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Introduction 

The increase in life expectancy and the waves of immigration to Israel 

have led to a steep rise in the number of senior citizens living in the 

country, to the point where they currently constitute approximately 

10% of the population. Roughly 20% of senior citizens live in dire 

conditions and are dependent on government assistance. The 

responsibility for providing and funding services to senior citizens is 

divided between various government authorities and is borne mostly 

by the Ministry of Welfare and Social Services, the Ministry of 

Health, the Ministry for Senior Citizens, the National Insurance 

Institute and the local authorities within whose jurisdiction the 

particular citizens reside. Some senior citizens live in public housing, 

for which the Ministry of Construction and Housing is responsible in 

conjunction with various housing companies, such as Amidar, Israel 

National Housing Company Ltd. 

The rights of senior citizens are regulated by various orders, laws and 

regulations, such as the Senior Citizens Law, 5750-1989 and the 

National Insurance Law [Consolidated Version], 5755-1995. For 

example, senior citizens who have no source of income receive an 

income supplement in addition to their old age pension. They are 

entitled to tax reliefs and reductions on municipal rates, television 

license fees and other charges. However, many senior citizens, 

especially those who have a poor command of Hebrew, are unaware 

of their rights. Their inability to take advantage of those rights 

exacerbates their economic plight still further. 

The Office of the Ombudsman deals with many complaints 

concerning senior citizens' rights every year. The Office does all that it 

can to assist this population group; in doing so, it heeds the call 

reflected in the biblical verse: “Do not cast me off in old age; when 

my strength fails, do not forsake me” (Psalm 71, Verse 9). 
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The Office of the Ombudsman investigated many complaints relating 

to senior citizens' rights in 2013. The following is a description of five 

of them: 

 

The National Insurance Institute 

1. Irregularities in Examining Entitlement to Income 
Supplement 

The complainant approached the Office of the Ombudsman in January 

2013 regarding a decision by the National Insurance Institute 

(hereinafter: “the NII”) to deny his claim for an old age pension 

income supplement, which had been based on outdated information 

regarding his earnings. 

An investigation of the complaint revealed that in March and May of 

2011, the complainant had submitted two claims for a pension income 

supplement, both of which were rejected because of the amount of his 

income during 2010, which exceeded the supplement entitlement 

bracket. On the other hand, the NII approved a claim filed by the 

complainant in April 2012 for a pension income supplement, and 

decided to pay him the supplement regularly  from that month on, 

based on an assessment report for the year 2011, which showed that 

the complainant's income for that year had shrunk considerably. In the 

light of the latter decision and on the strength of the new data which 

the NII now had in its possession, the complainant asked the NII to 

approve payment of the supplement retroactively from March 2011. 

The NII refused to approve the retroactive payments, however, on the 

grounds that a pension income supplement is only payable from the 

month during which it was claimed.
1
 

___________ 

1  Section 14(a) of the Income Support Law, 5741-1980.  
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The Office of the Ombudsman pointed out to the NII that according to 

its own procedural rules,
2
 the matter of the complainant's entitlement 

to the supplement in March and May of 2011 should have been 

determined on the basis of updated VAT reports and on an 

accountant's reports of his actual earnings and expenses for that year, 

rather than on the basis of his income for 2010. 

Following the Office of the Ombudsman's enquiry, the NII gave 

notice that in accordance with its practice rules and in the light of the 

complainant's income in 2011, his entitlement to a pension income 

supplement from March 2011 to March 2012 had been approved. 

Since the complainant had unfortunately died during the investigation 

of his complaint, the total amount of the supplement for that year - 

NIS 11,279 - was paid to his widow in October of 2013. 

In the wake of this incident, the NII instructed its claims officers to 

make sure that insured persons whose income had decreased 

considerably received their full entitlements. The NII also informed 

the Office of the Ombudsman that it would make sure that claims 

officers in the department for old-age and survivors, who deal with 

income supplement applications for old age pension recipients, are 

also fully familiar with and are implementing the NII’s procedural 

rules regarding minimal income support. 

(800744) 

 

The Municipality of Netanya 

2.  Denial of a Property Tax Discount to an Elderly Couple 

A complaint was filed with the Office of the Ombudsman by the son of 

two senior citizens, who were in poor health and who did not speak 

___________ 

2  Paragraphs 5.1 and 5.2 of the Institute's Income Support Manual. 
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Hebrew fluently, to the effect that the Municipality of Netanya 

(hereinafter: “the Municipality”) was ignoring their request to receive a 

discount regarding the municipal rates to be paid for their apartment. 

According to the complaint, although they had submitted their request 

several months before, no reply had been sent as of the time of the filing 

of the complaint, and the Municipality had continued to send them bills 

for payments of the rates, together with fines for late payment. 

An investigation of the complaint revealed that according to the 

pertinent details, the parents were entitled to a substantial discount on 

the municipal rates, because the father was receiving benefits from the 

NII. However, because the Municipality found that the couple's water 

consumption was relatively high, it decided to verify the details 

provided in their application for a discount, in order to make sure that 

the couple were the only ones living in the property. A representative 

of the Municipality was subsequently sent to the property; but 

according to the Municipality, the representative never found the 

parents at home on any of his many visits, and therefore no decision 

was made regarding their application for a discount. 

Following the son's complaints, the Municipality decided to give his 

parents a temporary rates discount until their enquiries had been 

completed. However, since the Municipality's representative had not 

found the complainant's parents in the property during any of his 

visits, the Municipality decided to deny the request and to demand that 

they pay the full rates charge. 

At this stage the Office of the Ombudsman intervened, and with the 

complainant's help coordinated a visit by the Municipality's 

representative to the property. During the visit, the representative found 

that only the complainant's parents were living in the property, and they 

were accordingly given the full discount to which they were entitled. 

(806121) 
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The Municipality of Ramla 

3.  Denial of Assistance to Purchase a Bed 

At the start of 2012, the complainant, a 73-year-old Holocaust 

survivor with a poor command of Hebrew, applied to the Ramla 

Municipality's Social Services Department (hereinafter: “the 

Department”) for assistance in buying a new bed for his paralyzed 

wife, as her old bed was broken. 

According to the provisions of the Social Work Regulations (SWR), 

the Department may assist with the purchase of basic domestic 

equipment, including a bed, provided that a budget had been approved 

for this. In order to receive the assistance, the applicant was required 

to submit three price quotes to the Department. 

In June of 2012, the complainant submitted three price quotes for the 

purchase of a bed to the Department. However, due to the difficulty in 

coordinating a home visit with the complainant and for other reasons 

that remain unclear, the processing of his request was delayed. 

In September of 2012, after several months during which his wife had 

been sleeping on a broken bed, the complainant was forced to buy her 

a bed at a cost of NIS 3,700. After he bought the bed, the complainant 

again applied to the Department for assistance in covering the cost of 

its purchase. 

The Department sent the complainant a letter which stated that in the 

absence of budgetary approval, his application had been denied and 

that he could submit a written appeal against this decision to the 

appeals committee. However, the Department's letter to the 

complainant apparently never reached him. 

Given the special circumstances of the case - the complainant's 

language difficulties, his advanced age and his and his wife's state of 

health, the Office of the Ombudsman asked the Department to 
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reconsider his assistance request, following which the Department 

approved assistance for the complainant and paid him NIS 1,000 

towards the cost of the bed. 

(804671) 

 

The Municipality of Ramat Gan 

4.  Failure to Deal with a Senior Citizen's Requests 

A while ago, a bus stop and adjacent unsheltered bench were erected 

in close proximity to the home of the complainant, an elderly 

Holocaust survivor. The complainant uses the bus stop every day. In 

April 2013, he complained to the Mayor that for years he had been 

asking the Municipality’s public complaints department to move the 

bench to a nearby spot that was shaded from the sun, but none of his 

requests had been answered. 

In May 2013, the complainant sent another impassioned letter to the 

Mayor, in which he wrote that his wife, who had also been a 

Holocaust survivor, had just died. He also complained about the 

refusal of the Municipality's employees to address his requests to 

move the bench. After the above-mentioned letter to the Mayor was 

also ignored, the complainant filed a complaint at the Office of the 

Ombudsman. 

The Office of the Ombudsman's investigation revealed that no written 

reply to the complainant's letters had ever been sent, a fact which the 

Municipality admitted, although it added that several unsuccessful 

attempts had been made to contact the complainant by telephone. The 

Office of the Ombudsman criticized the Municipality for not 

answering the complainant's requests in writing. 

With regard to the bench’s relocation to a shaded spot, the 

intervention by the Office of the Ombudsman led to the Municipality 
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taking steps to respond to the complainant's request. The Municipality 

announced that it would consider the possibility of placing a roof over 

the bench in order to provide protection from the elements. 

(806038) 

 

Israel Postal Company Ltd. 

5.  Charging for a Delivery Intended for the Use of a Blind 
Person 

A blind, 87-year-old Holocaust survivor filed a complaint in which he 

contended that he had been asked at a post office branch to pay for an 

item he was sending as registered mail, even though as a blind person 

he was entitled to a payment exemption and the item in question was 

exempt from a delivery charge. The complainant added that at another 

post office branch, he had been told that he would not be charged for 

the above-mentioned delivery. 

The Israel Postal Company Ltd. (hereinafter: “the Company”) replied 

that the law only exempts blind people from paying delivery charges 

for letters and accessories intended for the use of the visually 

impaired,
3
 and that the package or envelope needed to be marked as 

containing material to be so used.
4
 The Company added that since the 

complainant had not indicated on the package that it contained such 

letters or accessories, the Company could not know that it did contain 

___________ 

3  Section 2 and the Second Schedule to the Postal Regulations (Payments 
for the Company's Services under sections 37(a) and (c) of the Law), 
5768-2007. Section 1 provides that letters and accessories sent to 
visually impaired people are defined as including, inter alia, material 
written in Braille or any other touch reading system, Braille typewriters, 
disks, magnetic tapes and canes for the visually impaired.  

4  Post Office Manual, Part 2, Chapter 1, paragraph 2.11. 
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such items, and the complainant was therefore not granted an 

exemption from the delivery charge. 

After receiving the latter explanation, the complainant confirmed that 

the package he had sent did contain material intended for blind people 

and that he had not written this on the package because he did not 

speak Hebrew. He explained that he thought that the mail clerk would 

stamp the package as containing material designated for use by the 

visually impaired. 

The Office of the Ombudsman remarked to the Company that its 

representatives needed to show consideration towards blind people, 

and especially elderly ones, who wish to exercise their right to post 

material designated for blind people free of charge, even if the 

package does not indicate that it contains such material. 

The Company apologized for its representative's behavior to the 

complainant, and stated that after it investigated the complaint, its 

representative spoke with the complainant and explained to him the 

rules applying to items mailed to blind people. The Company added 

that it had reminded its service personnel of the rules applying to the 

dispatch of letters and accessories intended for blind people, and that 

it had emphasized to them the need to exercise tolerance and patience 

toward non-Hebrew speaking customers. 

(801567) 
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Introduction 

The power granted to the Israel Prison Service (the “IPS”) and to the 

Israel Police - to incarcerate and hold in custody prisoners and 

detainees – is “one of most injurious powers that a modern, 

democratic state has over those who are subject to its authority”.
1
 The 

two agencies must therefore exercise that power cautiously, 

proportionately and with meticulous regard for basic human rights. 

Although the imprisonment of an individual does, naturally, represent 

an infringement of his basic rights – the foremost amongst them being 

his right to freedom – the protection of the individual’s rights does not 

end at the prison gates: “[P]risoners and detainees are also entitled to 

physical integrity and human dignity. The prison walls do not separate 

the detainee from human dignity. Prison life, by its nature, deprives 

the inmate of many of the freedoms enjoyed by a free person …, 

however, it does not require the suspension of his right to bodily 

integrity and protection from harm to his dignity as a human being. 

The detainee is deprived of his liberty, but he retains his human 

image”.
2
 

___________ 

1  HCJ 2605/05 The Academic Center for Law and Business, Human 
Rights Division et al v. Minister of Finance, paragraph 25 of the 
judgment of President Beinisch (19.11.09). 

2  HCJ 355/79 Katlan v. Prison Service, IsrSC 34(3), 294, 298 (1980). 
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Each and every year, the Office of the Ombudsman deals with 

numerous complaints relating to the rights of prisoners and detainees, 

both from the prisoners and detainees themselves and from members 

of their families. The right of prisoners to file complaints with the 

Office of the Ombudsman is entrenched in section 35 of the State 

Comptroller Law, which expressly provides that: “A complaint by a 

prisoner …shall be submitted in a sealed envelope, and the IPS 

Commissioner, or a person empowered by him for the purpose, shall 

transfer it, unopened, to the Office of the Ombudsman”. The Office of 

the Ombudsman is careful to make sure that this provision is strictly 

observed, exactly as written.
3
 

___________ 

3  See Ombudsman's Annual Report 36, for 2009, complaint 39 at pp. 
225-226. 
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The Office of the Ombudsman also processed complaints from 

prisoners and detainees in the year 2013. The following is a 

description of six of them: 

 

The Israel Police 

1.  Irregularities in Dealing with a Complaint Regarding a 
Violation of a Detainee's Basic Rights 

MK Orit Struk, while serving as the Director of “the Judea and 

Samaria Human Rights Organization”, filed a complaint with the 

Office of the Ombudsman regarding irregularities in the Police's 

handling of a complaint filed by an individual (hereinafter: “the 

detainee”), concerning the way the complainant was treated by Judea 

and Samaria District police officers while he was detained for 

questioning. 

According to MK Struk, the public complaints officer who looked into 

the complaint failed to properly investigate either the detainee's 

allegations that he was held in a prison cell while his hands and feet 

were bound, or his allegation that he was not taken to an emergency 

room, even though the medic who examined him at the police station 

had stated that he needed to be taken there for immediate medical 

care. She further contended that no proper investigation had been 

conducted regarding the detainee's claim that after being interrogated 

he was sent on his way, even though the police station was located in 

an isolated and hostile area and he had informed the police officers 

that he did not have enough money to travel home from there. 

1. The Office of the Ombudsman's enquiries revealed that the 

public complaints officer had not fully investigated the detainee's 

allegations and had not addressed the claim that he had been held in a 

cell while being bound hand and foot. The Office of the Ombudsman 
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gave the Police a strong reminder that the routine cuffing of detainees 

in closed cells was prohibited according to the relevant law and 

regulations,
4
 and that the result of the Office’s investigation indicated 

that this was not an isolated incident in the District. The Office of the 

Ombudsman stressed to the Police that because the violation of the 

detainee’s rights had been serious, it was obligated to examine the 

conduct of the District's officers in the affair. 

It should be noted that during the Knesset debate which was held in 

the wake of the complaint, representatives of the Public Defender's 

Office and of the Israel Bar Association maintained that detainees 

were routinely cuffed in cells and waiting rooms in police stations and 

that they were cuffed unnecessarily in public places. 

In its response to the Office of the Ombudsman, the Police agreed that 

a person should not ordinarily be held in a locked cell while his hands 

and legs are bound, and that such measures should only be used in 

exceptional cases. Moreover, it had clarified the rules on this subject, 

and the Police Operations Branch had been instructed to remind 

officers of the relevant standing orders and directives. 

2.  Regarding the failure to take the detainee to hospital - the 

investigation indicated that the initial appeal made to the Police 

concerning the matter made no mention of an urgent need to transfer 

the detainee to an emergency room, and even the detainee himself had 

asked not to be taken there until the interrogation was over. The Police 

made clear that the position taken by its physicians, based on Ministry 

of Health guidelines, was that other than in life-threatening situations 

___________ 

4  Section 10 of the Criminal Procedure Law (Enforcement Powers - 
Detention), 5756-1996; section 18(b) of the Criminal Procedure 
Regulations (Enforcement Powers - Detention) (Conditions in 
Detention), 5757-1997; the National Headquarters Directive No. 
12.03.01 regarding “The Treatment of Detainees in Detention Centers”. 
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or situations in which the detainee’s condition is such that it cannot be 

delayed, medical treatment should not be given to a person who 

refuses to receive it, and that in this case the complainant's condition 

did not warrant his immediate evacuation to a hospital. In the light of 

the findings of the Office of the Ombudsman's investigation, there was 

no reason to challenge the Police's position in this matter. 

3.  Regarding the complainant's claim that after being interrogated 

he was sent on his way, even though he did not have sufficient money 

in his possession to return home, the Office of the Ombudsman 

emphasized to the Police that since this problem had been the subject 

of several complaints, consideration should be given as to how to 

resolve it. 

In its response, the Police stated that except in the Judea and Samaria 

District, most of its stations were located in close proximity to a 

public transport route, but that its Investigations and Intelligence 

Branch had nevertheless been instructed to find a solution to this 

problem, especially in relation to the district in question. The Office of 

the Ombudsman will be monitoring the manner in which the Police 

handle this matter. 

(714156) 

 

The Israel Prison Service 

2.  Serious Neglect in Treating the Medical Condition of a 
Prisoner 

The complainant, a prisoner who has been in custody since the year 

2000, protested that the Israel Prison Service (hereinafter: “the IPS”) 

had ignored the findings of the medical tests performed on him in 

2002, which showed he was carrying the Hepatitis C virus 

(hereinafter: “the virus”). According to the complainant, the results of 



State of Israel - The Ombudsman - Annual Reports 39 and 40 _________________  

88 

  

  

  

  

Name of report:  Special Topics 
Publication framework:  State of Israel - The Ombudsman - Annual Reports 39 and 40 
Year of Publication:  2015 

 

the medical tests that had been carried out over the years had gone 

missing from his file, and he had not been given appropriate medical 

treatment. 

In order to investigate the matter, the Office of the Ombudsman asked 

the IPS to forward the complainant's medical file, which was supposed 

to document his medical history from the start of his incarceration, 

including his medical tests and the results thereof. However, when it 

arrived, the medical file held only one document from 2008, and 

documents from 2010 onwards. The IPS maintained that the original 

file, which apparently contained the complainant's earlier medical 

records, had not been located, despite the thorough search which had 

been conducted in order to find it. 

The complainant's partial medical records included a document from 

February 2010, which confirmed that he was carrying the virus and 

that approximately one year earlier he had undergone laboratory tests 

in order to decide what medicinal treatment he should receive. 

However, the matter was never dealt with. The document in question 

described the complainant's medical condition as follows: “Hepatitis 

C for approximately 10 years, has still not received treatment and no 

final determination has been made regarding his case”. 

A document was also found which stated that in May of 2010, a 

doctor had recommended that the complainant undergo various blood 

tests; however, no other document was found showing that such tests 

had been carried out. 

Finally, in August of 2011, the complainant was called in - and then 

only as a result of the Office of the Ombudsman's intervention - to a 

discussion concerning his illness, following which he was sent for 

various tests that confirmed that he was carrying the virus. Since 

January of 2012, the complainant has been receiving medication for 

his illness. 
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Because no proper explanation was given for the continuous failure to 

provide the complainant with medical treatment between the years 

2002 and 2010, and in the absence of any records documenting the 

said treatment, the Office of the Ombudsman reprimanded the IPS for 

the serious omissions in the complainant's treatment, and 

recommended that it take the necessary steps to prevent their 

repetition. 

The IPS has since informed the Office of the Ombudsman that the 

prisoner is currently under continuous medical observation and 

receiving the proper medication for his condition, as recommended by 

the physicians treating him. 

(605186) 

 

3.  Preventing a Former Detainee from Visiting a Prisoner 

The IPS refused to allow the complainant, a former detainee, to visit 

her spouse in prison. 

According to the IPS Commissioner's Directives
5
 (hereinafter: “the 

Directives”), all visits by former prisoners or former detainees require 

prior approval. The IPS responded to inquiries by stating that the 

complainant's request for approval had been denied because of his 

behavior and because of the disciplinary offenses that he had 

committed. The investigation of the complaint nevertheless indicated 

that the IPS had allowed the prisoner to have other visitors. 

According to the Directives, the IPS' decision on whether to allow a 

former prisoner or detainee to visit is supposed to be based on 

considerations regarding the visitor, not the prisoner – including the 

___________ 

5  Directive 04.42.00 regarding “Arrangements for visits to prisoners” 
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relationship between them, the period of time that has elapsed since 

the visitor was released, and the visitor's criminal record. 

The Office of the Ombudsman pointed out to the IPS that in this case 

there had been no justification for preventing the complainant from 

visiting her spouse. 

The IPS accepted the Office of the Ombudsman's criticism and 

informed it that its various district offices would be reminded of the 

provisions of the Directives regulating this issue, so as to prevent the 

repetition of such mistakes in the future. 

(802616) 
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4.  Allegations Regarding Improper Detention Conditions 
and Strip-Search 

The complainant's 19-year-old daughter was held in custody for 

several days at the Neve Tirza Detention Center. The complainant 

objected to the unsanitary conditions at the facility and especially to 

the fact that her daughter had not been provided with basic items such 

as bedclothes. She also complained that her daughter had been 

needlessly strip-searched. 

According to the relevant IPS Directive
6
 (hereinafter: “the Directive”), 

a person entering a detention center is entitled to receive a sheet, a 

mattress and a blanket. A detainee against whom charges have not yet 

been filed (referred to as a “detained suspect”) is also entitled to 

receive a blanket cover. 

The IPS explained to the Office of the Ombudsman that according to a 

decision of the IPS Commissioner, detained suspects are not allocated 

bedclothes, including sheets, because of the concern that the detainees 

might use them to commit suicide. According to the IPS, the danger of 

them being so used is especially high amongst the detained suspect 

population. 

In its remarks to the IPS, the Office of the Ombudsman stated that the 

Directive does not specify that a detained suspect was not entitled to 

the bedclothes given to an indicted detainee; on the contrary, the 

Directive states categorically that a detained suspect is entitled to an 

additional item. The Office of the Ombudsman likewise emphasized 

the importance of bedclothes in maintaining the detainees' hygiene. As 

a result of these comments from the Office of the Ombudsman, the 

IPS decided to provide all detainees with disposable sheets. 

___________ 

6  Directive 04.30.00 regarding “Receipt, Confinement and Release of 
Detainees”. 
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Regarding the allegation that the complainant's daughter underwent an 

unjustified strip-search, the investigators of the Office of the 

Ombudsman found that according to the Directive,
7
 “a frontal 

examination of the naked body of the prisoner” is permitted only 

when a detainee is received into custody in the prison, or if a ground 

for doing so exists, such as a reasonable suspicion that dangerous 

drugs are being concealed. However, it became clear that the 

complainant's daughter was strip-searched when she was being taken 

from the detention center to court to attend a remand hearing. 

Accordingly, and since the IPS did not claim that a ground existed for 

carrying out the search as the Directive requires, the Office of the 

Ombudsman found that the frontal search that had been carried out on 

the complainant's daughter was not carried out in accordance with the 

provisions of the Directive. 

The Office of the Ombudsman pointed out to the IPS that all prison 

guards, and in particular those who performed a frontal search on the 

complainant's daughter, needed to be reminded of the relevant 

provisions of the Directive, and of the conditions that must be satisfied 

before frontal strip-searches of prisoners and detainees will be 

permitted. 

As a result of the Office of the Ombudsman's action, it was announced 

that those in positions of authority within the IPS, including the 

Director of the Prison Guards Training School, had been instructed to 

act as described above. 

 

5.  Unlawful Handcuffing of a Civil Prisoner 

The complainant had been held in the custody of the IPS for several 

days for non-payment of a debt. He complained that he had been 

___________ 

7  Directive 03.06.00 regarding “Searching Persons and Vehicles”. 
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handcuffed when being transferred from the detention center in 

Jerusalem to the Masiyahu Prison. 

In its response, the IPS maintained that although the Prisons 

Ordinance generally prohibits the handcuffing of a prisoner in a public 

place,
8 

this prohibition does not apply when a prisoner is being 

transferred from one detention facility to another, because under those 

conditions, the prisoner is not left in a public place. The IPS pointed 

out that the complainant was handcuffed in the same way that all the 

detainees and prisoners who were being transferred to another 

correctional facility were handcuffed, and in accordance with IPS 

Commissioner Directive 04.22.00. This Directive relates to civil 

prisoners (hereinafter: “the Directive”) and provides that “when the 

Nachshon Unit transfers a prisoner from one place to another, the 

prisoner should be handcuffed”. 

The Office of the Ombudsman called the IPS' attention to the fact that 

the instruction in the said Directive was inconsistent with section 23 

of the Prisons Regulations, 5738-1978, according to which a civil 

prisoner may only be handcuffed if he is trying to escape.
9
 

The Office of the Ombudsman further pointed out that a sweeping 

provision that every civil prisoner was to be handcuffed when being 

transferred from one detention facility to another undermined the 

prisoners’ basic rights to dignity and privacy, and was 

disproportionate. 

___________ 

8  See section 11A of the Prisons Ordinance [New Version], 5731-1971, as 
well as Directive 04.15.01. 

9  The section provides that “[t]he person in charge of transferring 
prisoners may chain the hands and feet of a criminal prisoner if he 
deems it necessary and he may chain one criminal prisoner to another or 
to the guard accompanying him. It is also permitted to chain a civil 
prisoner as stated above if he is trying to escape”. 
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As a result, the IPS informed the Office of the Ombudsman that it 

intended to change the wording of the Directive so that it would 

provide that when being transferred between detention facilities, a 

civil prisoner may only be handcuffed if he is trying to escape from 

custody, as stated in the above-mentioned section 23. The Office of 

the Ombudsman made clear to the IPS that even before the Directive 

was amended, it  was necessary to instruct the parties responsible for 

transferring prisoners to refrain from handcuffing civil prisoners 

(including in a non-public place), unless they were trying to escape. 

(710877) 

 

6.  Detention of Security Prisoners in Unsuitable Conditions 

Prisoners' petitions to the Nazareth District Court are heard in a 

courtroom located next to the Tzalmon Prison (hereinafter: “the 

Prison”). Prisoners who are summoned to attend the hearing of their 

petitions are kept in the transit wing of the Prison (hereinafter: “the 

Transit Wing”) until the hearing. After the hearing is over, they are 

returned to the prison in which they are serving their sentence. 

The complainant, a security prisoner who had filed several petitions in 

the Nazareth District Court, complained that he had been held in 

unsuitable conditions in the Transit Wing. According to him, the 

detention conditions of security prisoners are inferior to those of non-

security prisoners. 

During their visit to the prison, the representatives of the Office of the 

Ombudsman found that the conditions in the transit wing in which the 

security prisoners were held were more crowded than those in which 

the non-security prisoners were held. They also noticed that in some 

of the cells in which the security prisoners were held, there was no 

partition between the toilet and the prisoners' living space, which 
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undermined their privacy and dignity. The representatives also found 

that the transit wing was infested with insects. According to the 

security prisoners, the insects in question stung them, especially when 

they were asleep, causing rashes and itching. The Office of the 

Ombudsman instructed the IPS to take all necessary steps in order to 

improve the conditions in which security prisoners are held in the 

transit wing. 

The IPS has reported to the Office of the Ombudsman that a number 

of measures have been taken to correct the irregularities, including the 

use of pesticide to remove the insect problem. The IPS added that 

funds were recently budgeted for additional improvements. 

(805262) 
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Data on the Complaints Received 

The Office of the Ombudsman investigated forty-five 

complaints in 2013 pursuant to sections 45A-45C of the State 

Comptroller Law, 5718-1958 [Consolidated Version] 

(hereinafter: “the Law” or “the State Comptroller Law”), three 

of which were filed by internal auditors who claimed that they 

had been harmed as a result of action taken in carrying out their 

duties. Eight of the complaints filed came from government 

ministries, ten concerned State institutions, sixteen related to 

local authorities and municipal bodies, and nine involved 

government corporations and other public bodies. Two 

complaints were from bodies against which complaints cannot 

be filed pursuant to the State Comptroller Law. 

 

Results of the Investigations 

The Office of the Ombudsman completed the handling of forty 

complaints concerning whistleblowers in 2013. The 

investigations of seventeen complaints were completed and in 

two cases the complaints were found to be justified and 

permanent orders were issued to protect the complainants; the 

investigations regarding thirteen other complaints were 

terminated, in most cases because the matters which they related 

to had been resolved, either as a result of the Ombudsman's 

intervention or for other reasons. A further ten complaints were 

rejected outright, after they were found not to satisfy the 

requirements of the State Comptroller Law regulating the 

investigation of whistleblowers' complaints or other stipulations 

in the Law, or after it became clear that they related to bodies 

regarding which the Ombudsman is not authorized to investigate 

complaints. 
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During that year, the State Comptroller and the Ombudsman 

(hereinafter: “the Ombudsman”) issued nine protection orders: 

two permanent protection orders and seven temporary orders. 

The following is a description of how two complaints which led 

to the issuance of permanent protection orders were handled: 

 

Complaints in Relation to which Permanent 
Protection Orders were Issued 

1. The Municipality of Bat Yam - Protection of a 
Whistleblower 

On 6 July 2011 the complainant, a building inspector in Bat Yam 

Municipality engineering department (hereinafter: “the 

Municipality”), was summoned to appear before the Municipality’s 

dismissals committee. On 10 July 2011 the complainant asked the 

Ombudsman to exercise his authority under section 45C(a) of the 

State Comptroller Law, and to issue an order that would provide him 

with protection as a whistleblower. 

According to the complainant, he was summoned to appear before the 

dismissals committee because he had cooperated with the Israel Police 

in exposing acts of corruption within the Municipality, cooperation 

which resulted in a recommendation to indict the Mayor and other 

senior municipal employees. According to the complainant, some of 

those senior employees also sat on the same dismissals committee 

which was supposed to adjudicate his case. 

The complainant added that even before his cooperation with the 

Israel Police had been discovered, sources within the Municipality 

suspected him of cooperating with investigative reporters from the 

program “Uvda” (hereinafter: “Uvda”), in preparation for an episode 

of that program which was broadcast on 17 February 2008 
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(hereinafter: “the Program”). The Program suggested that 

irregularities and corruption offenses had been committed within the 

municipal government, including the unlawful granting of permits by 

the engineering department to members of the Mayor's family. 

According to the complainant, he had not been in contact with Uvda's 

investigative reporters. 

On 12 July 2011, the Ombudsman issued a temporary protection order 

(hereinafter: “the temporary order”) which was designed to protect the 

complainant's rights while the complaint was being investigated. The 

temporary order forbade the Municipality from continuing the 

dismissal proceedings against the complainant or from undermining 

his position, status, responsibilities and rights. 

Sections 45A(1) and 45C(a) of the State Comptroller Law provide that 

the Ombudsman will issue a protection order for an employee who has 

protested about acts of corruption at his workplace, if the Ombudsman 

is satisfied that the employee's rights and status have been undermined 

as a result of his having exposed the acts of corruption to someone 

having the authority to investigate them (such as the internal auditor, 

the Israel Police or the State Comptroller). 

The complainant's cooperation with the Police is viewed as a report of 

acts of corruption. The investigation of this building inspector’s 

complaint therefore focused on examining the causative connection 

between the complainant's report and the summons issued to him to 

appear before the dismissals committee. 

The Municipality claimed that until the temporary order was issued on 

12 July 2011, it had been completely unaware of the complainant's 

involvement in exposing acts of corruption within its ranks, and that 

there was therefore no possibility of a connection between the 

intention to fire him and his whistleblowing activities. The findings of 

the investigation do not support this contention: 
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1.  The investigation revealed that in 2010 the Police had 

confronted sources within the Municipality - including its director-

general, the city engineer and the Mayor's brothers - with testimonies 

given by the complainant. Moreover, the Municipality's legal advisor 

confirmed that Police detectives had brought to her attention details of 

the complainant's evidence, which was provided when statements 

were taken from him in June 2010. 

2.  It appeared that shortly before the Program was broadcast, the 

Municipality assigned a private detective to follow the complainant 

and another building inspector employed by the Municipality. While 

the Municipality claimed that there was no connection between the 

ordering of this surveillance and the broadcasting of the Program, it 

failed to offer any logical reason why it had taken this unusual step. 

The Municipality further maintained that it had sought to terminate the 

complainant's employment because he had for years failed to properly 

carry out his job, a shortcoming which manifested itself in his failure 

to issue indictments for building offenses or to inspect properties 

which needed inspection; in a contemptuous attitude towards the 

Municipality's residents; and in the commission of various 

disciplinary offenses. The Municipality added that the complainant 

was also suspected of having committed criminal offenses - in 

particular, bribery offenses. However, no support was found for these 

claims either: 

1.  An examination of the complainant's personal file with the 

Municipality showed that from the time he began working there in 

1996 until 2008, the year in which the Program was broadcast, there 

were no documents in his personal file attesting to an employee who 

had been “problematical for years” (apart from one complaint in 2000 

regarding his performance). While the Municipality did forward to the 

Office of the Ombudsman documents that it claimed demonstrated the 
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shortcomings in the complainant's performance, these documents had 

not been placed in his personal file, and did not contain anything to 

support the allegation that he was a poor worker. 

2.  Moreover, it was found that the complainant's supervisor only 

began censuring him concerning his work after the Program had been 

broadcast, and that the initial reprimands concerned events that had 

taken place a year earlier. Common sense dictates that if the 

supervisor had believed that the complainant needed to be brought to 

order for these events, he would have done so shortly after they 

occurred. 

3.  Concerning the failure to file indictments and carry out 

inspections, it was found that these failures had occurred due to 

reasons that had nothing to do with the complainant. These reasons 

include, inter alia, an acute and persistent shortage of inspectors, the 

absence of a professional and guiding hand in the supervision 

department and, it appears, the deliberate interference of elected 

public officials and senior position holders in the activities of the 

municipal enforcement machinery. Indeed, because of these factors, 

the Municipality virtually never enforced the planning and building 

laws against residents who built without first obtaining a permit. 

4.  The Municipality's allegations that the complainant showed 

contempt towards the residents were general, and since they were not 

brought to his attention at the time the grievances were heard, he was 

not given any opportunity to respond to them. When the Office of the 

Ombudsman asked for the complainant's response to these allegations, 

he was surprised to discover that they existed at all, and denied that he 

had even heard the names of the residents who had made the 

allegations. 

5.  It was discovered that some of the suspected bribery offenses 

had never been investigated, and that there was no evidence to support 
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the rest of the suspicions that were examined by the Police or by the 

Municipality auditor. 

The State Comptroller Law provides that the Office of the 

Ombudsman has a statutory duty to investigate the reasons that led the 

Municipality to take action against a whistleblower at the time that 

action was taken,
1
 and according to case law, all that the worker must 

show is that the exposure of the corruption played a material part in 

the decision to reduce his terms of employment or to dismiss him.
2
 

The findings of the investigation supported the complainant's version 

of events, according to which his supervisors wanted to fire him 

because he assisted the Police in exposing corrupt practices within the 

Municipality - practices for which its senior officials were put on trial 

- and because they suspected that he had supplied information to 

Uvda's investigative journalists. 

Given these circumstances, the onus was on the Municipality to prove 

that the complainant's exposure of the acts of corruption was not the 

reason, or one of the reasons, for his dismissal. However, the 

Municipality was unable to convince the Ombudsman that the 

decision to summon the complainant before the dismissals committee 

had been based only on professional and relevant considerations, and 

that it had not been influenced in any way by his actions in exposing 

___________ 

1  While the complaint was being investigated, the Municipality provided 
the Office of the Ombudsman with documents concerning events which 
took place after the complainant had been summoned to appear before 
the dismissals committee. However, these events are not relevant to the 
question of whether the conditions stipulated in the State Comptroller 
Law for granting a protection order had been satisfied at the time the 
summons was issued.  

2  Labor Appeal 259/06 Rafi Rotem - State of Israel/Ministry of Finance 
(20.9.07); Labor Appeal 19605-11-10 Yair Ben Shimon - State of Israel 
(11.3.13); Labor Appeal 20567-11-11 Moshe Chazu - Israel Railways 
Ltd et al (4.6.13).  
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the acts of corruption. The Municipality likewise failed to prove that 

the complainant had not been properly carrying out his duties for a 

long time, such that it eventually became necessary to fire him; nor 

was the Municipality able to provide a plausible explanation for the 

timing of the decision to dismiss him. 

In the light of the foregoing, the Ombudsman issued a permanent 

protection order for the complainant, according to which the 

Municipality was forced to halt the proceedings leading to his 

dismissal. The protection order also compelled the Municipality to 

refrain from undermining the status, rights and responsibilities of the 

complainant in any other way, and required the Municipality to place 

at his disposal all the means necessary for him to carry out his job. 

(606929) 

 

2.  The Municipality of Upper Nazareth - Protection of a 
“Gatekeeper” 

The complainant, who served as treasurer and head of the fiscal 

administration of the Municipality of Upper Nazareth (hereinafter: 

“the Municipality”), was summoned by the Mayor to a pre-

dismissal/suspension hearing. He submitted a complaint to the 

Ombudsman, in which he asked for an order to be issued for his 

protection under section 45C of the State Comptroller Law. 

According to the complainant, he was summoned to the hearing as a 

result of action he had taken in order to prevent the commission of 

what appeared to be criminal acts and irregular financial dealings by 

the Municipality and the person who stood at its head. These included 

the Mayor's decision not to publish a tender in order to hire a company 

to enforce the parking laws in the city, which had been opposed by the 

complainant, the Municipality's comptroller, and its legal advisor - all 

of whom believed that extending the contract of the company which 
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was currently dealing with enforcement of the parking laws in the city 

was not economically viable. Similarly, the complainant suspected 

that the parking authority, the company and the Municipality were 

involved in irregular and criminal activities. Although he expressed 

his concerns to the Mayor, the latter did nothing regarding the matter 

and tried to cover it up. In the light of the Municipality's inactivity in 

the matter, the complainant reported its conduct to the Police. 

The complainant further maintained that after he asked the 

Municipality's external legal advisor for an opinion regarding payment 

of the Mayor's and his bureau manager's plane tickets and hotel bills 

in relation to participation in a conference in Eilat, the Mayor 

instructed the complainant to cancel his participation in a conference 

for treasurers of local authorities, even though the Mayor had 

previously approved of his attendance. The complainant decided to 

use part of his annual vacation leave in order to attend the conference, 

at his own expense; however, after he had already left for the 

conference, the Mayor demanded that he return to work immediately. 

The complainant did return immediately, but the Mayor accused him - 

in radio and local newspaper interviews - of committing serious 

disciplinary offenses. Shortly thereafter, the complainant was 

summoned to a pre-dismissal hearing. 

After receiving and examining the complaint, the Ombudsman issued 

a temporary order which was designed to protect the complainant's 

rights while his case was being investigated. The Ombudsman ordered 

the Municipality not to hold a hearing for the complainant or to act in 

any other way to bring about his dismissal or suspension, or to 

undermine his rights, position or terms of employment, until some 

other order or instruction was given. 

In its response, the Municipality claimed that the complainant had 

failed to satisfy the conditions stipulated in the State Comptroller Law 
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for the granting of a protection order to an employee who had exposed 

corruption, because, inter alia, the steps that he had taken, as 

described in the complaint, including his referral of irregular activities 

and apparent offenses within the parking authority to the Police, could 

not be seen as constituting an exposure of “acts of corruption”. 

According to the Municipality, because the District Attorney's Office 

had closed the investigation file on the grounds of “insufficient 

evidence” (of the alleged crimes and acts of corruption), the act of 

filing a complaint with the Police could not be regarded as an 

“exposure of acts of corruption”. 

However, it was found that the Police had indeed decided to arrest 

some of those who were involved in the affair, including the Mayor's 

assistant. Additionally, the investigation file had not been closed on 

the grounds of “lack of culpability” which would have meant that the 

Police had found no evidentiary basis at all for the alleged offenses - 

rather, the reason for the file’s closure had been “insufficient 

evidence”, meaning that the evidence in the case was sufficient to 

raise a suspicion that an offense had been committed, but insufficient 

to prove the suspect's guilt. In the light of the foregoing, the 

Ombudsman decided that the evidence was sufficient to support the 

claim that the complainant had not filed a spurious complaint, and that 

he indeed intended to cause the investigation of suspected criminal 

activities which had ostensibly been committed within the parking 

authority. 

It should be noted that in order to satisfy the conditions stipulated in 

the State Comptroller Law for issuing an order to protect a 

whistleblowing employee, it is sufficient for the Ombudsman to be 

convinced that the complainant genuinely and reasonably believed 

that he was warning about acts of corruption; as long as the 

complainant is not making baseless claims without any documentary 

evidence to support them, he can be understood to have satisfied the 



State of Israel - The Ombudsman - Annual Reports 39 and 40 _________________  

108 

  

  

  

  

Name of report:  Special Topics 
Publication framework:  State of Israel - The Ombudsman - Annual Reports 39 and 40 
Year of Publication:  2015 

 

above-mentioned conditions.
3
 It should also be noted that one clear 

case of the exposure of corruption is sufficient for this condition to be 

satisfied. 

However, in order for a protection order to be issued pursuant to the 

State Comptroller Law, it is not enough that the complainant has 

exposed acts of corruption. The Ombudsman must also determine 

whether, as the Municipality contended, the decision to summon the 

complainant to a hearing was based on  relevant considerations only, 

the goal of which was to terminate the employment of a city treasurer 

who had not been doing his work properly and had disobeyed the 

Mayor; or whether the decision to dismiss was based on the 

complainant's work as a gatekeeper and his attempts to prevent acts of 

corruption in the Municipality – attempts which were anathema to the 

Mayor, who therefore sought his dismissal. 

In this context, the Mayor pointed out that he took up his post in 2008, 

after his predecessor had led the Municipality for more than 30 years. 

According to him, he had sought to establish a new agenda and 

change the order of priorities, after finding a system which had 

operated for many years without examination and new thinking, and 

that this approach was unpopular with some of the senior staff in the 

Municipality, amongst them the complainant. 

The Mayor added that the complainant did not understand that his job 

was to implement policy, not to determine what the policy should be - 

and that the complainant had, by his actions, made it difficult to run 

the Municipality properly. Moreover, the complainant's inter-personal 

relations were not good and he had not carried out his duties 

faithfully. For example, he had delayed issuing a salary anomalies 

___________ 

3  Labor Appeal 19605-11-10 Yair Ben Shimon - State of Israel (11.3.13); 
Labor Appeal 537/07 Tal - Ilanot Betucha Investment House Ltd 

(10.6.10) 
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report, had baselessly deleted debts to residents without 

documentation and had acted in a manner that was inconsistent with 

the Municipality's welfare. 

The Municipality rejected the complainant's allegations concerning 

the issuance tender for the work of enforcing the parking laws, and 

explained that it had extended the contract of the company it had hired 

to enforce them by only one year, because it intended to deal with the 

enforcement of the parking laws on its own. Even then it had 

conducted negotiations with the company, which resulted in a 

reduction in the company's profits from 70% to 50%. According to the 

Municipality, the complainant's insistence on not extending the 

company's contract by a further year was motivated by irrelevant 

considerations. 

According to the results of the investigation, the complainant had 

taken up the matter of the improper functioning of the parking 

authority with the Mayor on several occasions. In the complainant's 

words, this improper functioning also raised suspicions of criminal 

activity. Moreover, the complainant and other officials in the 

Municipality claimed that continuing the contract with the company 

that was responsible for enforcing the parking laws constituted a waste 

of resources. The Municipality maintained in its response to the 

complaint that the contract with the company had been extended for 

one year only, until the organizational change that had been decided 

upon was implemented. However, it was found that at the time that the 

permanent order was issued, over two years after the Municipality's 

said response, the organizational change had not yet been carried out. 

The Municipality had even, in the meantime, published a tender and 

as a result thereof had entered into a contract with another company. 

The Mayor denied that he had objected to the complainant filing a 

complaint with the Police regarding suspected irregularities in the 
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parking authority's activities, and claimed that when the above-

mentioned suspicion arose, he had ordered that a thorough investigation 

of the matter be conducted, and had even instructed the complainant to 

file a complaint with the Police. This is not, however, the picture that 

emerged from the investigation. The results of the investigation 

indicated that the Mayor acceded to his request and authorized him to 

file the complaint only after the complainant reiterated his suspicions of 

criminal activities within the parking authority and insisted on filing a 

complaint with the Police concerning the matter. 

The investigation also showed that during the week that elapsed 

between the date on which the complainant filed his complaint with 

the Police and his being summoned to a hearing, the Mayor's conduct 

towards him worsened and he took several measures against the 

complainant for which there was no reasonable justification: the 

Mayor informed the complainant that he was no longer fit to 

participate in a limited staff forum and even disconnected him from 

the link which had until that time enabled him to work on his personal 

computer at home; he made what was found to be a baseless 

accusation against the complainant, to the effect that the complainant 

had instructed his secretary to forge the date of a particular letter; and, 

as noted above, he cancelled the complainant's participation in the 

treasurers’ conference shortly after the complainant had raised 

questions regarding the Mayor's trip to a conference in Eilat. The 

Mayor, who had informed the complainant that he had decided to 

travel to the conference in his car and to return on the same day in 

order to save costs, instructed the complainant not to leave for the 

treasurers' conference on the grounds that “a treasurer, like a mayor, 

needed to show by personal example how the policy regarding 

cutbacks was being implemented”. However, notwithstanding his 

instruction to cut costs and its proportionate application to the 

complainant, it appears that the Mayor did not cancel the participation 
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of five of the Municipality's department managers in another 

conference that took place at the same time. 

The Mayor claimed that the complainant's departure for the 

conference, in violation of the instructions he had given to him, was 

tantamount to a disciplinary offense. The Mayor even sent the 

complainant two letters of reprimand by courier, to the hotel in which 

he was staying, and forced him to return to work before the end of the 

conference. Even though in this case the complainant had violated an 

explicit instruction from the Mayor, and a reprimand regarding such 

conduct may have been warranted, the Mayor's response in the matter 

was disproportionate. The clear impression arising from this factual 

account is that the Mayor's actions were motivated not so much by the 

complainant's insistence on attending the conference (at his own 

expense), but rather by the complaint that he had filed with the Police 

two days earlier. 

The letter summoning the complainant to the hearing set out several 

reasons for the complainant's dismissal, including the trip to the 

treasurers' conference and the forging of the date in a letter, an 

allegation which, as stated above, was found to be baseless. After 

considering the grounds set out in the letter, the Ombudsman 

concluded that some of them were too general to carry any weight and 

that the others, even if they were factually supported, could not 

reasonably justify the disproportionate measure of dismissing a 

treasurer who had served in his post for many years. As regards the 

Mayor's allegations that the complainant himself is not free from 

corruption, the Ombudsman found that while these appeared to be 

serious allegations, they were not mentioned in the letter summoning 
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the complainant to the hearing, and therefore should not be regarded 

as one of the grounds being given for his dismissal.
4
 

In the light of the foregoing, the Ombudsman found that the Mayor's 

actions from the time that the complaint was filed with the Police 

attested to a pattern of harassment levelled against the complainant. 

Because the complainant had proven that he had exposed corruption 

and that immediately thereafter the Mayor took several measures 

against him, the last of which was to summon him to a pre-dismissal 

hearing, the Mayor was required to substantiate his claim that he had 

decided to terminate the complainant's employment on purely 

professional and relevant grounds and not because he had exposed the 

acts of corruption as described above. However, the Mayor failed to 

present the Ombudsman with a factual account which enabled him to 

determine that the reasons given for his decision were reasonable and 

no convincing explanation was given for the draconian measures 

which the Mayor took against the complainant during the week 

following the filing of the complaint with the Police. 

The Ombudsman found that the complainant had acted according to 

the requirements of his job as treasurer and as “gatekeeper” in order to 

protect the good governance of the Municipality. The Ombudsman 

also found that his actions were anathema to the Mayor; that they were 

indeed taken into consideration when the decision was made to initiate 

proceedings for his dismissal; and that therefore, on a prima facie 

___________ 

4  While in the Municipality's response to the investigation's findings it 
was claimed that the Mayor had not received legal advice before the 
letter summoning the complainant to a hearing was written and therefore 
did not know how to plan his moves from a legal standpoint, this does 
not explain why the Mayor did not set out in that letter many allegations 
against the complainant which he described at length after the 
temporary order was issued, some of which were vague and 
unsubstantiated. 
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basis, a causal connection existed between the complainant's actions 

and the damaging response towards him. 

The investigation's findings were forwarded to the Municipality for its 

response before a final decision was taken regarding the complaint. In 

its response to these findings, the Municipality maintained that after 

the complainant had been granted a temporary protection order, his 

behavior deteriorated and the irregularities in which he was involved 

became more pronounced. The Municipality claimed, inter alia, that 

the complainant had slandered the Mayor through media channels; 

had prevented the approval of allocations and payments; had changed 

decisions taken by the Mayor at a meeting of the procurements 

committee; and had failed to prepare or approve budgets, leading to a 

reduction of the Municipality's revenues. The Municipality likewise 

claimed that the complainant had given information to members of the 

opposition, and had been involved in political machinations. 

Since these allegations relate to events which took place after the 

complaint had been filed and the temporary order issued, they did not 

relate to the issue of whether the conditions stipulated in the State 

Comptroller Law for justifying the complaint at the time it was 

submitted
5
 have been satisfied. However, they are to be taken into 

account when deciding on the appropriate relief to be given to the 

complainant in the circumstances, since section 45C(a) of the State 

Comptroller Law provides that when a decision is made to grant a 

protection order, consideration must be given to the proper 

functioning of the body in question. 

After weighing all the evidence, including the allegations regarding 

unsound work relations within the municipality, an issue which also 

___________ 

5  See paragraph 24 of the decision in the Ben Shimon case, note 1 above.  
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came up in a special inspection report on the Municipality,
6
 as well as 

the findings regarding the complainant's conduct (such as his 

departure for the treasurers' conference in violation of the Mayor's 

instructions), the Ombudsman determined that the these factors 

carried less weight than the combined weight of the serious 

shortcomings concerning the functioning of the Municipality and its  

head. The Ombudsman determined that the dismissal proceedings 

were based on extraneous considerations, and that they had been 

initiated in response to, inter alia, the actions taken by the 

complainant, who had been fulfilling his duty as a “gatekeeper”. The 

Ombudsman emphasized that since the purpose of issuing a protection 

order under the State Comptroller Law was to encourage the exposure 

of corruption in public bodies by providing suitable protection for the 

“whistleblowers” employed by them, it was fitting, in appropriate 

cases, to allow a complainant who had exposed the corruption to stay 

in his position and place of work, and not to limit the remedy, for 

example, to pecuniary compensation.
7
 

Given these circumstances, the Ombudsman decided to issue a 

permanent protection order for the complainant, which cancelled the 

pre-dismissal/suspension hearing summons he had received and 

prohibited the Municipality from undermining his rights, position or 

terms of employment in any way. 

(501355) 

 

___________ 

6  The State Comptroller, Local Government Audit Reports for the Years 
2011-2013 (published in 2012), p. 711.  

7  See, in this matter, HCJ 6840/01 Feltsman v. Chief of the General 
Staff, Israel Defense Forces, IsrSC 60(3) 121, 145 
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Introduction 

The Office of the Ombudsman uses mediation proceedings to deal 

with complaints considered suitable. The purpose of mediation is to 

resolve the dispute between the complainant and the body against 

which the complaint was made through understanding and agreement. 

This method of dispute resolution has been used increasingly in Israel 

in recent years, and it is also utilized by ombudsman institutions in 

other countries as an aid in carrying out their activities. 

The use of mediation proceedings is particularly effective for 

complaints concerning disputes in which the parties have an ongoing 

relationship (such as conflicts between an employer and an employee), 

or cases in which several bodies are the subject of the complaint or in 

which the complaint relates to the conduct of a public servant. 

Mediation is also a useful tool when the source of the dispute is a 

misunderstanding or a communication problem between the parties, or 

when the relief sought by the complainant is recognition of his 

grievance or an apology. In many cases mediation helps get to the root 

of the dispute between the complainant and the public authority and 

enables them to reach a joint solution. 

Experience has shown that the use of mediation as a method for 

dispute resolution is helpful for both the complainant and the public 

authority, and allows them to arrive at mutually satisfactory solutions 

which improve their reciprocal relationship. In many cases, mediation 

proceedings can also streamline the handling of complaints and reduce 

the time needed to investigate them. 

The proceedings are conducted by Office of the Ombudsman 

employees who have been trained to serve as mediators, and they take 

place at the Office of the Ombudsman's offices throughout the 

country. The Office of the Ombudsman has recently begun 
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cooperating with mediation centers and mediation units within the 

various bodies against which complaints are filed. 

It should be noted that at any stage of the mediation proceedings, each 

party may ask that the mediation be terminated and that the 

investigation of the complaint be carried out in the usual way. Should 

mediation efforts fail to produce an understanding and agreement 

between the parties, the normal complaint investigation process 

resumes, culminating in a decision by the Office of the Ombudsman 

as to whether the complaint is justified. 

In 2013, the Office of the Ombudsman dealt with a number of 

complaints through mediation proceedings. The following is a 

description of four of them: 

 

The National Insurance Institute 

1. Mental Anguish as a Result of Investigation 

The complainant’s wife was injured in three work accidents, as a 

result of which she was recognized by the National Insurance Institute 

(hereinafter: “the NII”) as disabled. In January 2010, the wife decided 

to file a claim with the NII to increase the percentage of her disability, 

due to a deterioration in her medical condition which she proved by 

submitting medical certificates to the NII's Medical Committee. 

Several months later, two people arrived at her home and introduced 

themselves as Bezeq company technicians and asked her, using 

various pretexts, to undertake certain tasks. With hindsight it became 

clear that the two were private investigators who had been hired by the 

NII and that they had filmed the wife using a hidden camera. A video 

recording was sent to the wife for her response, which she gave by 

producing photographs which, according to her, accurately showed 
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her physical situation. However, based on the investigators' recording, 

the NII Medical Committee denied her claim. 

 In accordance with her rights under the National Insurance Law 

[Consolidated Version], 5755-1995, the wife filed an appeal with the 

Regional Labor Court against the Committee's decision and regarding 

the modus operandi of the NII's investigators. However, the Labor 

Court decided that there was no justification for interfering with the 

Medical Committee's decision to base its findings on the investigators' 

recording. 

The complainant filed a complaint regarding the decision in question 

with the Office of the Ombudsman. The Office dismissed the 

complaint with prejudice based on section 38(5) of the State 

Comptroller Law, which prohibits the Office of the Ombudsman from 

investigating a complaint if the substance of the complaint has already 

been adjudicated by a court or tribunal. 

The complainant had difficulty accepting the latter decision and made 

numerous phone calls to the Office of the Ombudsman in which he 

asked for a reconsideration of the dismissal of the complaint. The 

complainant reiterated that as law-abiding citizens he and his wife had 

difficulty reconciling themselves with the fact that their honesty and 

integrity had been questioned, and that they could not overcome the 

opprobrium which they felt at having been the subject of a home visit 

by investigators. The complainant noted that he had written regarding 

the matter to the director of the NII's National Fraud Investigations 

Unit, but had only received a terse reply in which the director quoted 

the sections of the National Insurance Law that allow the NII to 

investigate those claiming entitlement to an allowance. 

In the light of the emotional trauma endured by the couple as a result 

of the investigation, the Office of the Ombudsman felt that a 
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mediation session should be held between them and the NII's 

representatives. 

After the parties' agreement to the proceedings had been obtained, a 

mediation hearing took place at an office of the Office of the 

Ombudsman, attended by the complainant and his wife, the manager 

of the branch of the NII that had dealt with the wife's case, and the 

director of the NII's National Fraud Investigations Unit. After 

explaining the nature and purpose of the mediation proceedings to the 

parties, each of them was given the opportunity to present his position 

and sentiments regarding the case. Initially, the couple found it 

difficult to accept the stance taken by the NII's representatives. 

However, as the proceedings progressed and the NII's representatives 

displayed empathy and understanding regarding the emotional trauma 

the couple had experienced, the complainant and his wife became 

willing to listen to the explanation given by the NII's representatives – 

that the decision to dispatch the investigators to their house had been 

made according to the NII's standard operating procedures, and that 

there had been no intention to harm them or to cast doubt on their 

honesty. The branch manager even expressed willingness to assist the 

wife to the extent that he could, should she decide to renew her claim,  

something she had previously been hesitant to do for fear that the NII 

would try to “harass” her. 

At the conclusion of the mediation meeting, the couple stated that the 

process had substantially alleviated their harsh feelings and expressed 

willingness to maintain contact and cooperate with the NII's 

representatives. 

)611620(  
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The Israel Police 

2. A Police Officer’s Insulting Behavior 

The complainant was asked by a traffic policeman to stop at the side 

of the road because he was disrupting traffic. According to the 

complainant, the officer said the following to him: “You are a 

dangerous driver, you're old, your license should be revoked and you 

should be taken off the road”. The complainant, a former senior civil 

servant who lectured at a university on subjects relating to local 

government and, in particular, ethical standards for local authorities, 

was deeply offended by the police officer's words. 

Given the nature of the complaint - insulting behavior on the part of a 

public official - it was found to be suitable for referral to mediation. 

After the parties gave their consent, a mediation meeting took place 

which was attended by the complainant and the police officer. 

At the meeting, each party presented his view of the incident to the 

other party. The complainant was thankful for having been given the 

opportunity to meet with the policeman, and described how he had felt 

hurt and insulted at the time of the incident. The policeman 

maintained that he was brought up with the values of respecting others 

in general, and senior citizens in particular; that he had not intended to 

offend the complainant and that his words had been misunderstood. 

The policeman apologized to the complainant, and at the end of the 

meeting it was agreed that the complainant would give a lecture to 

police officers on the subject of ethics. 

The Police reported to the Office of the Ombudsman that pursuant to 

the agreement reached at the meeting, it would endeavor to coordinate 

with the complainant a time and place for his lecture, and the Office of 

the Ombudsman was recently told that the complainant would lecture 
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at an officers' conference in the district where the incident had 

occurred. 

)806243(  

 

The Airports Authority 

3. Unbefitting Conduct of a Security Guard During a 
Security Check 

 In the course of a security check at the Sde Dov Airport, an argument 

broke out between the complainant, who was about to board a flight 

for Eilat, and the security guard. According to the complainant, a 

university lecturer by profession, the security guard asked him 

questions about books which he had bought before the flight for the 

purposes of his job. The complainant, who did not understand what 

the question had to do with the security check, replied that the guard 

was free to examine the books, but that she would not understand their 

contents. The security guard took offence and refused to continue the 

inspection procedure unless the complainant apologized to her, which 

he eventually did. 

In the complaint which he filed following the incident with the 

Airports Authority's Public Complaints Unit (hereinafter: “the Unit”), 

the complainant claimed that there had been no need to demand an 

apology from him. The Unit replied to him that he was responsible for 

the incident by refusing to answer legitimate questions regarding the 

books he was carrying with him, and that he had insulted the security 

guard by making a comment to her that was hurtful. 

At this stage, the complainant filed a complaint concerning the matter 

with the Office of the Ombudsman. Having regard to the nature of the 

complaint, the Office of the Ombudsman proposed to the complainant 

and the Airports Authority that they participate in a mediation 
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meeting, and such a meeting was held after the parties expressed their  

willingness to do so. 

The mediation meeting was attended by the complainant and by 

representatives from the Airport Authority's head office, the Public 

Complaints Unit and by the Sde Dov Airport Security Unit. 

At the start of the meeting, each party expressed considerable anger at 

the other party’s conduct and also indicated a desire to initiate legal 

proceedings. As the meeting progressed, each party presented his 

viewpoint: the complainant described the humiliation that he felt at 

being forced to apologize as a condition for the continuation of his 

security check, while the Airports Authority's representatives 

described the complex nature of the security work. 

During the meeting, each party had an opportunity to see the situation 

from the other's point of view: the Public Complaints Unit's 

representative apologized for the words used in the reply given to the 

complainant, while the Sde Dov Security Unit's representative 

announced that a lesson had been learned from the incident and that 

the security guards would be briefed accordingly. 

At the end of the meeting, each side declared in writing that there had 

been no intention to harm the other, either during the security check or 

in the correspondence which followed it. The complainant even noted 

how much he appreciated the work of the Airports Authority's Public 

Complaints Unit, and an understanding was reached with the Security 

Unit's representative, regarding the way in which similar incidents 

might be avoided during security checks before his frequent flights to 

and from Eilat. 

)804684(  
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A Local Authority in Northern Israel 

4. Placement of a Pupil against her Parents' Request 

In September 2013, at the start of the 2013-2014 school year, the 

parents of a five-year-old girl from a community in northern Israel 

filed a complaint regarding the local authority's denial of their request 

to place their daughter in the same kindergarten that she had attended 

the year before. According to the parents, although they had initially 

thought to place their daughter in the first grade, they had decided, 

shortly before the start of the summer vacation, that it would be better 

for her to remain in kindergarten for another year. However, upon 

contacting the local authority's education department, they learned that 

there was no longer any place left for their daughter in the 

kindergarten she had attended during the previous year. The parents 

were enraged and a crisis of confidence ensued, which resulted in 

awkward and heated exchanges between the parents and the authority, 

and a failure to reach an agreed-upon solution regarding the placement 

of the child who meanwhile was left without any educational 

framework. 

Since an urgent solution to the problem was needed, and having 

regard to the parties' charged emotions, the Office of the Ombudsman 

decided to deal with the complaint through mediation, and the parties 

were invited to a mediation meeting. The meeting took place at an 

Ombudsman branch office that had recently been opened in Kiryat 

Shmona, and it was attended by the parents and senior representatives 

of the local authority. 

At the start of the meeting, each party explained the position situation 

from their point of view, and in this way the misunderstanding 

between them which had developed during the registration 

proceedings for the school year was clarified. 
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The parents emphasized the importance of their daughter being placed 

in the same kindergarten that she was used to, while the local 

authority's representatives emphasized the overall needs of the 

authority's education system which they were responsible for 

maintaining. 

The Office of the Ombudsman representatives endeavored during the 

meeting to restore confidence between the parties for the sake of their 

shared objective: the daughter’s welfare. 

At the end of the meeting, the parties reached an agreement whereby 

the child would be placed in the kindergarten she had attended the 

year before, and she was placed in that kindergarten the next day. 

Similarly, the parties agreed upon the way in which they would 

behave towards each other in the future, which included the 

maintenance of cordial and to-the-point communications. 

)809954(  
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Introduction 

Sometimes an investigation conducted by the Office of the 

Ombudsman exposes general shortcomings which go beyond the 

individual complainant, and in such circumstances the Office of the 

Ombudsman will highlight the need to correct the general deficiency 

in order to prevent additional persons from being harmed. Since it 

began operating, the Office of the Ombudsman has brought about the 

correction of many general deficiencies. 

In 2013, as well, the Office of the Ombudsman alerted many 

organizations of the need for them to correct general deficiencies that 

had been exposed in the wake of a complaint or several complaints on 

a particular subject. Many of the deficiencies highlighted by the 

Office of the Ombudsman have already been corrected, and the Office 

of the Ombudsman is monitoring the correction of those which have 

not yet been dealt with. Some of the complaints are described in brief 

below, while others will be described in detail in the following 

chapters. 

 

Government Ministries 

The Ministry of Finance - The Israel Tax 
Authority 

Absence of a Proper Telephone Answering Service at the 
Ramla Income Tax  Office 

In recent years the Office of the Ombudsman has received numerous 

complaints regarding the failure by the Ramla Income Tax Office to 

provide proper telephone answering service. An investigation of the 

complaints revealed that as a result of a chronic manpower shortage at 

the office in question, it had not been possible to speak on the phone 
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with members of its staff for almost four years. As a result, anyone 

who needed to receive service was forced to come to the office in 

person; this situation was inconsistent with paragraph 61.102 (a) of 

the Civil Service Code, which provides that a person requesting 

service from a government office, should not have to physically arrive 

at the office, unless his presence is necessary in order to deal with his 

matter. 

In response to the complaints, the Israel Tax Authority (hereinafter: 

“the Authority”) stated that it had in the past dealt with problems 

arising from the absence of a proper telephone answering service at 

the office in question and that it intended to do all that it could in 

order to find a solution to the problem. However, as shown by 

additional complaints received by the Office of the Ombudsman, the 

problem had not been solved. 

In the light of the repetitive nature of the problem, and since the non-

provision of a proper telephone answering service impacted adversely 

on the service that the Authority is supposed to provide to the public, 

the Office of the Ombudsman wrote again to the Authority and 

emphasized that the problem needed to be resolved immediately. In its 

reply to the Office of the Ombudsman, the Authority stated that it 

intended to expand the service provided at its assistance center, 

including the telephone service, through the installation of “a smart 

phone system” in which callers would be able to leave their contact 

details. The Authority indicated that it required budgetary approval in 

order to implement these solutions, and that it was acting to obtain it. 

Within the framework of the Office of the Ombudsman's monitoring 

of the Authority's handling of this matter, the Authority informed the 

Ombudsman that it had developed a convenient and user-friendly 

system through which each of its offices could be contacted, and that 

it was possible to access this system via the Authority's website. The 
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Authority added that the Ramla Income Tax Office had hired students 

who were providing a telephone answering service to some of the 

callers. (This solution could not be implemented in those departments 

in which professional and skilled personnel were required to provide 

an appropriate answer). According to the Authority, a budget had been 

earmarked for improving the telephone answering service at its 

offices, and it will now be able to advance the procedures concerning 

the matter, which it regards as a top priority. 

The Office of the Ombudsman will continue to monitor the manner in 

which the Authority deals with the matter. 

(806166 et al) 
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The Ministry of Education 

Failure to Subsidize School Journeys 

According to the complaint, the Ministry of Education was not 

subsidizing the cost of the transportation of the students who were the 

subject of the complaint to an ultra-orthodox high school, on the 

grounds that it was not the closest school to the their place of 

residence. This was despite the fact that the closest school to their 

home, unlike the ultra-orthodox school that they attended, did not 

offer its students the possibility of standing for matriculation exams. 

As a result of the Office of the Ombudsman's involvement, the 

Ministry decided to contribute to the cost of the students’ 

transportation, and announced that it would consider amending its 

regulations in this regard. 

 

The Patents Authority 

Absence of Electronic Communication between Two 
Government Bodies 

According to the complaint against the Patents Authority, a lack of 

communication between the government payments website and the 

Authority's website meant that it was impossible to report the payment 

of patent renewal fees to the Authority. The Authority had therefore 

cancelled the patent, even though the fee for it had actually been paid. 

The Office of the Ombudsman wrote to the Authority concerning the 

serious problem being caused by the above-mentioned lack of 

communication, and the Authority replied that it was working 

diligently to link its website to the government payments website. 

Complaint 5 in the chapter entitled “Complaints against Government 

Ministries”. p. 159) 
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The Chief Rabbinate 

Receipt of a Credit for an Examination Fee Paid by a 
Person who had not Taken it 

In 2012, the complainants registered for one of the Rabbinate's 

ordination examinations and paid the examination fee, but they were 

unable to sit the exam. When they asked to sit another exam in the 

following year, and for this purpose to use the fee that they had 

already paid, they were told by the Chief Rabbinate's Examinations 

and Ordination Department that the comptroller at the Prime 

Minister's Office did not allow a fee paid in one year to be transferred 

as a credit to another year. As a result of the Office of the 

Ombudsman's involvement and additional enquiries, the comptroller 

decided to allow the examinees to use the sum that had been paid as 

described above, as a credit that could be transferred to another year. 

)702866(  

 

The Ministry of Transportation and Road Safety 

The Licensing Division 

Incorrect Handling of Applications for Disabled Parking 
Permits 

The Office of the Ombudsman has received numerous complaints from 

disabled persons whose applications to receive disabled parking permits 

were denied. The investigation of these complaints exposed various 

deficiencies in the way in which the Ministry of Transportation and 

Road Safety operates, including its superficial examination of 

applications and its failure to give due consideration to the medical 

situation of applicants. As a result of the investigation, the complainants 

received disabled parking permits, and the Office of the Ombudsman 

emphasized to the Licensing Division that when it processed 
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applications for the permits, it should pay proper attention to the 

material presented in the applications, and not create unnecessary 

difficulties for entitled parties seeking to obtain the permits. 

(Complaint 3 in the chapter entitled “Complaints against Government 

Ministries”. p. 149) 

 

State Institutions 

The National Insurance Institute 

Denial of Income Support Benefit Entitlement due to 
Incorrect Calculation of Vehicle Value 

An amendment made to the Income Support Law, 5741-1980 in 

September of 2012 provides that ownership or permanent use of a 

vehicle does not render the owner/user ineligible for income support 

benefits. According to this amendment, a claimant will only be 

ineligible for the benefit if he owns or acts as an owner in relation to 

more than one vehicle, or if he owns or is in possession of a vehicle 

which is worth more than NIS 40,000. The value of the vehicle is 

determined according to the Levi Yitzchak company used-car price 

list, along with the data recorded in the vehicle license. 

An investigation of the complaint showed that the NII was not updating 

the depreciation component when calculating the values of vehicles 

purchased from car rental companies, in accordance with calculation 

formula applied by Levi Yitzchak Ltd. As a result of the investigation 

of the complaint, a correction was made to the computerized system 

used by the Income Support Division, and the system now 

automatically calculates the amounts to be deducted from the vehicle's 

price, according to the data appearing in the vehicle license. 

)801247(  
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Office of the President of the State 

Failure to Deal with Requests for Reduction in 
Administrative Fines 

As a result of the investigation of a complaint filed against the 

Enforcement and Collection Authority concerning an administrative 

fine that was imposed on the complainant, the Office of the 

Ombudsman proposed that the complainant should - in the light of his 

difficult situation - request a pardon from the President of the State 

who was authorized under section 11(b) of the Basic Law: The 

President of the State “to pardon offenders and lessen their sentences 

by reducing or commuting them.”. The complainant was a disabled 

IDF veteran suffering from severe PTSD and the father of seven 

children; he was unemployed (as was his wife) and was unfit for 

work, and he was struggling to pay the fine. The complainant 

followed this advice; however, the Director of the Pardons 

Department in the Office of the President  informed him that “[t]he 

power of pardon vested in the President of the State relates to criminal 

offenses, and the sentences imposed with respect to such offenses, and 

not to a legal obligation of another kind.” 

In response to the Office of the Ombudsman's request to the Pardons 

Division of the Ministry of Justice, the Ministry's Advice and 

Legislation Division provided an official opinion, which stated that 

the President of the State is indeed authorized, by virtue of his 

pardoning power, to reduce administrative fines. Consequently, the 

Office of the President changed its policy concerning the matter and 

announced that it would also discuss, within the framework of its 

deliberations regarding pardon requests, requests for reductions in 

administrative fines, including the one that had been imposed on the 

complainant. 

)609449(  
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The Israel Police 

Substantial Delay in Investigating Complaints 

The Office of the Ombudsman annually receives complaints regarding 

delays in the investigation of complaints filed with the Police. The 

Ombudsman has drawn the Police's attention to the delay in 

investigating complaints, and to the need to take measures to expedite 

them. 

 

The Israel Land Authority 

Failure to Address Complaints Regarding the Unlawful 
Failure Collection of Payments  

A complaint against the Israel Land Authority indicated that it was not 

exercising its supervisory powers regarding the procedures for 

marketing land located in agricultural communities that had been 

released for housing purposes. The Office of the Ombudsman rejected 

the Authority's explanations concerning the matter, and found that the 

Authority had a duty to investigate each claim submitted to it by the 

purchasers of building plots regarding the unlawful collection of 

payments, and to take the necessary steps in accordance with the 

results of that investigation. 

 

The Securities Authority 

Refusal to Return Examination Fees 

According to a complaint that was received, the Securities Authority 

was not returning examination fees to those who had paid to sit its 

examinations but who subsequently decided not to do so. As a result 

of the investigation, the Authority began to formulate a standard by 
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which it would be determined whether to return examination fees to 

those who had not sat the examination. 

 

The Employment Service 

Improper Handling of Applications for Permits to Employ 
Workers from the Palestinian Authority 

An investigation of complaints showed that the Employment Service 

was not forwarding all the applications for a permit to employ workers 

from the Palestinian Authority to the Population and Immigration 

Authority committee that is charged with processing them. Since there 

were far more applications than permits that could be granted pursuant 

to permits quota, the Employment Service was only forwarding to the 

committee those applications that were considered to be high priority. 

As a result of the Office of the Ombudsman's clarification that only 

the committee and not the Employment Service had authority to 

examine the applications, the Employment Service began to forward 

all of them to the committee. 

 

Local Government Bodies 

The Municipality of Giv'at Shmuel 

Unlawfully Collecting Payments from the Parents of Pupils 

An investigation of a complaint filed against the municipality revealed 

that it had been unlawfully charging the parents of pupils for the 

installation of air-conditioning units and computers in schools. 

Following the Office of the Ombudsman's intervention, the collecting 

of these payments stopped. 
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Complaint 22 in the chapter entitled “Complaints against Local 

Government Bodies”. p. 219) 

 

The Municipality of Nazareth 

Demand to Pay Excessive Sums in Order to Recover the 
Cost of Unnecessary Enforcement Action 

According to complaints that were received, the municipality had been 

taking unnecessary actions in order to collect debts, while passing the 

cost of these actions on to the debtors. The Office of the Ombudsman 

told the municipality that it could not take unreasonable or 

disproportionate enforcement measures in order to collect debts. 

 

The Municipality of Safed 

Sending out Warning Letters to Out-of-Date Addresses and 
Failure to Transfer Requests to Cancel Fines to the City 
Attorney for Determination 

According to complaints received by the Office of the Ombudsman, 

the municipality had been sending pre-garnishment warning letters to 

debtors at their former addresses rather than at their registered 

addresses. The Office of the Ombudsman called the municipality's 

attention to the fact that by law, letters that were not sent to the 

debtors' registered addresses are not considered to have been received 

by them, and that it needed to make certain that it sent the letters in 

question to the addresses recorded in the population register. 

Another complaint showed that the Municipality's debt collection 

department had not been forwarding all the requests for cancellation 

of fines to the City Attorney for determination, as required by law. 

The Office of the Ombudsman made clear to the Municipality that it 
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was required to forward all such requests to the City Attorney, since 

only he was authorized to cancel fines or reduce arrears interest. 

 

The Upper Galilee Regional Council 

Failure to Update the Regional Councils' List of Voters 

An investigation of a complaint that was received revealed that errors 

had occurred in the updating of the list of persons eligible to vote in 

elections for the Regional Council, as a result of which the 

complainant was disenfranchised. The Office of the Ombudsman drew 

the attention of the Election Committee and of the Interior Ministry's 

National Supervisor of Elections to the need to regulate the procedure 

for updating the list of voters, and to instruct the communities 

accordingly. 

 

Kiryat Bialik Water Corporation Ltd 

Causing Unnecessary Inconvenience to Consumers 

An investigation of a complaint that was received indicated that 

consumers needed to be physically present at the offices of the Kiryat 

Bialik Water Corporation Ltd. in order to change the name of the 

consumer residing  (and being charged for water usage) at a particular 

property. The Corporation maintained that this was a legal requirement, 

designed to prevent the occurrence of mistakes in making these 

changes, and to ensure that the account of the outgoing consumer was 

closed without any debts left outstanding. However, the investigation 

showed that there was no legal basis for this requirement. 

As a result of the Office of the Ombudsman's comments, the 

Corporation changed its practices, and it now allows a changeover of 

consumers to be carried out by either fax or post, and its demand that 



State of Israel - The Ombudsman - Annual Reports 39 and 40 _________________  

140 

  

  

  

  

Name of report:  Special Topics 
Publication framework:  State of Israel - The Ombudsman - Annual Reports 39 and 40 
Year of Publication:  2015 

 

the consumer be physically present during the changeover has been 

reduced to a recommendation.  

(807086) 

 

Other Public Bodies 

Ben Gurion University of the Negev 

Requiring Israeli Citizenship for Medical Students 

As a result of a complaint filed with the Office of the Ombudsman, the 

University halted its practice of conditioning registration for medical 

studies on the holding of Israeli citizenship. Consequently, students 

who hold permanent resident status may now also register for studies. 

(Complaint 25 in the chapter entitled “Complaints against other Public 

Bodies”. p. 229) 


