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GENERAL CONSIDERATIONS

The 2020 report of the Catalan Ombudsman 
includes all the activity carried out by the 
institution and highlights the most relevant 
actions for each area in a year marked by 
the COVID-19 pandemic, the declaration of 
two states of alarm and various levels of 
restrictions on mobility and other rights to 
deal with the spread of the disease . Both this 
year’s data and much of the substantive 
issues addressed in this report are influenced 
by this exceptional situation that still lingers .

Following the order of recent years, and as 
established by the Catalan Ombudsman’s 
Law, this chapter of general considerations 
is followed by a second chapter of statistical 
data . This second chapter reflects the 
Catalan Ombudsman’s actions both in terms 
of this year’s data and in relation to previous 
years; both in absolute terms and divided by 
subject, geographical origin, user profile, 
affected administrations, etc .

The third chapter describes the most 
significant actions of this year by subject, 
while giving an example of some complaints, 
and presents an account of all the ongoing 
ex officio actions in each area . Following 
this, and as established by the Catalan 
Ombudsman’s Law, all the Catalan 
Ombudsman’s resolutions, which were not 
accepted by the administration are listed, as 
well as a sample of the resolutions that were 
fulfilled . Following the practice which began 
three years ago, this section has been 
expanded with data on the means of 
compliance of the Catalan Ombudsman’s 
resolutions . The report concludes with a 
chapter on the Catalan Ombudsman’s 
institutional and dissemination activities .

This report on the annual work of the Catalan 
Ombudsman must be considered a 
supplement to the other annual reports that, 
by legal requirement, the institution presents 
to the Parliament of Catalonia . All 
information in the area of children and 
education is contained in the Report on the 
Rights of the Child, which was delivered to 
Parliament on 30 November 2020 and can be 
consulted in full on the institution’s 
website :https : / /www .sindic  .cat/s i te/
unitFiles/7418/Informe%20Infancia%20
novembre%202020_ok_cat .pdf . 

The main conclusions and recommendations 
of the 2020 annual report on the rights of the 
child are also summarised in the 
corresponding section .

Likewise, the activities and recommendations 
presented as the Catalan Mechanism for the 
Prevention of Torture are reflected in the 
corresponding report, which was delivered 
to Parliament on 28 December 2020, and 
which can also be consulted on the 
institution’s website:https://www .sindic .cat/
site/unitFiles/7496/Informe%20MCPT%20
2020_cat_def .pdf .  

Later in this introductory chapter, reference 
is made to other monographic reports 
submitted to Parliament during the year .

Details of all the actions and recommendations 
of the Catalan Ombudsman can be found on 
the following pages, and on the website, 
which features all the resolutions issued 
throughout 2020:(https://seu .sindic .cat/
Resolucions/ClientWeb/SinRes2017 .html) .

Following this, the general considerations 
and recommendations, which were 
developed from the activities carried out in 
2020 by the Catalan Ombudsman are 
detailed . These should be highlighted for 
their importance . 

PROTECTION OF SOCIAL RIGHTS

This year, social policies make up almost 40% 
of the volume of the Catalan Ombudsman’s 
involvement, figures comparable to the worst 
years of the economic crisis of the last decade . 
There is a significant increase in all areas 
compared to the previous year .

Although the COVID-19 pandemic has had a 
considerable impact on many rights in this 
country, there is no doubt that the right to 
health has been the most directly and severely 
affected . In the report presented in June 2020 
(Health and Rights in the COVID-19 Crisis), the 
Catalan Ombudsman acknowledged the 
immense effort made by health professionals . 
It noted that from the initial surprise and 
possible delay caused by the pandemic, a 
growing response had been developed, with 
the use and readjustment of all available 
means and facilities, with the cooperation of 
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public, government subsidised and private 
sectors, and achieving great results .

This initial analysis did point out the need for 
improvements in the short and medium 
terms, which, months later were found to not 
have been carried out . This leads the 
institution to be necessarily critical of the 
way successive waves of the pandemic are 
being managed .

In the short term, it called for the immediate 
guarantee of the human and material 
resources required to face a new health crisis, 
such as the one currently being suffered . In 
the medium term, it called for a budgetary 
strengthening in the area of health and well-
being, provided as a percentage of the GDP of 
the countries of northern Europe, and which 
translates into a strategic health plan that 
will include, at the very least: investment in 
necessary infrastructure; a human resources 
policy that encourages the focused attention 
of health personnel; renewal programmes for 
the equipment and machinery of the centres 
in line with technological innovation; research 
enhancement; epidemiological prevention 
and surveillance; and a strengthening of the 
field of public health . In terms of caring for 
people, working on outstanding issues, such 
as the primary care situation; care for the 
ageing population and the increase in life 
expectancy; the prevention and care of 
chronic pathology and pluripathologies; and 
health and social care .

If, in the first months of the pandemic, it was 
the hospitals that were more profoundly 
affected by the pressure on care, this pressure 
subsequently spread more widely to primary 
care . Along with the already pre-existing 
shortcomings, primary care services have 
had to deal with an increase in their duties, 
and the operation of the centres has been 
reorganised to be able to treat people infected 
with coronavirus, detect possible new cases 
and care for other patients, while trying to 
ensure the prevention, protection and safety 
conditions of patients and staff . In this 
respect, the Catalan Ombudsman has 
received complaints both related to the 
cancellation, postponement or delay 
scheduling visits, diagnostic tests and surgical 
interventions, as well as those relating to 
difficulties in contacting the centres by 
telephone or the temporary closure of health 
centres in different areas .

While there is evidence that some of the 
affected centres have already restored 
services, and even though further changes 
may be needed due to the evolution of the 
pandemic and other care needs, it is necessary 
to restore the operation and selection of 
services as soon as possible in all centres .

On the other hand, during the second half of 
the year, there were also growing complaints 
about a lack of knowledge and misinformation 
about the criteria for action regarding people 
who were in contact with other people later 
diagnosed with coronavirus . There was also 
confusion over whether people would have 
access or not to diagnostic tests, and about 
the insecurity they felt when they did not 
receive PCR test results within the time frame 
they were given . It is, therefore, necessary to 
improve the information provided to the 
public about these processes, expand the 
information channels on this issue, make it 
clearer, and incorporate new, straightforward 
guidelines for action .

The coronavirus crisis has, however, had 
serious effects on other groups, in relation to 
other social rights .

Among the first, and probably the most 
striking, was the huge presence of the 
pandemic in residential nursing homes . 
Regardless of the need to investigate what 
happened in these centres and other 
residential homes during the first wave of the 
pandemic, as the Catalan Ombudsman is 
indeed doing, it is vital to review the current 
residential model and its ability to deal with 
the pandemic with the necessary 
precautionary and preventive measures . This 
review must thoroughly analyse the structure 
and size of residential homes, social and 
medical care for users and current protocols, 
human resources, the ratios of professionals, 
as well as the relationship with families and 
their surroundings . It is important to 
strengthen and develop alternative resources 
to those of residential care (assisted living 
flats, home help) that allow the social care 
system to be more decentralised and 
dispersed, with fewer users for each of the 
resources .

The COVID-19 pandemic has had a major 
impact on children’s educational rights, 
either because of the resulting closure of 
educational centres, or because prevention 
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measures have interfered with teaching 
activities and the day-to-day dynamics in 
these centres . These obstacles provide the 
ideal setting for the multiplication and 
magnification of educational inequalities . In 
its report, Schools with high complexity facing the 
crisis of the COVID-19 pandemic, the Catalan 
Ombudsman has highlighted the need for 
student presence in the 2020/2021 academic 
year, despite the challenges it may involve, 
especially in centres with highly complex 
needs . There are calls for school grants for 
socially disadvantaged students, support 
measures for highly complex schools, and 
school reinforcement and family support 
programmes through education plans and 
socio-educational intervention services to 
prevent absenteeism and disconnection .

Self-employed and hired workers have also 
suffered the effects of the health crisis as a 
result of social measures taken to deal with 
it . Firstly, the lockdown put in place between 
March and June that forced the closure of 
many businesses and shops . Beginning in 
October there were various measures to limit 
mobility and other restrictions were 
implemented that affected the restaurant, 
leisure and culture sectors, among others .

In this situation, the expedition of thousands 
of Temporary Employment Regulation 
Records (ERTO for its acronym in Catalan), 
and the subsequent minimum vital income 
(IMV), have been clouded by serious 
management deficiencies that have delayed 
the effective delivery of these grants over 
months . In fact, the area of labour relations 
and pensions represents the most important 
increase among all matters of the Catalan 
Ombudsman this year . This is firstly because 
people searched for institutions that, despite 
not having skills in the field, could help solve 
the contact issues with public services 
managing unemployment benefits, ERTOs, 
etc .

In addition to this, the number of complaints, 
ex officio actions and consultations linked to a 
lack of sufficient aid or problems in the 
processing of aid promoted by the 
administration of the Generalitat de 
Catalunya, such as support for the self-
employed, has also been high . The self-
employed have not only been affected by the 
events of the pandemic, but they have also 
shown to be one of the groups most neglected 

by the administration . In this sense, both the 
aid measures adopted at state level in the 
first half of the year, and those approved in 
November by the Generalitat, have resulted 
in difficulties accessing them and a collapse 
of the systems set up to process them . In 
short, the Catalan Ombudsman has identified 
a lack of support in the form of streamlined, 
sufficient aid to the country’s entrepreneurs, 
who are the backbone of our economy . To this 
effect, fuller use needs to be made of European 
Union funds, which are not yet reaching 
those who are due them .

The right to housing, which for a large number 
of people in Catalonia is no longer guaranteed, 
has suffered further regressions as a result of 
the pandemic . Many people who until now 
had been able to bear the economic cost of 
maintaining their home, have already 
become, or will shortly become, unable to do 
so . Certainly, both the Spanish Government 
and the Generalitat de Catalunya have 
adopted measures aimed at helping people 
maintain their homes, and in preventing 
them losing them . These include deferral on 
mortgage payments, mortgage-backed loans, 
and lease debt for their homes and people 
with economic vulnerability; establishment 
of microcredits guaranteed by the Spanish 
Government to help in rent payment on their 
homes; temporary suspension of judicial 
releases in situations of social or economic 
vulnerability, etc .

There has also been emergency social aid to 
ensure basic needs are covered at a local 
level, and the intervention of third sector 
entities has meant that many people have 
been able to bear the costs related to their 
usual accommodation .

In any case, the current situation allows us to 
recognise the devastating consequences that 
the crisis will have for many people, especially 
those who were already in a situation of 
vulnerability and at risk of housing exclusion . 
The planned measures and public aid are 
transitional and do not respond to all those 
affected . For this reason, more structural 
measures need to be agreed, without affecting 
the resolution of the most immediate needs . 
In this sense, the Catalan Ombudsman has 
stated that the various administrations and 
public and private actors involved in housing 
matters must reach a national agreement 
over this matter . A housing policy framework 



10

must be established to tackle structural 
reforms regarding the need to guarantee the 
right to housing in the medium and long 
term . In addition, it is also necessary to 
allocate the necessary financial resources to 
guarantee an immediate response to the 
current difficulties for people to maintain 
their homes, so that their loss can be avoided . 
At the same time, sufficient response must 
be given to the situations of existing 
residential emergencies and those that 
unfortunately may occur as a result of the 
pandemic .

In June, the Catalan Ombudsman created the 
Taula d’Emergència Social (Social Emergency 
Board) with eight third sector entities (Taula 
del Tercer Sector, DINCAT, Càritas Catalunya, 
Creu Roja, Amics de la Gent Gran, Banc dels 
Aliments, Comunitat de Sant’Egidio and 
Fundesplai), with the aim of addressing the 
urgency of care and the detection of needs 
and priorities . This is to then make 
recommendations for change and 
improvement to the affected administrations 
and the Parliament in the framework of the 
current context of the COVID-19 pandemic . 
On 30 June, a statement was presented which 
aimed to lay the foundations for a set of 
measures that should be implemented to 
deal with the health, social and economic 
situation, which has been greatly aggravated 
by the pandemic . This statement made it 
clear that, in order to guarantee the right to 
health and wellbeing of all people, a budgetary 
strengthening is needed that equates our 
country as a percentage of GDP with the 
countries of northern Europe . It must translate 
into a strategic plan that includes the 
improvement of primary and specialised 
social care .

The Social Emergency Board has continued to 
work to propose the necessary framework for 
the consolidation of a social protection 
system that guarantees people’s rights to live 
in a just, egalitarian and cohesive society . In 
the same way, it notes that during this 
unprecedented crisis, many people are 
focused on meeting their own basic needs, 
without a response from public 
administrations to provide concrete solutions 
with the necessary urgency, due to the 
circumstances . The current crisis has also 
shown that social entities have been playing 
a key role in the immediate and urgent 
coverage of these needs, which is why there 

is an urgent need for legal and budgetary 
recognition of these entities and the third 
sector .

TERRITORY AND CONSUMPTION

As noted in the report, Health and Rights in 
the COVID-19 Crisis, the improvement in air 
quality and the drastic drop in noise levels 
in cities, a direct consequence of the 
lockdown and of the slowdown in economic 
activity for many weeks, are two of the few 
positive effects the pandemic has had . At 
the time of these effects were being enjoyed, 
the whole of society seemed to agree that 
steps needed to be taken over time to 
prolong this conjunctural and collateral 
benefit on the natural environment . 
Unfortunately, the severe economic losses 
in this period pushed for a rapid return to 
activity, which has only been mitigated by 
new restrictions on mobility during the 
successive waves of the pandemic, including 
a night-time curfew . We are missing the 
opportunity to plan a return to normalcy 
that is more sustainable and respectful to 
the natural environment, with profound 
cultural and structural changes .

At the same time, some measures to reduce 
pollution in the Barcelona Metropolitan 
Area, such as the low-emission zone, have 
been the subject of numerous complaints to 
the Catalan Ombudsman . However, 
regardless of some specific issues that 
needed to be corrected, the Catalan 
Ombudsman considers that the measures 
adopted by the City Council and the 
Barcelona Metropolitan Area, and those 
that will be adopted in the future by these 
and other public administrations, respond 
to the goal of improving air quality and, 
ultimately, the quality of life of citizens . 
Everyone has the right to live in a balanced, 
sustainable and healthy environment, in 
accordance with the standards and levels of 
protection determined by law, and 
administrations must continue to pursue 
public policies in order to comply with the 
limits set by the reference values established 
by the World Health Organization and 
current regulations in Europe .

Public transport (principally the metro, 
urban and interurban bus, Rodalies and 
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FGC), which continued to operate normally 
during the state of alarm, must play a 
central role in this strategy, despite the 
reduction in services to adjust it to the level 
of people’s mobility decreed by the Spanish 
Government . In this context, public 
transport must continue to be a vector of 
sustainability in our society, although the 
risks associated with overcrowding in a 
context in which interpersonal distance is 
required may cause some of the population 
to avoid it .

For this reason, the Catalan Ombudsman 
has intervened in terms of the security 
measures adopted by Rodalies de Catalunya, 
Transports Metropolitans de Barcelona and 
Ferrocarrils de la Generalitat de Catalunya, 
to prevent the spread of COVID-19 . The 
health crisis and the return to a new 
normality have led to changes in behaviour 
patterns and interaction between people, 
including on public transport . Transport 
companies have therefore had to establish 
new protocols to ensure the health and 
safety of passengers, although there have 
been complaints about behaviour which 
goes against these indications and social 
distancing is not always maintained . As 
well as this, there have been particular 
times or days in which inadequate planning 
of services by the operators has resulted in 
overcrowding .

On the other hand, the COVID-19 pandemic 
has further highlighted the need to 
guarantee the right to basic supplies . During 
the state of alarm, legislation specially 
enacted by the state has prohibited power 
cuts in individuals’ homes . However, in 
2020 there are two situations which remain 
unresolved that the Catalan Ombudsman 
has been claiming for years: the regulatory 
implementation of Law 24/2015 on energy 
poverty, and the debt that is mounting for 
people who are not cut off from basic 
supplies and having a report from social 
services that proves their situation of 
vulnerability .

The pandemic has exacerbated difficulties 
that many people were already facing when 
trying to obtain social electricity rates 
through a procedure that had been identified 
as complex for many vulnerable consumers . 
The difficulties in renewing the social 
electricity rates because of it being 

impossible to renew their ‘Large Family’ 
documentation that had expired in May 
2020, is just one example of this need to 
improve the current procedure .

TRANSPARENCY AND THE RIGHT TO 
GOOD ADMINISTRATION

The right to obtain information from the 
administrations is challenged by the 
institution of the Catalan Ombudsman and 
is often the subject of complaints, both 
regarding the exercise of the right of access 
and also in relation to the information 
published on transparency portals . As is 
widely known, the Catalan Ombudsman has 
the function of evaluating compliance with 
Law 19/2014 of 29 December, on transparency, 
access to public information and good 
governance . Subject to the conclusions that 
emerge from the evaluation report, which is 
expected to be presented during the first 
months of 2021, the slowdown in the 
implementation of the obligations of the 
Law must be highlighted, once the initial 
stage of the application has been passed . It 
should also be highlighted that its rollout is 
asymmetric, highly dependent on the 
capacity and resources of each administration . 
It is a complex law to roll out, and if 
cooperation mechanisms are not 
strengthened, it will be difficult to reach its 
full and homogeneous application by all the 
liable administrations .

At the time of writing this report, the 
approval of a regulation implementing Law 
19/2014, in the areas of information 
advertising and the right of access, is in the 
final stage of processing and is expected to 
be approved soon . The Catalan Ombudsman 
has been able to make contributions to the 
process, which have been almost completely 
accepted . It should also be noted that the 
draft regulation addresses the management 
of all aspects which, in the evaluation 
reports, are seen as necessary to advance 
the application of the Law in the areas of 
information advertising and the right to 
access .

The declaration of the state of alarm in 
March 2020 led to the adoption of several 
administrative measures, including deadline 
interruption for processing procedures 



12

throughout the public sector and suspending 
the terms of prescription and the expiration 
of shares and rights . In the process of 
de-escalation, the organisational measures 
adopted by the administrations have 
prioritised telephone and digital services, 
introducing prior appointments for providing 
face-to-face customer service . Making prior 
appointments for any face-to-face procedure, 
whether to receive advice or register any 
document, has become widespread across 
all administrations . It is a useful instrument 
from the perspective of avoiding occupational 
hazards and also in organising the running 
of citizen service offices, whenever 
reasonable access can be assured, as a 
guarantee of citizen services on the assigned 
day and time . However, this cannot result in 
a lack of attention given to citizens without 
a prior appointment to register documents 
or to manage procedures that cannot be 
postponed .

On the other hand, the Catalan Ombudsman 
has continued to receive complaints 
regarding procedures followed by some 
councils when processing applications for 
registering people who usually reside in the 
municipality and in a home with precarious 
employment conditions, the result being 
that these people not being facilitated the 
registration . This failure to register people 
who actually live in a municipality, whatever 
their accommodation situation, not only 
violates current legislation, but also prevents 
those affected from accessing basic social 
services and rights, such as health care and 
schooling . If this is a serious matter under 
normal circumstances, it is even more so in 
the current context of the pandemic and the 
restrictions on mobility . To summarise, the 
Catalan Ombudsman insists that, when 
there is no accommodation certificate, as in 
cases of people occupying others property as 
squatters, the city manager must verify by 
other means that the person in question 
lives at home and, if so, register the applicant 
in the housing register without delay .

FREEDOMS AND DEMOCRATIC 
QUALITY

This year, the Catalan Ombudsman has ruled 
on the need to guarantee political rights in 
the context of the crisis arising from the 

COVID-19 pandemic . This is specifically 
regarding the right to gather and demonstrate 
and the right to freedom of expression, and 
also the possibility of adjusting these 
conditions to be able to exercise this right in 
exceptional situations . It also calls for the 
need to guarantee the right to vote in equal 
and secure conditions for all citizens, and for 
the exercise of the right to equality and non-
discrimination in the context of a pandemic .

With regard to the electoral contest of 14 
February 2021, in November 2020 the Catalan 
Ombudsman presented the report, The 
guarantee of the right to active suffrage in the 
parliamentary elections of February 2021 in the 
context of the current pandemic, in which 
attention was drawn to the fact that in the 
current situation there were certain groups 
that, for various reasons, may be excluded 
from the mechanisms provided to guarantee 
their right to vote .

While the report raised executive and 
legislative proposals to facilitate the exercise 
of voting rights, the lack of immediate action 
by the Catalan and Spanish legislator, and the 
intensification of the pandemic from 
December on, have led the Catalan 
Ombudsman to recommend, advised by a 
committee of experts and independent 
people, the postponement of the dispute 
until it can be guaranteed that it will be done 
with full respect for the universal right to 
vote and the most basic public health 
measures promoting the necessary legislative 
reforms to make alternatives to voting in 
person viable .

Although the Government of the Generalitat 
accepted this recommendation by means of 
Decree 1/2021, the decision was annulled by 
the Court of Justice of Catalonia, which is why 
the Catalan Ombudsman has continued to 
make recommendations for elections with 
maximum participation and safety for all and 
will present a balance sheet report on this 
issue .

On the other hand, during the first state of 
alarm and the home lockdown that ensued, 
there were numerous governmental 
limitations on the right to gather and 
demonstrate, often without being weighed 
up against the element of public health . This 
element may represent a solid reason for 
limiting or excluding these rights, but always 
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with case-by-case analysis and without 
preconceptions of any kind . In other words, 
any adjustment or restriction of the right to 
gather or demonstrate, even during a state of 
alarm, must be done through a weighing up 
of the rights that concur in that specific case 
and the specific circumstances that, in each 
situation, may affect other assets or 
constitutional rights which are at stake, and 
analysing in each case the circumstances 
that occur in accordance with the parameters 
to be weighed up and which are established 
by constitutional jurisprudence .

According to human rights organisations, the 
lockdown has also increased the impunity of 
racist abuse and violence against women and 
vulnerable groups . Furthermore, they occur 
in a more concealed way, with fewer 
complaints and fewer witnesses . For this 
reason, it is welcome news that on 18 
December 2020, the Parliament of Catalonia 
unanimously approved the Law on Equal 
Treatment and Non-Discrimination . The law 
establishes a comprehensive regulation of 
the basic measures and guarantees, which 
will make effective the right to equal 
treatment and non-discrimination on the 
grounds of religion or belief, disability, age, 
racial or ethnic origin, sex or sexual or gender 
orientation or identity, gender expression or 
any other social or personal condition . At the 
same time, the law seeks to promote the 
eradication of racism and any form of religious 
persecution of xenophobia, homophobia and 
any other expression that violates the equality 
and dignity of people . It also guarantees 
coexistence and social cohesion through the 
recognition of dignity of the person and the 
free development of his or her personality .

THE COVID-19 PANDEMIC IN THE 
FUTURE PERSPECTIVE

The previous pages, and much of the data 
and reflections contained in this report, 
obligate the institution to raise the alarm 
with respect to at least four social and political 
areas that should constitute lessons learned 
by all administrations and public authorities .

1 . The COVID-19 crisis has called into question 
the strength of our public health, education 
and social services, which are pillars of the 
welfare state . Emphasis must be placed on 

the fundamental importance of these and all 
public services, and the need for the 
administrations to strengthen them as much 
as possible, thereby reversing the cuts and 
adjustments they suffered a decade ago .

2 . All the analysis shows that, beyond the 
health crisis, COVID-19 will have important 
social consequences for years to come, in the 
form of more precariousness, poverty and the 
vulnerability of a crucial part of our society, 
which can put coexistence at risk in our 
towns and cities . New measures need to be 
put in place, and existing ones need to be 
improved, both for emergencies and for social 
recovery in support of vulnerable people, 
including migrants, workers and 
entrepreneurs in Catalonia .

3 . The natural environment of our country, 
our habitat, continues to suffer attacks of all 
kinds, which were temporarily dampened 
during the economic downturn in spring 
2020 . It is necessary to strengthen 
environmental protection policies and apply 
the principle of zero alternatives in present 
and future urban projections with the utmost 
rigour, to guarantee a country that respects 
its natural environment .

4 . Fundamental rights and freedoms, such as 
the right to gather or the freedom of 
movement, have been restricted in the 
context of successive states of alarm, with 
the legitimate aim of protecting public health . 
It is necessary to be careful and diligently 
watchful of these limitations of rights, that 
must rigorously weigh up the rights at stake 
with the necessity of the measures of 
restriction . In the context of public freedoms, 
moreover, it continues to be a democratic 
offense for the nine people convicted in the 
Supreme Court ruling over the Catalan 
independence process, to still be deprived of 
their liberty, three years after October 1, 2017 . 
This is why an amnesty law should be passed 
on these events .

Catalonia has provided itself with a complete 
and innovative instrument to address these 
and many other rights challenges, in the 
form of the Human Rights Plan of Catalonia 
2020-2023 . It was presented to the Government 
and Parliament on 10 December 2019 . The 
Catalan Ombudsman, within the framework 
of the Structure of Human Rights of Catalonia 
and in association with the Human Rights 
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Institute of Catalonia, will continue to 
promote and evaluate compliance with the 
objectives and measures set out in the Plan 
over the coming months and years .

EXTRAORDINARY REPORTS

One of the most important activities of the 
Catalan Ombudsman, due to its scope, is the 
preparation of the annual extraordinary 
monographic reports, which are added to the 
periodic reports and which entrust the 
institution with the Catalan Ombudsman’s 
Law and the Transparency Law . This 
extraordinary activity has been consolidated 
in recent years and is no longer sporadic or 
occasional; it has become a central part of the 
functions of the institution . The extraordinary 
report format allows for an in-depth analysis 
of issues that cannot be addressed extensively 
in individual complaints . In addition to their 
public dissemination, the reports are 
registered in the Parliament of Catalonia and 
are subject to debate in the Catalan 
Ombudsman’s Committee or in the committee 
responsible for the matter . This year, eight 
extraordinary reports have been prepared 
and registered in Parliament:

 Judgment 459/2019 of the Supreme Court and its 
repercussion on the exercise of fundamental rights. 
January 2020

 Schools with high complexity in the face of the 
crisis arising from COVID-19. May 2020

 Report on health and rights in the COVID-19 
crisis. June 2020

 Report on the estimated cost of the school place 
in Catalonia. July 2020

 Report on the prevention and reparation of child 
sexual abuse by representatives of the Catholic 
Church. October 2020

 The guarantee of the right to active suffrage in 
the parliamentary elections of February 2021 in 
the current framework of the pandemic. November 
2020

 Affectation of rights in the penitentiary 
execution of the Judgment 459/2019 of the Supreme 
Court. November 2020

 The rights of children and adolescents: centre of 
attention in conflictive separations. December 
2020

All these reports can be found on the Catalan 
Ombudsman’s website and most of them are 
reported in Chapter 3 of this annual report .

FINAL REFLECTION

The Catalan Ombudsman positively values 
the good disposition of all the administrations 
and companies with which it interacts, both 
in terms of processing complaints and in 
terms of receptivity to suggestions .

It should be noted that this year, for the first 
time, the threshold of 11,000 complaints 
submitted to the institution over the year 
has been exceeded, with more than 17,000 
having been processed . There has also been 
a record number of ex officio proceedings 
initiated (303) . If we add to this the 
consultations made, more than 28,000 files 
have been processed throughout the year . It 
is also worth highlighting that the Catalan 
Ombudsman has not seen any serious 
situations of obstruction of its work by any 
administration or company, despite the 
difficulties encountered during the first state 
of alarm and subsequent lockdown, which 
led to a sharp slowdown in the reception of 
responses by the administration until the 
third quarter of the year . This slowdown, 
which was corrected in the second half of 
the year, has led to longer processing 
deadlines for complaints .

With regard to the acceptance of the Catalan 
Ombudsman’s resolutions, and following 
the trend of previous years, in 98 .9% of the 
cases in which irregular action has been 
detected by the administration, they have 
been fully accepted, or partial measures 
have been suggested or recommended by 
the Catalan Ombudsman .

Both in terms of processing and the 
acceptance of the recommendations, the 
Catalan Ombudsman will continue to work 
to improve this data . Electronic processing is 
once again the main means of communication 
with the public, always respecting the rights 
of people who have difficulties with 
electronic means .
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Among the challenges posed by the Catalan 
Ombudsman, there is a need to achieve 
greater dissemination and presence of the 
institution among the population and for it 
to be widely known as a guarantor of rights . 
The institutional section reports on the visits 
of the Catalan Ombudsman and its deputies 
to various parts of the territory throughout 
the year . Meetings are also frequent at the 
institution’s headquarters and around the 
territory with relevant social actors to 
discuss the situation of the rights that affect 
them . Both have been conditioned this year 
by the restrictions on mobility imposed by 
the pandemic and have often been done 
electronically .

These restrictions have especially impacted 
the Roaming Customer Service . During 2020, 
the Roaming Customer Service made 27 
face-to-face visits, the last of which took 
place on March 12 . Once the first state of 
alarm was raised, and since the 
recommendation of the health authorities 
has always been to reduce attendance to a 
minimum, the service was resumed 
electronically, and has resulted in 47 
additional ‘virtual’ visits . From these 74 
visits, 750 complaints were filed, and 361 

inquiries were made, for a total of 1,111 
actions .

At the same time, the institution aims to 
continue to work closely with all relevant 
actors, including local and university 
trustees, regional ombudsmen and the 
central Spanish Ombudsman, as well as 
with relevant international human rights 
bodies .

The improvements and networking will 
help maintain and increase the value of 
the people who approach the institution . A 
positive assessment that is only possible 
thanks to the professionalism and 
dedication to service of the team that 
makes up the Catalan Ombudsman . This 
year the staff have not stopped attending 
to the complaints and queries of the 
citizens for one single day, despite the 
physical closure of the institution’s 
headquarters for three months from the 
declaration of the first state of alarm and 
thanks to the speed in the implementation 
of the telework regime, which, until then, 
did not exist in the institution . Thanks 
must go to them for their dedication and 
professionalism .





 ACTIVITIES OF THE CATALAN OMBUDSMAN 
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2. ACTIVITIES OF THE CATALAN OMBUDSMAN IN 2020, IN FIGURES

This chapter aims to present the main 
reasons for people requesting the 
intervention of the Catalan Ombudsman 
in 2020. The most relevant actions of the 
institution are reported in a concise way, 
especially with regards to receiving 
complaints and inquiries. The data shows 
all actions begun between January 1 and 
December 31, 2020. It also reports on the 
actions processed, which are those that 
have been worked on during the year, 
regardless of the year they were opened.

While the structure of the report is similar 
to other years, this year is undoubtedly 
very different from any other. COVID-19, 
the declaration of the state of alarm, the 
measures to reduce mobility, the lockdown 
and the easing of lockdown represent the 
causes or consequences of a large part of 
the complaints and inquiries presented to 
the institution, and also of the Catalan 
Ombudsman’s set of actions.

Indeed, the emergence of COVID-19 has 
substantially affected people’s rights, the 
public policies implemented and the 
management of public services, unlike any 
other year. As a result, much of the data 
presented, which has thus far shown 
several trends, has been largely altered 
this year.

COVID-19 has influenced a 
large part of the Catalan 
Ombudsman’s actions in 
2020

In 2020, the volume of activity of the 
Catalan Ombudsman increased compared 
to previous years. Specifically, since 2015 
(when the economic situation generated 
by the 2008 crisis had stabilised), there 
had not been such a significant volume of 
activity in the institution of the Catalan 
Ombudsman. Furthermore, in 2020 more 
complaints have been filed than any other 
year in the history of the institution, for 
the first time reaching more than 11,000.  

Although the areas grouped within the set 
of public policies of a social nature are 
always the main reason for the Catalan 
Ombudsman’s intervention, this year they 
make up around 40% of the initiated 
complaints and ex officio actions. These 
are figures not been seen since 2011 and 
2012. However, it should be noted that the 
main reason for requesting the intervention 
of the Catalan Ombudsman is different 
from other years.

2020 was the year in which 
most complaints were filed 
with the institution, for the 
first time reaching more than 
11,000

While in previous years there were people 
who submitted various complaints to the 
Catalan Ombudsman that, in general terms, 
were related to the cycle of social exclusion 
(loss of employment, lack of aid, inability to 
meet costs and loss of their homes), this 
year there is much more variability in the 
type of profile of people requesting the 
intervention of the Catalan Ombudsman 
for completely different reasons.

In fact, even today it is difficult to measure 
the social and economic consequences that 
will derive from the health emergency and 
the measures implemented. Currently, 
what is observed are the direct effects 
which stem from the disease, and the 
indirect effects in the short term as a result 
of the application of the measures, 
generated by COVID-19.

Despite this, and the variability of profiles, 
the data confirms that the main volume of 
complaints is concentrated among the most 
vulnerable groups. First, in women, who 
suffer from a situation of inequality, either 
due to the unequal distribution of tasks 
related to childcare or the care of 
dependants. In addition, there are other 
dimensions that further increase this 
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1. Actions initiated in 2020 
 

N %

Complaints 11.317 51,9

Ex-officio actions 303 1,4

Queries 10.165 46,6

CMPT 9 0,0

Total 21.794 100,0

2. Actions processed in 2020
 

N  %

 Complaints 17.680 61,8

Ex-officio actions 733 2,6

Queries 10.165 35,5

CMPT 20 0,1

Total 28.598 100,0

inequality, which include, among others, 
them having been victims of gender-based 
violence, having a disability, or being a 
migrant.

Unfortunately, throughout this year the 
invisibility of sexist or LGBTI-phobic violence, 
as a result of lockdown measures and lack of 
freedom in mobility, has also been present in 
the complaints and actions of the Catalan 
Ombudsman.
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2.1. FIGURES BY SUBJECT MATTER

Social policies make up almost 37.5% of 
the set of complaints and ex officio actions 
of the Catalan Ombudsman, followed by 
territorial policies, which show a reduction 
compared to the previous year, at 18.52%. 

Social policies make up 
almost 40% of the Catalan 
Ombudsman’s volume of 
intervention figures 
comparable to 2011 and 
2012

In the field of social policies, all subjects 
show significant increases compared to the 
previous year. The subject of education and 
research has had the most complaints, as a 
result of the set of measures regarding the 
lockdown, the management of online 
training or the measures applied at the 
beginning of the school year. Another issue 
that has also seen significant growth is 
health, especially regarding the strain on 
health centres, the lack of protective 
equipment during the first half of the year 
and problems with patient care related to 
other diseases not linked to COVID-19. The 
field of social services –and, in particular, 
the management of residential nursing 
homes as a result of the onset of the disease–
has experienced a significant increase over 
the previous year. 

Finally, it is worth highlighting the volume of 
applications for interventions in the field of 
labour relations and pensions, such as the 
management of the ERTO and the 
management of the public service itself, 
with regards to it being impossible to request 
an appointment or contact the service.

The scope of territorial policies shows a 
significant reduction compared to the 
previous year. Indeed, the reduction in 
complaints and inquiries affecting the 
environment, or the suspension of evictions 
during a period of the year, largely explain 
this reduction.

With regards to public administration and 
taxes, they have remained stable compared 
to the previous year in terms of figures, 
although the types of complaints have 
varied significantly. The management of 
appointments for public services, the need 
to have digital contact with the 
administration and the problems that arise 
from it are the main reasons for intervention 
and one of the challenges that must be 
addressed in the next few years.

The area of consumption continues to 
remain stable, with similar behaviour 
compared to other years. During the first 
half of the year, however, there was an 
increase in interventions related to the 
cancellation of flights and compensation for 
passengers. Finally, it is worth noting the 
reduction of complaints in the area of public 
safety and justice.
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3. Evolution of complaints and official actions initiated in the Catalan Ombudsman 

2016 2017 2018 2019 2020

N % N % N % N % N %

Social policies 3.486 33,9 2.945 28,2 3.367 31,3 3.205 29,8 4.244 36,5%

 Education and research 1.081 10,5 641 6,1 834 7,7 865 8,0 1.329 11,4%

 Children and adolescent affairs 704 6,8 632 6,1 619 5,8 662 6,1 945 8,1%

 Health care 814 7,9 696 6,7 680 6,3 790 7,3 885 7,6%

 Social services 745 7,2 643 6,2 1.068 9,9 735 6,8 883 7,6%

 Work and pensions 91 0,9 112 1,1 66 0,6 77 0,7 149 1,3%

 Discrimination 51 0,5 221 2,1 100 0,9 76 0,7 53 0,5%

Public administration and 
taxation 1.894 18,4 2.038 19,5 2.996 27,8 2.216 20,6 2.301 19,8%

 Public administration and rights 1.443 14,0 1.460 14,0 2.668 24,8 1.744 16,2 1.618 13,9%

 Taxation 451 4,4 578 5,5 328 3,0 472 4,4 683 5,9%

Territorial policies 2.370 23,0 2.885 27,6 1.993 18,5 3.001 27,9 2.784 24,0%

 Environment 824 8,0 813 7,8 1.023 9,5 2.096 19,5 1.806 15,5%

 Housing 386 3,7 338 3,2 408 3,8 328 3,0 288 2,5%

 Town planning 1.160 11,3 1.734 16,6 562 5,2 577 5,4 690 5,9%

Consumer affairs 1.778 17,3 1.637 15,7 1.679 15,6 1.489 13,8 1.440 12,4%

Public safety and justice 709 6,9 881 8,4 685 6,4 822 7,6 675 5,8%

Culture and language 57 0,6 59 0,6 42 0,4 32 0,3 176 1,5%

Total 10.294 100,0 10.445 100,0 10.762 100,0 10.765 100,0 11.620 100,0%
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4. Number of complaints, ex officio actions and consultations initiated in 2020 in the field 
of social policies 

In the field of social policies, all subjects 
have experienced a significant increase, 
with double or triple the volume of 
interventions compared to the previous 
year. In fact, for the first time, labour 
relations and pensions, which, due to the 
lack of regional competences was a minority 
area, this year has been set as one of the 
areas requiring more intervention. This is 
as a result of the management of face-to-
face services and of not having the tools to 
contact the public services.

The area of social services is where most 
complaints, inquiries and ex officio actions 
have been initiated throughout the year, 
within the matters incorporated into social 
policies. In fact, the management of 
residential nursing homes, as a result of 
the emergence of COVID-19, has increased 
the volume of interventions in this area, in 
terms of the possible neglect of people 
living there, the lack of medical 
examinations, and the difficulties relatives 
have in visiting them.

Complaints related to social inclusion and 
the need for help for vulnerable people 
have also increased. Reduced economic 
activity has affected a large part of Catalan 
society, but it has been particularly serious 
in people who were already experiencing 
economic difficulties or who were already 
below the poverty line.

Similarly, the reduction in mobility has led 
to changes in lifestyle, which becomes 
especially complex in people with physical, 
psychological or sensory disabilities. In 
this sense, the impossibility of opening 
day centres or employment centres for 
example, not only creates problems for 
these people, but also for their relatives, 
who have had to take on added 
responsibilities. 

Education and research is the second area 
in which most complaints have been filed. 
However, with regard to this issue, it is 
worth noting the effect of mass movements. 
In other words, while complaints or 
inquiries filed in the field of health or 
social services affect certain cases with 

specific characteristics, in the field of 
education and research, and also this year 
in child services, there are many 
complaints which relate generically to the 
safety and health measures applied (at the 
start of the 2020/2021 school year); the 
online education model and the lack of 
technological resources; and the economic 
consequences for families (quotas for state 
subsidised schools).

However, school pre-registration and 
access to educational centres, preparations 
for tests or examinations, the burden of 
household chores on families who are 
adapting to the imposed measures, or 
students with special educational needs, 
continue to constitute a significant volume 
of actions in this area.

The third area with the most interventions 
this year is health, both for the direct and 
indirect effects of COVID-19. The strain on 
health centres, the lack of necessary care 
for patients during the initial period of the 
disease, the lack of protective equipment 
and the working conditions (in terms of 
occupational risk prevention) of health 
personnel, explain in large part the number 
of interventions.

Secondly, there is a whole set of complaints 
that affect the possible neglect and 
increase in waiting list times as a result of 
centralising the efforts of health centres 
and staff in the treatment of the disease.

With regards to children and adolescents, 
although there is no decrease in the 
number of complaints already made in 
relation to the care of children and 
adolescents, the rights of families 
(specifically the emergency situation in 
residential nursing homes) and the 
protection of children and adolescents, 
there has been an increase in complaints 
and inquiries. These are related to the 
rights of children and adolescents who 
were restricted during the lockdown, the 
financing of educational leisure time – 
especially this year – or the effect of the 
measures imposed on civil registries 
regarding the registration of babies born 
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4.1. Education and research Total % Com-
plaints % EO % Queries %

Pre-enrollment to education and centers 473 26,0 364 28,2 7 18,9 102 20,7

Rights and obligations of students 264 14,5 172 13,3 5 13,5 87 17,6

University studies and research 215 11,8 125 9,7 5 13,5 85 17,2

Scholarships and grants 37 2,0 28 2,2 2 5,4 7 1,4

Special educational needs 106 5,8 76 5,9 8 21,6 22 4,5

Bullying 36 2,0 16 1,2 - 0,0 20 4,1

Education centers 167 9,2 132 10,2 - 0,0 35 7,1

Organization and planning of the school sys-
tem

279 15,3 226 17,5 1 2,7 52 10,5

Other lessons 172 9,4 136 10,5 1 2,7 35 7,1

Teaching staff 14 0,8 4 0,3 - 0,0 10 2,0

Others 59 3,2 13 1,0 8 21,6 38 7,7

Total 1.822 100,0 1.292 100,0 37 100,0 493 100,0

during the lockdown period, with the 
consequent difficulties in obtaining 
maternity and paternity leave.

Additionally, and in relation to this issue, 
children with disabilities or health problems 
have also been particularly affected during 
this period, and the burden has fallen on 
families. This burden also increases in 
single parent households or large families.

Again, the effects on children due to 
problems in family relationships, usually 
caused by a process of separation or 
contentious divorce, or complaints, 
inquiries and official actions that highlight 
the situation of risk or helplessness of 
children and the action of the Children and 
Adolescent Services Unit (EAIA) or social 
services, constitute a significant part of the 
Catalan Ombudsman’s volume of 
interventions. Finally, and albeit to a lesser 
extent, the number of applications that 
arise from situations of child sexual abuse 
and ill-treatment, should be noted, whether 
current or from previous years.

This year, and as noted previously, the area 
of labour relations and pensions has the 
largest increase among all matters of the 
Catalan Ombudsman. First of all, because 
people have turned to institutions that, 
despite not having competences in the 
matter, may be able to solve problems of 
contact with the public services that take 
care of unemployment benefits or ERTOs, 
for example. Chapter III of this report 
explains this situation. However, the 
number of complaints, ex officio actions 
and inquiries relating to the lack of 
sufficient aid or problems in processing the 
aid offered by the Generalitat de Catalunya 
administration, such as benefits for the 
self-employed, has also been significant.

Finally, with regards to the area of 
discrimination, the number of actions has 
increased compared to 2019, especially 
relating to gender-based violence, LGBTI-
phobic violence and racial discrimination, 
which during lockdown at home may 
become more invisible.
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4.2. Children and adolescents' affairs Total % Com-
plaints % EO % Queries %

Child in risk and performance of the EAIA 347 23,4 145 16,6 28 38,9 174 32,4

Rights of families 233 15,7 142 16,3 10 13,9 81 15,1

Problems in family relationships 156 10,5 45 5,2 1 1,4 110 20,5

Child health 160 10,8 109 12,5 4 5,6 47 8,8

Education in leisure and sporting activities 372 25,1 293 33,6 12 16,7 67 12,5

Child disability 78 5,3 63 7,2 2 2,8 13 2,4

Child protection centers 61 4,1 33 3,8 6 8,3 22 4,1

Unaccompanied minors 16 1,1 12 1,4 2 2,8 2 0,4

Media and new technologies 10 0,7 4 0,5 1 1,4 5 0,9

Family fostering and adoptions 45 3,0 27 3,1 3 4,2 15 2,8

Discrimination 4 0,3 - 0,0 3 4,2 1 0,2

Total 1.482 100,0 873 100,0 72 100,0 537 100,0

4.3. Health care Total % Com-
plaints % EO % Queries %

Rights and obligations of the user 870 49,4 426 48,9 3 23,1 441 50,3

Waiting lists 219 12,4 169 19,4 - 0,0 50 5,7

Health benefits 124 7,0 63 7,2 1 7,7 60 6,8

Disagreement with the diagnosis and 
treatment of the disease

85 4,8 13 1,5 1 7,7 71 8,1

Mental health 56 3,2 18 2,1 1 7,7 37 4,2

Infrastructure, management and resour-
ces

117 6,6 75 8,6 - 0,0 42 4,8

Medical assessments 35 2,0 9 1,0 - 0,0 26 3,0

Minority diseases 126 7,2 96 11,0 - 0,0 30 3,4

Others 129 7,3 3 0,3 7 53,8 119 13,6

Total 1.761 100,0 872 100,0 13 100,0 876 100,0

4.4. Social services Total % Com-
plaints % EO % Queries %

Social inclusion (guaranteed income and 
non-contributory benefits)

877 46,4 312 35,9 3 23,1 562 55,7

People with disabilities (subsidies and 
benefits, benefit accessibility and grade)

379 20,0 196 22,5 2 15,4 181 17,9

Elderly people (subsidies and benefits, 
residential services and home care)

602 31,8 351 40,3 7 53,8 244 24,2

Homeless 21 1,1 9 1,0 1 7,7 11 1,1

Legal disabilities 13 0,7 2 0,2 - 0,0 11 1,1

Total 1.892 100,0 870 100,0 13 100,0 1.009 100,0
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4.5. Work and pensions Total % Com-
plaints % EO % Queries %

Unemployment benefit 476 42,0 78 54,2 1 20,0 397 40,3

Labor insertion 286 25,2 38 26,4 3 60,0 245 24,9

Retirement pension 51 4,5 4 2,8 - 0,0 47 4,8

Labor incapacity 31 2,7 1 0,7 - 0,0 30 3,0

Occupational training 24 2,1 12 8,3 - 0,0 12 1,2

Employment regulator files 181 16,0 7 4,9 - 0,0 174 17,7

Prevention of occupational hazards 12 1,1 - 0,0 - 0,0 12 1,2

Others 72 6,4 4 2,8 1 20,0 67 6,8

Total 1.133 100,0 144 100,0 5 100,0 984 100,0

4.6. Discrimination Total % Com-
plaints % EO % Queries %

Gender equality 30 34,1 17 50,0 6 31,6 7 20,0

Discrimination by sexual orientation 51 58,0 14 41,2 12 63,2 25 71,4

Social or ideological discrimination 2 2,3 - 0,0 - 0,0 2 5,7

Racial discrimination 5 5,7 3 8,8 1 5,3 1 2,9

Religious affairs - 0,0 - 0,0 - 0,0 - 0,0

Total 88 100,0 34 100,0 19 100,0 35 100,0
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5. Number of complaints, ex officio actions and consultations initiated in 2020 in the 
field of public administration and taxes 

As mentioned previously, the area of 
public administration maintains a similar 
trend to last year, but there has been a 
significant change in the types of 
complaints. This year, difficulties in face-
to-face care, the management of 
appointment systems or in the field of 
digital administration have been more 
significant than before.

Firstly, the prior appointment system was 
set up as a way to interact with public 
services. In many cases however, it 
represented a substitute, and not a 
complementary mechanism, thus creating 
delays in caring for people. Secondly, as a 
result of these difficulties in face-to-face 
and telephone services, there has been an 
increase in telematic care, therefore 
duplicating the problem.

On the one hand, some people do not 
have knowledge of the mechanisms to 
electronically sign or process any file 
from the administration. On the other 
hand, the public administrations have not 
yet fully consolidated the telematic 
services, so that failures in the system or 
problems occur, insofar as the external 
management of the administrations is 
operational, but there are still many 

shortcomings in internal management 
that prevent the completion of procedures 
with the same efficiency as the previous 
year.

With regards to other areas that affect 
the public administration, the charging of 
certain telephone services, such as 061, or 
personnel selection processes, and the 
conditions under which these processes 
have had to be carried out, are also an 
important reason for intervention by the 
Catalan Ombudsman. Furthermore, public 
confusion about the lockdown, the easing 
of lockdown, and the uncertainty over the 
limits of these measures, have led to 
many inquiries at the institution.

Finally, it should be noted that the impact 
of the regulations approved in recent 
years on the transparency or protection 
of personal data is also beginning to 
emerge.

In the area of taxes, like every year, the 
local area tends to generate more 
interventions from the Catalan 
Ombudsman. This year, the increase in 
metropolitan tax has been the main 
reason why people have expressed their 
dissatisfaction.

5.1. Public administration Total % Com-
plaints % EO % Queries %

Administrative procedure 794 28,3 246 15,4 9 42,9 539 45,5

Civil servants 836 29,8 655 41,0 3 14,3 178 15,0

Sanctioning proceeding and forced
expropriation

498 17,8 247 15,5 - 0,0 251 21,2

Patrimony of the Administration 39 1,4 31 1,9 - 0,0 8 0,7

Citizen participation, politics and voting
regime

201 7,2 131 8,2 7 33,3 63 5,3

Public liability 124 4,4 77 4,8 - 0,0 47 4,0

Authorizations and concessions 65 2,3 28 1,8 - 0,0 37 3,1

Transparency 38 1,4 25 1,6 1 4,8 12 1,0

Subsidies and benefits 151 5,4 113 7,1 - 0,0 38 3,2

Public hiring 56 2,0 44 2,8 1 4,8 11 0,9

Total 2.802 100,0 1.597 100,0 21 100,0 1.184 100,0
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6. Number of complaints, ex officio actions and consultations initiated in 2020 in the 
field of consumer affairs

Consumer affairs Total % Com-
plaints % EO % Queries %

Electricity 536 14,5 301 21,2 6 26,1 229 10,1

Telephony 722 19,5 405 28,6 2 8,7 315 14,0

Transport 534 14,4 376 26,5 7 30,4 151 6,7

Water 304 8,2 166 11,7 2 8,7 136 6,0

Gas 181 4,9 90 6,4 2 8,7 89 3,9

Administration of consumer protection 176 4,8 33 2,3 1 4,3 142 6,3

Others 1.244 33,6 46 3,2 3 13,0 1.195 52,9

Total 3.697 100,0 1.417 100,0 23 100,0 2.257 100,0

Energy consumption (electricity and gas) 
and the problems generated by telephony 
are the main causes that motivate the 
Catalan Ombudsman’s intervention in 
terms of official actions and complaints. 
Despite the slight reduction in all areas, 
there has been an increase in the number 
of complaints in which people express 
problems with being unable to access the 
social tariffs or problems in paying their 
bills.

Also noteworthy are the problems arising 
from the management of funeral services 
as a result of the pandemic.

While supplies have always been the 
reason for which many of the consumption 
inquiries were also centralised, in 2020 
travel cancellations and the resulting 
compensation are one of the main reasons 
for intervention by the Catalan 
Ombudsman. 

5.2. Taxation Total % Com-
plaints % EO % Queries %

Local taxes 808 79,1 595 88,7 9 75,0 204 60,4

State taxes 130 12,7 28 4,2 1 8,3 101 29,9

Regional taxes 83 8,1 48 7,2 2 16,7 33 9,8

Total 1.021 100,0 671 100,0 12 100,0 338 100,0
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7. Number of complaints, ex officio actions and consultations initiated in 2020 in the 
field of territorial policies 

With regards to territorial policies, this 
area has been substantially reduced in 
terms of the number of interventions by 
the Catalan Ombudsman. In absolute terms, 
the figures are similar to those of the 
previous year, but the increase in the field 
of social policies has reduced this value. As 
in the field of education, the environment 
is one of the areas that generates complaints 
from many citizens about the same matter. 
Complaints reaching the institution from 
those who are fond of walking or mountain 
hiking, in relation to the easing of 
restrictions, is remarkable. Also noteworthy 
are the complaints about the noise from 
the central bus station in Tortosa and the 
inconvenience caused by the industrial 
waste incinerator.

However, noise, odour and light pollution, 
along with gas emissions, are still among 
the main reasons for the Catalan 
Ombudsman’s intervention.

In relation to urban planning and mobility, 
this year there has also been an increase 
in actions motivated by people who use 
motorhomes. This is as a result of 
measures to restrict traffic, stopping and 
parking, and also by the misuse of 
signalling, limiting the right of mobility 
and endangering road safety, or the lack 
of infrastructures or enabled spaces that 
allow them to use their motorhomes and 
take part in the associated leisure and 
recreation activities.

In relation to housing, the housing 
emergency and the problems arising from 
housing benefits continue to be, as in the 
previous year, the main reason for 
complaints in this area. Despite the 
suspension of evictions, this year we have 
had to act as a matter of urgency to 
alleviate the problems arising from the 
housing emergency. 

7.1. Environment Total % Com-
plaints % EO % Queries %

Protection of biodiversity 232 10,3 188 10,6 3 11,1 41 9,2

Pollution (acoustic, odoriferous, 
atmospheric, light or radioelectric)

1.162 51,6 958 53,9 16 59,3 188 42,3

Control and possession of domestic 
animals

171 7,6 104 5,8 - 0,0 67 15,1

Waste Management 112 5,0 76 4,3 2 7,4 34 7,7

Cleaning of public roads and abandoned 
plots

130 5,8 89 5,0 - 0,0 41 9,2

Activity licenses 338 15,0 303 17,0 1 3,7 34 7,7

Trees and public gardening 63 2,8 37 2,1 1 3,7 25 5,6

Control of populations of wild animals 30 1,3 20 1,1 1 3,7 9 2,0

Environmental emergencies. Floods, 
fires. 

12 0,5 4 0,2 3 11,1 5 1,1

Total 2.250 100,0 1.779 100,0 27 100,0 444 100,0
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7.2. Urbanism and mobility Total % Com-
plaints % EO % Queries %

Mobility 497 51,4 391 57,3 4 50,0 102 36,8

Town planning and inspection 276 28,5 172 25,2 - 0,0 104 37,5

Urban planning and execution 163 16,9 96 14,1 4 50,0 63 22,7

Urbanizations not received 31 3,2 23 3,4 - 0,0 8 2,9

Others 0 0,0 - 0,0 - 0,0 - 0,0

Total 967 100,0 682 100,0 8 100,0 277 100,0

7.3. Housing Total % Com-
plaints % EO % Queries %

Application for access to housing of 
social emergency

205 25,1 78 28,6 4 26,7 123 23,2

Benefits and housing subsidies (rent 
subsidies,basic rent subsidy)

109 13,3 62 22,7 2 13,3 45 8,5

Access and acquisition of housing 84 10,3 40 14,7 1 6,7 43 8,1

Housing conservation and maintenance 352 43,0 85 31,1 6 40,0 261 49,2

Squatting 36 4,4 6 2,2 1 6,7 29 5,5

Real estate mobbing 8 1,0 1 0,4 - 0,0 7 1,3

Others 24 2,9 1 0,4 1 6,7 22 4,2

Total 818 100,0 273 100,0 15 100,0 530 100,0
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Culture and language Total % Com-
plaints % EO % Queries %

Culture and arts 150 70,4 136 78,2 1 50,0 13 35,1

Violation of Catalan speakers’ rights 26 12,2 15 8,6 1 50,0 10 27,0

Violation of Spanish speakers’ rights 29 13,6 20 11,5 - 0,0 9 24,3

Violation of Aranese-Occitan speakers’ 
rights

- 0,0 - 0,0 - 0,0 - 0,0

Others 8 3,8 3 1,7 - 0,0 5 13,5

Total 213 100,0 174 100,0 2 100,0 37 100,0

9. Number of complaints, ex officio actions and consultations initiated in 2020 in the 
field of culture and language 

The area of culture and language traditionally 
generates the least requests for intervention 
from the Catalan Ombudsman. However, 
unlike in recent years, in which language 
represented the largest number of complaints 

within this minority area, in 2020 the situation 
of live arts and dance professionals, as a result 
of the measures established in the cultural 
field, has been the main reason for the Catalan 
Ombudsman’s intervention.

Public safety and justice Total % Com-
plaints % EO % Queries %

Justice administration 516 41,3 224 35,1 3 8,3 289 50,3

Performance of the security forces 327 26,2 157 24,6 15 41,7 155 27,0

Penitentiary services 407 32,6 258 40,4 18 50,0 131 22,8

Total 1.250 100,0 639 100,0 36 100,0 575 100,0

8. Number of complaints, ex officio actions and consultations initiated in 2020 in the field of 
public safety and justice

The figures in the area of public safety 
and justice are similar to previous years, 
although there has been an increase in 
complaints, mainly in the area of the 
administration of justice and the action 
of security forces. In particular, the 
backlog in the administration of justice; 
the poor state of infrastructure in some 
courts; the delay in civil registries as a 
result of the measures imposed due to the 

health emergency, and the attitude of the 
security forces in relation to imposing 
sanctions for the security measures, have 
been the areas of most intervention by 
the Catalan Ombudsman.

With regards to prison services, the 
difficulties in being able to visit inmates 
in prisons is one of the main reasons for 
intervention.
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2.2. STATUS OF ACTION

This year, 72.2% of complaints and ex 
officio proceedings have been completed, 
while 27.8% remain open. This fact is 
interpreted as positive, both from the 
perspective of the administration and the 
Catalan Ombudsman. In particular, it 
should be noted that the Catalan 
Ombudsman has made an effort to 
complete as many cases as possible, 
especially during the first half of the year, 
in which there was a slowdown or 
shutdown by many administrations, as 
they were preparing their IT systems and 
adapting them to remote working.

 
This year, 72,2% of the cases 
processed were closed

Of the actions completed, some irregularity 
has been detected in 50.2% of cases and, of 
these, 47.9% have been resolved without 
the need for a resolution from the Catalan 
Ombudsman; in other words, the 
administration, once the Catalan 
Ombudsman has reported the problem, has 
corrected its actions. In this sense, the 
administration has made an effort to be 
diligent to the extent that it detects a 
problem and resolves it as quickly as 
possible in the eyes of the public.

With regards to the acceptance of the 
Catalan Ombudsman’s resolutions, and 
following the trend of previous years, in 
98.9% of the cases in which irregular action 
has been detected by the administration, 
they have either been fully accepted, or 
partial measures have been suggested or 
recommended by the Catalan Ombudsman.

However, there has been an increase in the 
resolutions in which the administration 
has partially accepted the recommendations 

or suggestions of the Catalan Ombudsman, 
unlike previous years. This has been 
motivated by the partial acceptance of 
some accrued files, such as the current 
case in the area of consumption, of the 
dismantling of the railway between 
Cambrils, Salou and Port Aventura, or in 
the concern for students’ return to the 
educational centres in 2020-2021 in the 
area of education. 

 
In 98,9% of the cases, the 
Catalan Ombudsman's 
recommendations and 
suggestions were fully or 
partially accepted

Another relevant issue that should be 
highlighted, is the effectiveness of the 
Catalan Ombudsman, measured in the 
resolution of problems and compliance 
with resolutions that have previously been 
accepted in whole or in part by the 
administration.

In 58.4% of the cases the problem has been 
resolved or the Catalan Ombudsman’s 
resolutions have been complied with, 
while in 41.6% of the cases they are still 
being carried out. The latter figure, which 
has increased compared to the previous 
year, is justified by the volume of case 
closures that have occurred this year 
which results in having an impact on the 
subsequent follow-up.

As seen in Table 14, matters such as 
consumption, social policies and territorial 
policies, are areas in which there has been 
a higher percentage of overall compliance 
by the administration or the companies 
offering services of general interest.
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10. Complaints and ex-officio actions admitted for processing and in process
 

< 2020 2020 Total  % 

Admission to process 1 535 536 10,5

Waiting for more information provided by complainant 8 328 336 6,6

Waiting for more information from the Administration 538 1.759 2.297 44,9

Pending Ombudsman decision 153 680 833 16,3

Awaiting acceptance of decision by the Administration 496 418 914 17,9

In process of completion 111 87 198 3,9

Total 1.307 3.807 5.114 100,0

11. Acceptance of the ombudsman's suggestions in complaints and ex-officio actions 
processed in 2020

12. Complaints and ex-officio actions finalized
< 2020 2020 Total  % 

Irregularity 3.700 2.980 6.680 50,2

Non-irregularity 1.346 3.160 4.506 33,9

Withdrawal of complainant 240 766 1.006 7,6

Transfer to other institutions 93 390 483 3,6

Non-admitted 107 517 624 4,7

Total 5.486 7.813 13.299 100
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Addressed 
during 

processing

Compliance 
with the 
decision

Partial  
compliance

with the 
decision

Non
compliance

Follow-up 
to confirm 
compliance

Total

N % N % N % N % N % N %

Social policies 952 48,1 309 15,6 42 2,1 - 0,0 675 34,1 1.978 29,8

 Education and research 317 44,9 99 14,0 18 2,5 - 0,0 272 38,5 706 10,6

 Children and adolescent 
affairs

94 16,1 124 21,3 20 3,4 - 0,0 345 59,2 583 8,8

 Health care 299 83,1 45 12,5 1 0,3 - 0,0 15 4,2 360 5,4

 Social services 215 77,9 37 13,4 3 1,1 - 0,0 21 7,6 276 4,2

 Work and pensions 15 78,9 2 10,5 - 0,0 - 0,0 2 10,5 19 0,3

 Discrimination 12 35,3 2 5,9 - 0,0 - 0,0 20 58,8 34 0,5

Public administration and 
taxation 373 24,2 134 8,7 5 0,3 - 0,0 1.030 66,8 1.542 23,2

 Public administration and 
rights

263 19,1 104 7,6 5 0,4 - 0,0 1.004 73,0 1.376 20,7

 Taxation 110 66,3 30 18,1 - 0,0 - 0,0 26 15,7 166 2,5

Territorial policies 1.272 63,9 138 6,9 22 1,1 1 0,1 557 28,0 1.990 29,9

 Environment 1.001 86,1 68 5,8 11 0,9 1 0,1 82 7,1 1.163 17,5

 Housing 81 59,6 14 10,3 7 5,1 - 0,0 34 25,0 136 2,0

 Town planning 190 27,5 56 8,1 4 0,6 - 0,0 441 63,8 691 10,4

Consumer affairs 516 65,2 10 1,3 - 0,0 - 0,0 266 33,6 792 11,9

Public safety and justice 80 24,8 9 2,8 3 0,9 1 0,3 229 71,1 322 4,8

Culture and language 9 42,9 4 19,0 - 0,0 - 0,0 8 38,1 21 0,3

Total 3.202 48,2 604 9,1 72 1,1 2 0,0 2.765 41,6 6.645 100,0

13. Compliance with the ombudsman suggestions in 2020
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2011 2012 2013 2014 2015 2016 2017 2018 2019 2020

In process 5.148 4.826 4.837 6.006 7.471 6.365 4.450 6.663 4.727 5.114

Finalized 7.821 8.626 9.517 9.337 10.059 11.714 12.624 9.347 12.788 13.299

Total 12.969 13.452 14.354 15.343 17.530 18.079 17.074 16.010 17.515 18.413

14. Evolution of the processing of complaints and ex-officio actions during 2011 -2020

15. Number of people concerned in the complaints and queries processed in 2020

2020

Complaints 12.311

Queries 10.165

Total 22.476

2.3. USER PROFILES

95.1% of the complaints of the Catalan 
Ombudsman in 2020 have been filed by 
individuals, while 4.3% have been initiated 
by legal entities (non-profit organisations, 
companies, etc.), other administrations or 
other ombudsmen.

In relation to complaints filed by legal 
entities, unlike last year, most were initiated 
by non-profit organisations (45.6%), followed 
by homeowners and residents’ associations 
and communities (27.6%). A lower percentage 
are companies and unions, and labour 
groups or organisations.

With regards to individuals, it should be 
noted that the incorporation of this 
information into the Catalan Ombudsman’s 
systems is predetermined by the content 
of the complaint. In other words, the 
information is collected if it appears in the 
description or subsequent progress of the 
complaint but is not requested through a 
predefined questionnaire to the person 
concerned, in accordance with the 
regulations for the protection of personal 
data.

16. Type of person presenting the complaints initiated in 2020 

N %

Natural persons 10.764 95,1

Legal persons 483 4,3

Administration 61 0,5

Ombudsman 2 0,0

Centre of reference 7 0,1

Total 11.317 100,0
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General data shows an increase in the 
number of complaints filed by women 
(53.7%) compared to complaints filed by 
men (46.3%). Since 2013, when this statistic 
was introduced in the Catalan 
Ombudsman’s annual reports, the trend 
shows that when social policies is the area 
in which most complaints are received, 
the number of complaints submitted by 
women is always higher than for men.

This data is even more evident when 
disaggregated by subject. The most 
significant differences (70-30%) occur in 
education and research, social services, 
and childhood and adolescence, which 
shows, once again, that it is not just a case 
of women finding themselves in a more 
unfavourable situation; care work and 
family burdens fall mainly on them, and 
in these areas this disproportion is even 

higher than that shown by last year’s 
data. 

This data is reversed when it comes to 
areas such as taxes or territorial policies, 
although not in the same proportion.

In a year like this, in which family burdens 
have increased as a result of security 
measures and reduced mobility, it is worth 
highlighting the inequalities in the shared 
responsibilities between men and women, 
both in terms of caring for the children as 
well as caring for other dependants. The 
probability of being in a vulnerable 
situation becomes even clearer when a 
group in an unfavourable situation 
presents the characteristics of other 
vulnerable groups, resulting in a 
multiplying effect.

N %

Condominium owner and neighbor associations 133 27,5

Private companies 45 9,3

Non-profit organizations 220 45,5

Media 3 0,6

Religious organizations 2 0,4

Labor organizations 27 5,6

Business organizations 5 1,0

Political organizations 48 9,9

Total 483 100,0

17. Type of legal entity of complaints initiated in 2020 
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18. Complaints processed during 2020 by genre

Women Men Total

N % N % N

Social policies 2.593 65,1 1.392 34,9 3.985

 Education and research 887 70,2 377 29,8 1.264

 Children and adolescent affairs 571 68,0 269 32,0 840

 Health care 514 59,8 345 40,2 859

 Social services 539 63,3 313 36,7 852

 Work and pensions 66 47,1 74 52,9 140

 Discrimination 16 53,3 14 46,7 30

Public administration and taxation 966 45,9 1.139 54,1 2.105

 Public administration and rights 686 47,1 772 52,9 1.458

 Taxation 280 43,3 367 56,7 647

Territorial policies 1.201 47,3 1.337 52,7 2.538

 Environment 747 45,6 892 54,4 1639

 Housing 287 44,8 353 55,2 640

 Town planning 167 64,5 92 35,5 259

Consumer affairs 688 50,3 679 49,7 1.367

Public safety and justice 218 36,4 381 63,6 599

Culture and language 109 64,1 61 35,9 170

Total 5.775 53,7 4.989 46,3 10.764

Complaints Queries Total

N % N % N %

Catalan 9.848 87,0 9.685 95,3 19.533 90,9

Spanish 1.459 12,9 473 4,7 1.932 9,0

Aranese-Occitan - 0,0 - 0,0 - 0,0

Others 10 0,1 7 0,1 17 0,1

Total 11.317 100,0 10.165 100,0 21.482 100,0

19. Language of complaints and queries in 2020 
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The time taken to process complaints and 
ex officio proceedings has been reduced, 
breaking the negative dynamics of the last 
two years. This is for several reasons. First 
of all, because the number of files referred 
to the Spanish Ombudsman has increased 
as a result of the functionality of the Spanish 
Public Employment Service (SEPE). Secondly, 
because the Catalan Ombudsman has made 
an effort to try to speed up all the files that 
could be resolved quickly, without having to 
ask the administration for information. 
Finally, because during the second quarter 
of the year, the level of response from the 
administrations was very low; on the other 
hand, the Catalan Ombudsman continued to 
work at the same pace as it did previously.

In this sense, work is being done to 
continue to improve these deadlines with 
the administration and with all the 
companies providing services of general 
interest involved in this procedure.

In fact, as an example, a commission has 
been set up between the Generalitat de 
Catalunya, the Open Administration 
Consortium of Catalonia and the Catalan 
Ombudsman, with the aim of increasing 
administrative interoperability and the 
catalogue of data available on Via Oberta, 
and also to reduce processing times.

2.4. PROCESSING TIME

2.5. PROCESSING WITH 
ADMINISTRATIONS AND COMPANIES 

This year, the procedures addressed to the 
Generalitat de Catalunya and the local 
administration have made up the majority 
of them and have been carried out in a 
fairly balanced way. In fact, 46.6% of the 
procedures have been done with the 
regional administration, while 47.9% were 
done with the local administration. Again, 
and unlike the previous year, the trend 
from other years is repeated, in which the 
local administration represented the main 
area of action for the Catalan Ombudsman.

In relation to the Generalitat de Catalunya, 
and similar to the previous year, but 
especially as a consequence of the 
appearance of COVID-19, the Department 
of Health, the Department of Labour, Social 
Affairs and Families and the Department 
of Education make up the bulk of complaints 
and ex officio actions with the regional 
administration.

As for the local administration, the 
councils comprise 87% of the files 
processed, followed by the metropolitan 
entities. With regard to the provincial 
councils, the Diputació de Barcelona 

 
comprises the vast majority of procedures, 
largely by the l’Organisme de Gestió 
Tributària (The Tax Management Body).

Private companies which provide services 
of general interest maintain the trend of 
other years, representing a procedural 
volume of 2.8%. It is worth noting that 
companies providing services of general 
interest have a high and effective level of 
response (processing time) and problem 
solving.

The following tables set out the status of 
the procedures for each administration or 
company that has been supervised by the 
Catalan Ombudsman and, if completed, 
what the result was.

The information collected responds to a 
general demand from the administrations 
to quantify not only the number of 
complaints and ex officio proceedings that 
have been processed, but also their 
completion. This is to show that in a high 
level of cases, no irregularity was detected 
or the problem had been resolved before 
the Catalan Ombudsman had made a ruling.
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2.6. TERRITORIAL PRESENCE OF THE CATALAN OMBUDSMAN’S OFFICE

The itinerant office of the Catalan 
Ombudsman has, of course, also been 
affected by the pandemic and the associated 
measures to restrict mobility. The last face-
to-face visit before the lockdown was March 
12, in Rubí. Nine visits, already scheduled for 
the second half of March and early April, had 
to be cancelled or postponed.

The service resumed on June 30 in Tarragona, 
already with a new format adapted to the 
new situation. Visits are done electronically, 
without travel or face-to-face service, but 
with a dedicated date for each municipality. 
In this new format, which ran until the end 
of the year and which is also scheduled for at 
least the initial months of 2021, all the 
attention has been and will be made by 
phone or video call. Dissemination (with an 
informative mailing sent to all homes in the 
municipality or neighbourhood visited) and 
the procedure for arranging the interview (an 
email or prior phone call) is done in the usual 
way, but the attention is always telematic. 

The results have generally been good and in 
many cases more people have been attended 
to online than in person, thanks to greater 
flexibility and time availability. It is true, 
however, that in specific cases the lack of 
presence has made it difficult to file 
complaints or make inquiries with people 
who do not have access to email or a 
computer.

During 2020 the travelling 
office has made 74 visits, 
27 in person and 47 online

In 2020, a total of 74 visits were made, 27 in 
person and 47 online. We visited all the 
municipalities with a single care agreement 
and the main cities in Catalonia, a total of 70 
towns and two counties.

Of these 74 visits, 750 complaints were filed, 
and 361 inquiries were made, for a total of 
1,111 actions.

   Municipalities where Catalan Ombudsman's office has made a single visit during 2020

 Municipalities with single follow-up agreement and where Catalan Ombudsman's office has made multiple visits during 2020
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5.1. INTERNATIONAL RELATIONS

1.1. European Ombudsman

Meeting of the European Ombudsman 
Network (ENO)

The Annual Conference took place on 26 
October 2020. In this edition, the debates 
were organised around two main topics: the 
future of the Ombudsman in Europe and the 
impact of COVID-19 on ombudsman 
institutions. 

1.2.International Ombudsman Institute 
(IOI)

World Board Conference

The meeting of the World Board of the 
International Ombudsman Institute took 
place on 18 May 2020, telematically. One of 
the main agreements of the meeting was to 
formally postpone the Institute’s World 
Congress, scheduled to take place on the 
same dates in Dublin. Finally, the agreement 
of the Board was to hold the Congress and 
Assembly telematically in 2021. 

One of the consequences of this meeting has 
been that all the current positions have been 
maintained in the people who hold them 
until the World Congress is held. Thus, the 
Catalan Ombudsman will remain European 
President until the World Congress and 
Assembly are held next May.

European Board Meetings

The European Board held two meetings 
during 2020: one in Barcelona in March 2020, 
and one remotely, on 29 October 2020. As of 
May 2021, the presidency will be in the hands 
of Andreas Pottakis, the ombudsman for 
Greece. The other elected members of the 
European Board are:

 Elisabeth Rynning (Parliamentary 
Ombudsman of Sweden)

 Rob Behrens (Parliamentary and Health 
System Ombudsman of the United Kingdom)

 Peter Tyndall (Irish Ombudsman and IOI 
President)

 Maria Lucia Amaral (Portuguese 
Ombudsman)

 Marc Bertrand (Ombudsman of Wallonia 
and of the Wallonia-Brussels Federation)

 Nino Lomjaria (Ombudsman of Georgia)

The elections were organised electronically 
from the Catalan Ombudsman’s office.

Seminars and workshops

Artificial Intelligence and Human Rights

On 2 and 3 March 2020, the International 
Seminar on Artificial Intelligence and Human 
Rights: challenges, roles and tools for 
Ombudsman institutions, organised by the 
International Ombudsman Institute (IOI) and 
the Catalan Ombudsman, took place at the 
Museu del Disseny Hub de Barcelona, with 
the collaboration of the BSC (Barcelona 
Supercomputing Center) and the Digital 
Future Society. The discussions and 
contributions of the conference were 
organised around five round tables with 
artificial intelligence and the importance of 
the application and regulation of human 
rights in this field as a central theme. 

International Seminar on COVID-19 and 
Ombudsman: the challenge of the pandemic

On 24 November 2020, the Ombudsman of 
Israel and the International Ombudsman 
Institute organised the International Seminar 
on COVID-19 and the Ombudsman to discuss 
how ombudsman institutions around the 
world have faced and are facing the enormous 
social and economic problems generated by 
the pandemic and to share the experiences of 
each institution. The Catalan Ombudsman, 
Rafael Ribó, gave a speech at the seminar, as 
European President.
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1.3. ENOC and ENYA

European Network of Young Advisors (ENYA) 
2019

The impact assessments on children’s rights 
of the ENYA project this year 2020 (children’s 
rights in decision-making (CRIA)) have 
focused on LGBTIQ+ rights and encouraged 
young people to give their views in this area. 
Núria Casellas, from Bisbe Berenguer 
Secondary School in Hospitalet de Llobregat, 
and Gisela Pérez, from Anna Ravell School in 
Barcelona, participated as representatives of 
the work carried out in the Catalan 
Ombudsman’s Advisory Council.

European Network of Ombudsmen for 
Children (ENOC) 2020

The 24th Annual Conference of the ENOC 
(which was to be held in Edinburgh) took 
place electronically on 17-18 November 
this year, organised by the Office for the 
Defence of Children’s Rights of Scotland. 
The recommendations of ENYA were 
presented to the ENOC Forum and included 
in the final ENOC statement on Children’s 
rights in decision-making.

1.4. NEON (National Energy Ombudsman 
Network)

After a first meeting on 2 February 2020 in 
Barcelona, the other NEON general 
meetings have taken place electronically 
on 14 October and 2 December. During 
2020, the Network, which has a new 
Secretary General, has focused its efforts 
on reorganising the work plan, monitoring 
the work of its members, as well as 
legislative developments in the energy 
sector.

1.5. International Association on Language 
Commissioners (IALC)

In virtual format, the meetings of the 
members of the Association of Language 
Commissioners were held on 7 April and 
16 December 2020. The meetings dealt 

with questions about the admission of new 
members, proposals for activities in 
accordance with the needs detected by the 
members, as well as an exchange of 
information on the most relevant issues of 
each institution.

1.6. International Conference on Information 
Commissioners (ICIC) 

The Catalan Ombudsman has been a 
member of the International Association of 
Information Access Commissioners (ICIC) 
since October 2019. The ICIC aims to protect 
and promote the rights of transparency and 
access to information around the world. 
The ICIC board agreed that the annual 
meeting scheduled for 2020 would be 
postponed until 2021.
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