organized in collaboration with the DoFR and TI-Cambodia. 
 

 
Figure 1: Overview of how lists of recommendations generated and endorsed
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3. Results 
3.1. Draft list of recommendations 

Please see the next section “Lists of Recommendations endorsed by DOs” 
 

3.2. Results of the group discussions during the workshop 
All DOs were asked to form 3 different groups and assigned to discuss the 3 different topics 
related to the current situation of the implementation of the complaint mechanism at DMK 
administrations.  

(1) The first group was assigned to work on “the support of DM administrations”.  
(2) The second group was tasked to discuss “the information dissemination”.  
(3) The third group was assigned to work on “Complaint resolutions”. 

 
Group 1: the support of DM administrations: 
Here is the summary of the results from the first group discussion: 

• DMK administration should announce the time frame for preparing the annual activity 
and budget plans to Ombudsperson’s office. 

• MoI to follow up and instruct the DMK administrations to make fund available for 
implementing activities of the Ombudsperson’s office. 

• MoI clearly provide guidance to DMK administrations on support of materials and 
equipment and incentives to Ombudsperson’s office. 

• MoI should encourage the DMK Council and BoG to support activity plan of DO’s office 
• Request the DMK administrations to provide assistants to DO’s office and to issue 

DEIKA to assign someone and to not take her/him back. 
• MoI should give instruction on distribution and provision incentives to DO (some gets 

incentive and some not) 
• The council chairperson should help disseminate and raise awareness of citizens on 

roles and responsibilities or give the times to DO to disseminate roles of DO in public 
forum and various meetings. 

• MoI should encourage BoG and council chairpersons at DMK administrations to 
instruct the commune/ Sangkat office and allow the DO to disseminate the roles and 
responsibilities and authority to citizens. 

• Request for training on administrative affairs to DO and assistants 
• The DMK administrations should allow the DO and assistants to join the training for 

developing capacity organized by DMK administrations. 
 

Group 2: the information dissemination 
Here is the summary of the results from the second group discussion: 

• Ombudspersons’ office must have clear dissemination plan on roles, responsibilities, 
and authority 

• Request MoI to help reviewing the dissemination/ communication materials developed 
by Ombudspersons. 

• Ombudspersons’ offices must mainstream the dissemination activities in various 
meetings or forum organized by the DMK administrations. 
 

Group 3: the complaint resolutions 
Here is the summary of the results from the third group discussion: 

• Strengthening capacity on how to record complaints and other information facilitated/ 
resolved by Ombudspersons. 

• Request MoI for providing training on procedure for complaint resolutions and on 
investigation skills to Ombudspersons. 
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3.3. Lists of Recommendations endorsed by DOs 
The recommendations for improving the working conditions of the Ombudspersons are classified 
based on the two target groups, the national and subnational levels: 
 

Recommendations for the Sub-national level: 

(1) CP and DMK administrations should make budget available including the provision of 
sufficient means for Ombudspersons to fulfil their tasks according to the authority specified 
in the legal document. 

(2) CP and DMK administrations should conduct regular dissemination on roles, 
responsibilities and authority of Ombudsperson’ office to their local citizens and on the 
importance of having this office; and encourage them to launch their complaints without 
fear of retaliation/ negative consequences. CP and DMK administrations should use 
original messages (radio interviews, video clips of TV interviews) of MoI senior officials on 
the establishment of Ombudspersons’ offices in all dissemination events. 

(3) CP and DMK administrations should conduct regular dissemination on roles, 
responsibilities and authority of Ombudsperson’ office to staff of the administrations and 
encourage them to follow the legal documents and guideline and implement accordingly. 

Recommendations for the national level: 

(1) GDA (General Department of Administration) should produce official stamps for 
Ombudspersons’ offices at CP and DMK. 

(2) DoFR should consider reviewing and changing the Khmer word “បណ�ឹ ងតវ៉” for English word 
“Complaint” used in complaint mechanism outside the court system related to public 
service delivery and administrative management as its connotation is very juridical. 

(3) GDA should give instruction to remind all governors of CP and DMK to include the budget 
for the work of Ombudspersons’ offices as a priority item in their annual budget. 

(4) GDA should negotiate with MoEF (Ministry of Economics and Finance) to add a specific 
budget line for the operational costs of Ombudsperson’s office in the template of annual 
CP and DMK budget plans. 

(5) GDA should instruct all governors at CP and DMK to inform the citizens in public speeches 
and meetings that the Ombudsperson is an important institution introduced by the RGC to 
strengthen local good governance and that citizens are encouraged to lodge their 
complaints in the field of public service delivery and the work of administrations to 
Ombudsperson without fearing negative consequences. 

(6) GDA should take measures in case governors of DMK try to prevent citizens from 
launching their complaints or use pressure to prevent the Ombudspersons from 
implementing their tasks and obligations as stated in the law. 

(7) DoFR should propose to amend the Sub-decree 19 to include an article on a mechanism 
for protection of Ombudspersons in the law and to include an article on formal election of 
an assistant at DMK administration in order to stabilise this position. 

(8) DoFR should promote and provide regular support to CP and DMK administrations in 
effective dissemination on roles, responsibilities and authority of Ombudsperson to 
management staff , administrative and technical staff of CP and of DMK administrations, 
staff of provincial departments of sector ministries, and staff of communes/ Sangkats 
administrations, for them to understand and to support the complaint mechanism and 
foster their active by-in. 

(9) GDA/ DoFR should include a mandatory annual meeting of the election committee in the 
regulations (e.g. the guideline on procedure of election of Ombudsperson) during which 
the Ombudsperson reports and discuss with the members about his/her work and existing 
problems and challenges. 
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Figure 2: Ombudspersons from 115 districts, municipalities and Khans give endorsement of the lists of recommendations by 
raising their hands 

3.4. Gender Aspect 
DOs in DMK administrations throughout the country were invited to join the discussion workshop. 
To date, there are 115 DOs out of whom 17 are female. 
During the workshop, Ombudsmen and Ombudsladies were equally encouraged to participate in 
the discussion and to share their views/ perceptions on complaint mechanism, challenges as well 
as to make proposals for better working conditions; and finally, to participate in giving 
endorsement of the lists of recommendations. 
The photographs below show the participation of Ombudsladies in the discussion, sharing their 
views on the current situation of the implementation of the complaint mechanism. 
 

  

  
Figure 3: Ombudsladies were encouraged to speak out their views 
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3.5. Capacity Changes 
By joining this discussion workshop, all DOs in DMK administrations exchanged their views 
related to the complaint mechanism and challenges as well as had the opportunity to request for 
support from relevant actors. They reached a common understanding of the challenges and 
issues they have been facing while implementing their roles and authority in dealing with the 
citizens’ complaints. The workshop offered the opportunity for DOs in DMK administrations to 
build networks among themselves and to keep exchanging on issues encountered and on ways 
to seek for assistance. In addition to exchange, this workshop allowed DOs to experience how 
important the collaboration between DO and PO (Provincial Ombudsperson) is in dealing with 
complaints of the citizens and it highlighted the importance of budgeting and enhancing their roles 
and responsibilities. The MoI, particularly DoFR sees the necessity of improving the capacity of 
DOs on administrative procedure and other related skills such as on investigation. 

3.6. Cooperation with relevant donors 
Transparency International, Cambodia (TI) works to strengthen the capacity of DoFR and PO to 
handle and respond to citizens’ complaints on public services. 
DAR and TI co-financed this annual and discussion workshop held in Kampong Cham province. 
 

 
Figure 4: Projected Backdrop during the annual and discussion workshop in Kampong Cham Province, 
January 2021 

3.7. Discussion on the inputs on Ombudspersons to be considered for the 
drafting of the National Program on Sub-National Democratic Development, 
Phase 2 (NP-2) 2021-2030 

(1) The group of DO at DMK administrations have to meet monthly in each province with 
their respective provincial Ombudsperson in order to exchange information on current 
issues and problems and ensure close cooperation on all citizen complaints which are 
related to both levels of administration.   

(2) A clearing unit has to be established at the MoI to which DO at DMK administrations and 
PO at PC (provincial and capital) administrations can transfer requests for assistance on 
citizen complaints, which are related to national government responsibilities or which 
cannot be solved on the local level due to lack of cooperation by local administrations.  

(3) Guidelines have to be drafted and implemented by the MoI on minimum budget to be 
provided as a priority issue in the respective administrative budgets for equipment, staff 
and operation of local Ombudspersons – including sufficient funds for awareness 
building at the citizens. 

(4) At all localities where ISAF is operating, a close cooperation has to be established with 
the respective Ombudsperson, ensuring regular communication, the opportunity for the 
ISAF Community Accountability Facilitators to bring their concerns and problems to the 
attention of the Ombudsperson and for the Ombudsperson to ask support in information 
gathering and approach to citizens from ISAF - whenever this turns out to be useful to 
solve pending complaint issues. A study shall be made after the first half of NP-2 

https://www.ticambodia.org/resources/
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implementation on the potential merger of the ISAF Structures with the DO and PO on 
DMK and CP level. 
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4. Financial Management 

  
Figure 5:Financial Management-Planned and Actual Expenditure Plans 
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Annex_1: Agenda 
 

Time Activities Facilitator 

25th January 2021: 
Part_1: The annual workshop on roles and responsibilities of DO 
07:30-08:00 Registration Working group, DoFR 

08:00-08:30 Opening Remarks Mr. Buon Heng, 
director of DoFR 

08:30-09:00 
Presentation on the results of the 
implementation of DOs in DMK administrations 
during the last 9 months 

Mr. Lim Vannak, acting 
chief, office of M&E 

09:00-09:30 Presentation on the in-dept study on current 
situation of the complaint mechanism 

Dr. Koeppinger, DAR 
consultant 

09:30-09:45 Coffee break  

09:45-10:15 
Presentation on working relations between 
provincial Ombudsperson (PO) and District/ 
Muncipality/ Khan Ombudsperson (DO) 

Mr. Bun Dara, 

Ombudsperson, 
Kampong Cham 
province 

10:15-11:30 
Presentation on roles, responsibilities and 
authority of Ombudsperson, activity plan and 
budget, support of DMK administrations 

H.E. Duk Nareth, 
Adviser to MoI 

11:30-12:00 Questions and Answers Working group, DoFR 

12:00-13:30 Lunch break  

13:30-15:30 Group discussion on challenges and proposed 
solutions to the challenges Working group, DoFR 

15:30-15:45 Coffee break  

15:45-17:00 Presentation on the results of the group 
discussions Working group, DoFR 

26th January 2021:  
Part_2: Discussion workshop 

07:30-08:00 Registration Working group, DoFR 

08:00-08:45 Presentation on recommendations, endorsement 
of the lists of recommendations by DOs 

Adviser of DAR 
programme 

08:45-10-15 Discussion with consultants of DAR Programme 
to collect inputs for formulating NP-II 

Consultants of DAR 
programme 

10:15-10:30 Coffee break  

10:30-11:00 Summary of the workshop/ Report 
Mr. Touch Thon, 
Deputy director of 
DoFR 

11:00-11:30 Closing remarks and recommendations by 
general director of general department 

H.E. Prak Sam Oeurn, 
General director of 
GDA, MoI 
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Annex_2: Attendance List 
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