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This special Ombudsman’s Report is submitted to the 

Knesset under Clause 46(B) of the State Comptroller 

Law, 5718-1958 [Consolidated Version]. The Report 

reviews the activity of the Office of the Ombudsman 

during the first wave of the COVID-19 Pandemic, from 

March 15, 2020 to June 30, 2020. The COVID-19 Pandemic, 

an unprecedented crisis, has posed public bodies in 

Israel with challenges they have never had to cope 

with before. A crisis period such as this requires 

the public bodies more than ever before to provide 

efficient AND effective public service in order to 

assist the many people who have suddenly found 

themselves unable to provide for their families.

As in ordinary times, during the crisis as well the 

Office of the Ombudsman provides an address for 

individuals in their interactions with the various 

authorities, in order to  protect their rights 

and enable them to exercise those rights and to 

receive adequate public service. During the period 

subject of the Report, 4,684 letters of complaint 

were received, of which 1,677 letters were related 

to the COVID-19 Pandemic. Approximately 75% of the 

COVID-19 Pandemic-related complaints were about 

issues directly related to the social safety net the 

State provided through various benefits or  grants.

OpenInG remarKs FrOm The Ombudsman 
and The head OF The OFFICe OF The Ombudsman

The Office was vigilant in ensuring that the 

distress and rights of the individual would not 

be engulfed by the mayhem of the battle against 

the Coronavirus. The Office acted to empower the 

voice of the individual and to ensure that he or she 

would receive respectful and appropriate treatment  

when interacting with public bodies.

During the crisis the Office found FLEXIBLE and 

creative ways to deliver prompt, effective responses 

to whoever contacted the Office, to quickly assist 

the public in finding solutions to the problems 

raised and to make the Office accessible to the 

widest audience possible. To this end the Office 

developed unique mechanisms aimed at resolving 

complaints. It must be noted that the rapid response 

to complaints was made possible primarily thanks 

to close cooperation between the public bodies that 

were the subjects of the complaints and the Office 

of the Ombudsman. 73.8% of the COVID-19 Pandemic-

related complaints which  the Office was authorized 

by law to investigate and the investigation wherof 

was completed, were resolved successfully within 

the timeframe covered by this report or immediately 

thereafter - due to the actions of the Office of 

the Ombudsman.

The Office focused first and foremost on helping 

those individuals who contacted us. Where 

appropriate we highlighted to public bodies systemic 

problems which were brought to the fore through 

our investigations, and we worked with those bodies 

to rectify the problems.

The COVID-19 Pandemic is a global crisis. Offices 

of Ombudspersons all over the world have been 

dealing with its impacts on the public. The Office 

continually kept abreast of the measures taken by 

OMBUDS INSTITUTIONS around the world in order to 

make themselves accessible to those populations 

which were most severely affected by the COVID-19 

pandemic. The Office also remained updated on issues 

which those institutions had to grapple with. The 

Office also updated the international community of 

OMBUDS institutions on the creative ways in which 

we operated during the crisis.

Israel is the only country in the world where the 

State Comptroller serves also as the Ombudsman. 

This concentration of authority yields added value 

both in the auditing work and in the work of the 

Office of the Ombudsman. The Office’s employees 

gain direct exposure to the acute distress of 

individuals and to the problems they must cope 

with in their contacts with various public bodies. 

Thus, the Ombudsman's Office is well-situated for 

identifying systemic problems and deficiencies in 

public bodies that need to be dealt with or fixed. 

The Office of the Ombudsman shares the vast 

information it accumulates from the investigation 

of complaints with the audit divisions in the State 

Comptroller's Office, and the divisions make use of 

the information when doing state audit. Here too, 

during the COVID-19 Pandemic, the Office provided 

invaluable information to the state audit divisions, 

which are currently engaged in preparing audit 

reports on various topics related to the COVID-19 

pandemic.

Like the rest of the public sector, the Ombudsman's 

Office operated in emergency mode with only 

part of its normal roster, and needed to adjust 

its work practices during the crisis. Due to the 

urgency of the complaints and the need to provide 

quick resolutions, some of the employees of the 

Ombudsman's Office were designated as essential 

workers and continued to provide service to the 

public throughout the entire duration of the crisis, 

even when the country went into tight lockdown. 

The Office employees did their level best to assist 

the complainants in their distress, and urgent 

complaints were sometimes handled even on eves 

of holidays and the Sabbath. The Office also relaxed 

its procedures for filing a complaint during the 

crisis, accepting complaints over the phone in 

certain cases.

The Office also took various measures to increase 

awareness among the disadvantaged members of 

society about the option to contact us, including 

granting interviews of Office employees on the 

media aimed at various sectors and seeing to it 

that speakers of different languages would be 
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available to assist people during the lockdown. 

In addition, the Office made contact with social 

welfare organizations and invited them to refer 

people encountering difficulties in exercising their 

rights when interacting with various authorities.

The Office’s employees initiated other steps to 

reach out to groups within the population who 

have been severely affected. For example, the 

Office’s personnel contacted elderly Holocaust 

survivors who were familiar to the Office through 

past complaints they had filed, in order to inquire 

about their health and general well-being and 

offer help if needed due to the crisis. One cannot 

overstate the emotional responses of these 

Holocaust survivors who, even if they were not 

in need of any specific assistance, were extremely 

appreciative of the very fact that someone took an 

interest in their situtation.

At the same time, the Office is working to strengthen 

the status of the people in charge of dealing with 

complaints in all of the  bodies in the public sector, 

in order for them to be able to integrate norms of 

high-quality, efficient service, on a par with that 

provided by democratic countries around the world.

The many emotional thank-you letters we receive are 

indicative of the important role the Ombudsman's 

Office plays, especially in times of crisis, in 

safeguarding the rights of each and every individual, 

and of the Office’s contribution toward a high-

quality, efficient civil service.

The COVID-19 pandemic demonstrates the pivotal role 

social networks play as a means for exchanging 

information on the public services provided in 

the State of Israel. As noted in this report, social 

media has fulfilled an important role in increasing 

awareness of the Office to populations that were 

in need of aid during the COVID-19 pandemic, and 

many of the complainants stated that they had 

heard about the Office on social media networks.

The Office of the Ombudsman will continue working 

to make its service accessible to as wide an audience 

as possible, and we are hopeful that members of 

the public will continue to seek our help in cases 

of unfulfilled rights, where they have been denied 

proper service from a public institution in line 

with the norms expected from such a body in the 

State of Israel.

Matanyahu Englman

 The Israel State
Comptroller

and Ombudsman

Dr. Esther Ben-Haim, Adv.

 Head of the
Office of the
Ombudsman
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This Special Report, which has been prepared according to Clause 
46(B) of the State Comptroller Law, 5718-1958 [Consolidated Version], 
describes how the Office of the Ombudsman handled complaints 
related to the COVID-19 Pandemic which were received during the 
first wave of the pandemic from March 15, 2020 to June 30, 2020 
(the report period). The report presents data on the complaints 
received at the Office within the report period and an analysis of 
the complaints according to various parameters: the bodies subject 
of the complaints, the complainants’ characteristics, the complaint 
topics, the investigation results, the ways the complaints were 
received, etc.

The next chapter of the Report describes selected complaints 
related to the COVID-19 pandemic which the Office of the Ombudsman 
investigated, with reference to the primary public bodies called upon 
to provide the public with service during the crisis: the National 
Insurance Institute, the Israel Employment Service, the Israel Tax 
Authority, the Ministry of Health, Magen David Adom (the "Red Star 
of David", Israel's national service in medical emergencies and 
disasters), the Health Funds and other bodies within the public 
health system, the Ministry of Education and the Education and 
Social Welfare services in the local authorities. This chapter will 
also present complaints related to public housing, complaints 
regarding entering and exiting Israel, complaints from inmates 
on the Israel Prison Service and complaints against the Israel 
Postal Company Ltd.

The COVId-19 pandemIC and The OFFICe OF The Ombudsman
A virus outbreak occurred in China in late December 2019 (SARS-CoV-2), 
which causes the COVID-19 disease (Coronavirus). By mid-February 2020 
the virus had spread to many countries and in February 27, 2020 the 
first case was diagnosed in Israel. The World Health Organization 
declared a global pandemic on March 11, 2020. In early March 2020 
the government of Israel decided to impose a set of restrictions on 
the  public in Israel and on those seeking entry into the country:  
border crossings were closed to foreign nationals, Israeli residents 
returning from abroad were required to self-isolate, large-scale 
events and gatherings were forbidden and so forth. In mid-March 
2020 the restrictions were tightened: the school system was [1] For example,  Emergency 

Regulations (New Coronavirus - 
Restricting Activity), 5780-2020

completely shut down with the exception of a few special cases; 
the public sector started working in a scaled-down emergency mode; 
emergency regulations were enacted1, limiting the circumstances 
under which individuals were permitted to leave their homes and 
go to public places; and public transport was reduced to a minimum. 
Entertainment venues and commercial centers were also closed 
and social distancing of a minimum of two meters was imposed in 
public places and at the workplace. On April 12, 2020, face masks 
became mandatory in public areas.

The restrictions imposed on the public in Israel led to an almost 
complete shutdown of the ECONOMY, with the exception of those 
workplaces defined as essential. This situation lasted for many 
weeks. Hundreds of thousands of employees were sent on furlough or 
dismissed from their places of employment, businesses were closed, 
and tens of thousands were placed in isolation in their homes or 
in facilities specially assigned by the State. These measures had a 
dramatic, multifaceted effect on broad swathes of the population.

The increase in the number of citizens diagnosed with coronavirus, 
the scaling down of the economic activity and the disruption to 
everyday life and livelihoods of so many people posed hitherto-
unknown challenges for the bodies entrusted with providing public 
service. The state institutions and the local authorities had to 
provide their populations with immediate, wide-spread aid in a 
variety of areas: unemployment benefits to hundreds of thousands 
of workers  whose employment had been discontinued; grants to 
business owners that were forced to shut down or whose businesses 
suffered under the lockdown; screening tests to detect the virus; 
provision of health and welfare services to the general public, 
including senior citizens and people in isolation; setting up a remote 
learning apparatus, etc.

The scope of acitivity required of the public sector during the 
COVID-19 pandemic, the reduction in manpower in the public bodies 
and the other restrictions - all converged to cause delays and 
problems in delivery of service to the public.

The Office of the OMBUDSMAN, which during normal times is charged 
with providing aid to people in their interactions with various public 
authorities, mobilized during the lockdown to assist whoever was 
encountering difficulties in getting responses from a public body.

Urgent 
complaints were 
at times accepted 
and dealt with 
even on holiday 
and Sabbath eves 
when the Office is  
closed
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The Office of the Ombudsman, like the rest of the bodies in the 
public sector, was operating in emergency mode and with only part 
of its normal roster. Under these circumstances, in order to work 
more efficiently, to support those departments in the OMBUDSMAN's  
Office that deal with complaints relating to those bodies against 
which  the largest number of COVID-19 Pandemic-related complaints 
had been received, and to respond rapidly and effectively to the 
complainants - especially during the days when many such complaints 
were submitted - the Office made adjustments and changes in its 
working procedures, in its investigation of the complaints and in 
its contacts with the bodies subject of the complaints.  Employees 
were also reasssigned among  the Office’s various sub-divisions. The 
branch offices of the Ombudsman's Office which receive the public 
were closed to the public during the lockdown, and the workers 
in those offices  rendered assistance to the various departments 
in investigating the complaints. The Office employees did their 
level best to assist the complainants in their distress, and urgent 
complaints were sometimes handled even on holiday and Sabbath 
eves when the offices were closed.

Furthermore, to provide speedy relief for complainants, the 
Office of the Ombudsman accepted complaints submitted over the 
phone, even though as a rule a complaint to the Office needs to be 
submitted in writing, and even though under normal circumstances 
telephone complaints are allowed only in special cases. The Office 
also maintained close contact by phone with complainants who 
were in need of urgent relief until they received the remedy they 
were seeking. Examples of all of these will be presented later on 
in this report.

Besides being a tool used to assist complainants with receiving the 
requested remedies, telephonic communication was also used to 
provide many individuals with information regarding the options 
open to them for exercising their rights in full and to provide a 
listening ear for people to air their grievances. In severe cases, when 
necessary, social workers employed in the OMBUDSMAN's Office spoke 
with the complainants as well, to provide them with appropriate 
assistance and guidance.

In those cases where the Ombudsman's Office was unable to investigate 
a complaint (for example, when the complaint was about an entity 
not within the jurisdiction of the Office), the employees made best 
efforts to help the applicants in exercising their rights through 
other means - for example, by referring the complainant to another, 
more relevant institution, and by providing support, guidance and 
assistance.

To provide timely responses to complainants, without  disrupting 
the heavy, routine workload of the public bodies subject of the 
complaints, the Office maintained regular, close verbal contact 
with senior officials and with persons charged with providing 
customer service at those organizations. Guidelines for rapid, 
efficient investigation of complaints were worked out, based on daily 
telephone contact with the relevant personnel in the respective 
public bodies. This method drastically shortened the investigation 
lead time.

The cooperation between the Ombudsman's Office and the bodies 
subject of the complaints yielded quick solutions and reduced the 
turnaround time from the moment the complaint arrived at the 
Office until the full resolution of the complainant’s problem. In 
many cases, the complaints were resolved within a few days, and 
in some cases on the same day the complaint was submitted.

During the period subject of this Report, the Office of the Ombudsman 
continued to employ the various investigative tools used during 
routine times, including the “undercover client” method, whereby 
an Office employee arrives at the offices of the body subject of 
the complaint or calls their call center to obtain the service the 
complainant claimed was withheld from him or her or which he 
or she had difficulty obtaining. This method is used in order to 
verify at first hand whether indeed there is a flaw in the way the 
service is provided. Another tool the Office uses to check up on the 
functioning of public bodies is on-site visits2.

[2]  For a description of the Office’s 
tool kit for investigating 
complaints, please see Israel 
Ombudsman Annual Report 46 
(2020), Pages 21-28.

If, in the course 
of investigating 
a complaint, a 
systemic flaw 
is found in the 
functioning of 
the public the 
rectification of 
which potentially 
would benefit 
many, the Office 
will draw the 
attention of the 
institution to the 
flaw and point 
out the need 
to fix it without 
delay

The Ombudsman 
places critical 
importance on 
the development 
of efficient, 
effective 
mechanisms 
for handling 
complaints from 
the public against 
public bodies, 
particularly in 
times of crisis

Office of the Ombudsman of Israel The COVID-19 Pandemic - Preliminary StatusComplaint Investigations during the First Wave of the COVID-19 Pandemic



14-15

The Ombudsman places critical importance on the development of 
efficient, effective mechanisms for handling complaints from the 
public against public bodies, particularly in times of crisis. In this 
regard, the  Ombudsman considers it important to strengthen the 
status of those individuals charged with handling public complaints 
in the public bodies, who serve as internal inspectors  of the level 
of service provided by the body and who act to improve it.

The Office cooperates with the persons in charge of handling public 
complaints in the various public bodies. The Ombudsman believes 
that empowering those officials responsible for dealing with 
complaints of the public and  strengthening the public complaint 
investigation arrangements within the civil service, will yield more 
efficient responses and more rapid rectificaton of the deficiencies 
and problems in the service provided to the citizens during both 
normal times and emergencies.

It should be noted that the COVID-19 Pandemic affords the public 
bodies an opportunity to examine their readiness for emergencies 
and also to explore ways to streamline work processes under 
normal circumstances. For example, as we will see later on IN this 
Report, transferring to the use of digital tools3, providing built-in, 
automated responses and offering online responses to complaints 
enhanced the ability of public bodies to deal with the torrent 
of complaints they received. It is worth examining the degree of 
efficiency of these methods not only in times of crisis, but also 
under normal conditions. [3] Such as the use of a digital robot.

Office of the Ombudsman of Israel The COVID-19 Pandemic - Preliminary StatusComplaint Investigations during the First Wave of the COVID-19 Pandemic
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If, in the course of investigating a complaint, 
a systemic flaw is found in the functioning 
of the public body the rectification of 
which potentially would benefit many, the 
Ombudsman’s Office will draw the attention 
of the body in question to the flaw and 
point out the need to fix it without delay. In 
this manner, the Office helps public sector 
bodies to address and rectify problems in 
real time and also to implement lessons 
learned during the crisis mode in which 
they were operating

On the other hand, public bodies must also consider the need to 
make  their services as accessible as possible  to populations which, 
for various reasons, are unaccustomed to using online facilities.

Besides the verbal contact with the bodies subject of the complaints, 
the Office of the Ombudsman is in close and regular contact with 
the audit departments in the State Comptroller’s Office, sharing  
findings with them as well as the insights gained from investigating 
the complaints. These insights are helpful to the audit departments 
in their conducting of systemic audits relating to various aspects 
of  the authorities’ handling of the COVID-19 pandemic.
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majOr eVenTs durInG The FIrsT WaVe
WITh reFerenCe TO a CharT shOWInG The number OF COmplaInTs reCeIVed aT The OFFICe
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maKInG The OFFICe OF The Ombudsman aCCessIble TO The General 
publIC durInG The COVId-19 pandemIC
The Office has many different methods of operation, both under 
normal circumstances and in emergencies, for increasing public 
awareness of its existence and of its availability to  individuals 
for help in realizing their rights.

From the beginning of the COVID-19 pandemic, employees of the 
Ombudsman's Office who are fluent in other languages, were 
interviewed in local media to bring the existence of the Office to 
the notice of those members of society who experience difficulties in 
dealing with the authorities due to the language barrier.  And indeed, 
subsequent to these interviews, the Office received complaints from 
non-Hebrew speakers. Even though during the crisis the branch 
offices which usually receive the public were closed to the public 
and many employees were working from home, the Ombudsman's 
Office made sure  that multi-lingual employees would remain “on-
call” to accept complaints from non-Hebrew speakers.

In addition, the Office initiated contact with and offered help to 
some 50 social rights organizations engaged in assisting senior 
citizens, people with disabilities, and special education students 
to exercise their rights; in advancement of working WOMEN; AND 
IN PROMOTING women’s employment in the Arab sector. This was done 
in an effort to reach these populations, who may not be familiar with 
the Ombudsman or aware of the possibility of obtaining assistance 
from the Office.

In it’s message, the Office stated the following:
“One of the Ombudsman's main goals is to increase accessibility to 
the Office and raise awareness of its activities for the benefit of 
society at large and for populations in need of a helping hand in 
particular. To this end, the Office maintains contacts with various 
social non-profits which lend assistance to various populations. 
Our goal is to assist those who are unaware of the Ombudsman's 
Office, or who have difficulties contacting the Office through written 
complaints via the regular channels.
In view of the challenging times we are experiencing, we invite you 
to forward to us complaints you receive, regarding both issues 
arising from the COVID-19 Pandemic and any other issues”.

This message to the social organizations reflects the Ombudsman’s 
vision to increase the Office’s accessibility to populations who 
may not be familiar with it, and in particular to populations who 
encounter difficulty in contacting the Office.

These measures taken by the Office are part of the role the Ombudsman 
has dedicated himself to - enabling every individual to exercise his 
or her rights and to receive proper public service.

The emotional thank-you letters received in the Office testify to 
the quality of service delivered to the people who contacted the 
Office and to the Office's unstinting availability to the public even 
during a crisis: 

My son followed your instructions and his departure 
has already been approved. He has just crossed  the 
border, thank you very much, let’s hope for nothing but 
good health and good news!!!”

L e
t t e r s

thank you

... I wanted to thank you from the bottom of my heart and to inform you that for me you have 
been an emissary of good - absolutely a Godsend. You received my complaint regarding 
unemployment. You considered how you could help me and provided all of the correct, helpful 
information I didn’t hear at any other office that was supposed to attend to this matter 
and to make the materials accessible to me. Thanks to you and to this amazing institution 
you are working in, this month I will be provided, God willing, with peace of mind and 
financial security after I have been awarded unemployment benefits exactly during this 
difficult period before the 10th of the month. I will be able (yes, this is exactly where 
I was standing a month ago) to calmly buy bread and milk, not through a loan but because 
of my rights as a citizen who pays about NIS 1000 every month to the National Insurance 
Institute. Thanks again to you and to this whole beautiful place called the Office of the 
State Comptroller and Ombudsman”.

L e
t t e r s

thank you
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The COVID-19 Pandemic is not behind us yet. These days the State of 
Israel is grappling with a second wave of infections. Under these 
circumstances, the Office’s mission of helping people who have 
suffered due to the COVID-19 Pandemic is not over. The Office is 
continuing to receive and investigate various complaints related 
to the COVID-19 Pandemic and to help complainants on a broad range 
of issues related to the crisis. Furthermore, the Office continues 
to reflect to the public bodies and point out any deficiencies 
discovered when investigating complaints, in order to enable the 
bodies to quickly correct the system, thereby rendering assistance 
to the public at large.

COVId-19 pandemIC - a COmparaTIVe InTernaTIOnal perspeCTIVe
The COVID-19 Pandemic is a global crisis requiring all countries to 
be prepared from both the health standpoint and the economic 
standpoint. As is the case in Israel, Ombudspersons and their 
institutions worldwide have organized themselves specifically to 
be able to work through the Coronavirus period under unfamiliar 
conditions, recognizing their important role of assisting the public 

in their distress and guaranteeing the rights of groups within the 
population experiencing discrimination. Emphasis is also placed on 
guaranteeing the rights of populations in need of advancement, 
which includes people with disabilities.

The Office of the Israel Ombudsman recognizes the importance of 
learning from peer OMBUDS institutions elsewhere around the 
world, all the more so during times like these when all of the 
Ombudspersons are coping with similar challenges. The Office 
keeps abreast of measures taken during the COVID-19 pandemic by 
Ombudspersons worldwide and updates Ombudsperson institutions 
around the world of the special measures being taken here at the 
moment.

Lately, OMBUDS institutions worldwide have been adapting their 
work methods to the changing rules arising from the need for 
social distancing. Additionally, these Ombudsperson institutions 
have placed emphasis on protecting disadvantaged populations, 
such as people with handicaps, senior citizens, prison inmates and 
asylum-seekers, and  they have proactively taken steps to this 
end in accordance with the authority given to them by law. In this 
context, it is worth mentioning that some Ombudspersons have broad 
authority, in addition to investigating complaints, including the 
authority to initiate investigation of point issues and the authority 
to comment on legislation in their respective countries.

Following are examples of measures taken and complaints investigated 
by OMBUDS institutions around the world during the first wave of 
the COVID-19 Pandemic:

Ombudspersons and their Institutions - 
Coping with the Changing Reality

Like the Office of the Ombudsman in Israel, the OMBUDS institutions 
around the world have had to adapt the way they work and the way 
they receive complaints to the changing reality, in which receiving 
the public face-to-face is not possible. Some of the institutions dealt 
with this issue creatively. For example, the office of the Serbian 
Ombudsman added phone lines to provide telephone responses to 

These 
Ombudsperson 
institutions have 
placed emphasis 
on protecting 
disadvantaged 
populations, such 
as people with 
handicaps, senior 
citizens, prison 
inmates and 
asylum-seekers, 
and they have 
proactively taken 
steps to this end

Thank you very much! When I received my unemployment due to the Coronavirus furlough, I 
noticed the calculation was wrong. I contacted the National Insurance Institute several 
times through their website - but there was no answer. When I told my friend about it she told 
me that before Passover she too had a problem and that she contacted the State Comptroller 
and Ombudsman. She received a response in just a few days. I heard this and I decided to 
try this method too! And it worked!! I filed a complaint through the Complaints website 
of the Office of the State Comptroller and Ombudsman in which I detailed my problem with 
the National Insurance Institute. And lo and behold - less than a week later - the missing 
money was in my bank account!!! Since then I’ve been telling everyone - that it simply works! 
I hope I’m not causing you to be flooded with complaints.
So - to the Office of the State Comptroller and Ombudsman  - thank you very much!! You have 
been faithful emissaries!”

L e
t t e r s

thank you
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the increased number of complaints. Callers were even given the 
option of obtaining psychological help over the phone; the Public 
Protector of South Africa set up a steering committee comprising 
ten senior researchers to deal with all the issues related to the 
Coronavirus; and the Ombudsperson of the Province of Ontario in 
Canada opened hotlines for prison inmates and detainees, and also 
set up a rapid-response task force to provide quick solutions in 
emergencies.

Investigating Complaints Related to the COVID-19 Pandemic

Even as the COVID-19 Pandemic intensified, the Offices of OMBUDSPERSONS 
around the world pressed on with investigating complaints and 
providing personalized assistance to those that contacted them. 
The issues dealt with by Ombudspersons around the world during 
the crisis period were many and diverse: failure to deliver masks 
and other personal protective equipment, failure to relax the 
terms for small business loans (South Korea); difficulties in 
transferring children between parents with shared custody during 
the lockdown and failure to connect quarantined senior citizens’ 
homes to electricity (Serbia); inequality in restriction of the freedom 
of movement and inability to visit doctors (Slovenia); insistence 
on penalty payments and interest for delay due to non-payment 
of property tax during the lockdown, restrictions on visits to 
children not living at home (Ontario, Canada) and non-payment of 
special grants (South Africa).

[4] The Public Defender (Ombudsman) 
of Georgia.

Proactive Examinations and On-site Inspections

during the COVID-19 Pandemic Some Ombudsperson institutions visited 
locations where underprivileged populations live in order to ensure 
that the government was not depriving the residents of their 
rights. For example, the office of the Commissioner of Administration 
and Protection of Human Rights (Ombudsman) in Cyprus toured an 
asylum-seekers’ shelter; the parliamentary Ombudsman’s office in 
Finland INSPECTED assisted living centers; the Public Protector’s 
institution in South Africa examined the issue of food distribution 
during the COVID-19 Pandemic.

Opinions on Legislation

As opposed to the Israel Ombudsman, some Ombudspersons are legally 
authorized to opine on legislation to the government authorities. 
During the COVID-19 Pandemic, several Ombudspersons gave their 
comments to the executive and legislative branches in their respective 
countries on pending legislation for coping with the COVID-19 Pandemic. 
For example, the Croatian Ombudsman suggested amendments to a 
government bill enabling the government to track the movements 
of its citizens in violation of their privacy and freedom of movement; 
the Ombudsman in Georgia4 called on the government to allow 
people with disabilities a better solution in the economic emergency 
plan it was preparing; and the ombudsperson in Canada’s province 
of British Columbia put the provincial government on notice that 
decrees issued by the Minister of Public Safety overstepped the 
authority vested in him under the law and were disproportional. 
Following this notification, one of the decrees was canceled and 
the other was amended.

The Israel Ombudsman is continuing to learn from the cumulative 
experience of his peers around the world regarding the investigation 
of complaints, provision of optimum responses to complainants 
and assisting disadvantaged population groups in realizing their 
rights, particularly in times of crisis. The Office will be sharing 
lessons learned from other Ombudspersons worldwide with local 
ombudspersons and persons charged with dealing with public 
complaints in Israel, so that our institutions can benefit from these 
lessons and enhance their handling of complaints during a crisis.

Office of the Ombudsman of Israel The COVID-19 Pandemic - Preliminary StatusComplaint Investigations during the First Wave of the COVID-19 Pandemic
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This chapter will present various data and cross-sections concerning 
the complaints which were received by  the Ombudsman during the 
Report period5 (March 15, 2020 to June 30, 2020), illustrated with 
graphs.

number OF leTTers OF COmplaInT reCeIVed
During the Report period 4,684 letters of complaint were received 
by the Ombudsman. Approximately 36% of the complaint letters 
(1,677) were about issues related to the COVID-19 pandemic. During 
the Report period, there was a 16% increase in the total number of 
complaints received compared with the parallel period last year.

Over one-third of the complaint letters received during the report 
period were about COVID-19 pandemic-related issues. There is no 
doubt that the reality of pressing economic hardship, coupled 
with difficulty in obtaining services from the public service bodies 
due to the protracted closure of offices that receive the public, 
was the impetus for the many complaints filed during this period.

This is corroborated by the fact that 1,253 of the 4,684 complaint 
letters received at the Office during the report period were against 
the National Insurance Institute on COVID-19 Pandemic-related issues.

The five public bodies against which the largest number of 
complaint letters were submitted during the report period 

[5] This report makes use of various 
terms (complaint, complaint 
letter, body subject of the 
complaint, justified complaint 
etc.). An appendix to this document 
presents a glossary, which 
defines these terms.

From the above data one can see that the lion’s share of the complaint 
letters relating to the COVID-19 pandemic concerned the National 
Insurance Institute. Moreover, the number of complaint letters 
received about the National Insurance Institute during the Report 
period was 500% greater than the number of complaint letters 
about the National Insurance Institute during the same period 
in 2019 and approximately 40% greater than all of the complaint 
letters received about the Institute in the year 2019.

The large number of complaints against the National Insurance 
Institute demonstrates that the public in Israel, which was in 
greater need of the Institute's services during the COVID-19 pandemic 
than under normal circumstances, did not receive the service 
they expected.

However one must not forget that in a normal year the National 
Insurance Institute deals with approximately 200,000  unemployment 

Number of complaint letters on the National Insurance Institute 
related to the COVID-19 Pandemic, which were submitted 
during the Report period, compared to the same period last 
year and compared to all of 2019

1,253

 Number of complaint
 letters during the

report period

250

 Number of complaint
 letters during the
same period in 2019

898

 Total
 complaint

letters, 2019

The National Insurance Institute

The Ministry of Transport and Road Safety

The Ministry of Education

1,253

67

41

31

29

The Ministry of Health

The Israel Tax Authority
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benefit claims annually, while during the COVID-19 pandemic the 
number of claims exceeded one million (1,000,000) in a period of 
just a few months.

The data also show that respecting other bodies whose sphere of 
activity is directly related to the social safety net, such as the 
Employment Service and the Tax Authority, the Ombudsman's Office 
received relatively few complaints related to the COVID-19 Pandemic 
- this despite the fact that 1.165 million job seekers registered with 
the Employment Service by the end of May 2020, and despite some 
900,000 requests that were submitted by mid-June 2020 to the Tax 
Authority by self-employed people seeking grants issued in stages.

[6] During the Report period 4,684 
letters of complaint were 
received, of which 3,007 letters 
were unrelated to the COVID-19 
pandemic and 1,677 were on 
issues related to the pandemic. 
When weighting the complaint 
letters which were related to 
the COVID-19 pandemic and the 
complaint letters which were 
unrelated to it, the number 
of phone conversations held 
regarding pandemic-related 
complaint letters was 5.5 times 
greater than the number of calls 
regarding complaints unrelated 
to the pandemic.

Benefits

1,219
complaints

Service to 
the public*

124
complaints

Payments and 
grants**

81
complaints

Consumer 
Rights

33
complaints

Schooling and 
education

43
complaints

subjeCTs OF The COmplaInTs
Main Issues in COVID-19 Pandemic-related complaints

means OF InVesTIGaTInG COmplaInTs - TelephOnIC InquIrIes
As described above, in order to provide complainants with quick 
remedies and in view of the urgency of the complaints, the Office 
also accepted complaints submitted over the phone during the 
Report period. Similarly, the Office employees held many phone 
conversations with complainants to inquire about their complaints 
and to provide them with information or to help them.

To provide rapid responses to urgent COVID-19 pandemic-related 
complaints, guidelines for rapid, efficient investigation of complaints 
were established, based on daily telephone contact with the relevant 
personnel in the respective organizations.

This adjustment in the method of investigating the complaints 
was exemplified in the number of telephone conversations the 
Office’s employees held during the Report period: 1,736 phone calls 
were held with complainants concerning COVID-19 pandemic-related 
complaints, compared with 1,665 phone calls with complainants 
concerning complaints unrelated to the pandemic. This was the 
case despite the fact that the COVID-19 pandemic-related complaint 
letters totaled 36% of all the complaint letters received during 
the Report period.

During the Report period, the Office employees made 1,391 phone calls 
to officials in the bodies subject of the complaints regarding COVID-19 
Pandemic-related, compared with only 448 phone calls concerning 
the rest of the complaints received during the Report period. As 
mentioned earlier, the COVID-19 Pandemic-related complaint letters 
totaled only 36% of all the letters of complaint received by the 
Ombudsman's Office during the Report period, which is significant in 
that the number of calls made to public bodies concerning COVID-19 
Pandemic-related complaints was 5.5 times greater than the number 
of calls made to  bodies concerning complaints unrelated to the 
COVID-19 pandemic6. By comparison, during the same period last year 
the Office employees made only 397 phone calls to bodies subject 
of the complaints.

 * Excluding complaints about 
benefits in which faulty service 
issues also arose

 ** Grants from the Tax Authority, 
including support grants to self-
employed people, reimbursements 
from various public bodies and 
authorities, etc.

 Phone
 conversationss

 about
 complaints
 related to

 COVID-19
Pandemic issues

 Phone
 conversations

 about the
 rest of the

 incoming
complaints

448

1,391
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These data indicate that the complaints related to the COVID-19 
pandemic were focused mainly on issues related to the social safety 
net, including benefits the State provided to help cope with the crisis.
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resulTs OF COmplaInT InVesTIGaTIOn 
73.8% of the COVID-19 pandemic-related complaints which the Office was 
authorized by law to investigate and as to which the investigations 
were completed within the timeframe covered by this report, were 
found to be justified or were brought to a resolution while the 
investigation was underway.

Percentage of justified complaints and complaints which 
were resolved, related to the COVID-19 Pandemic whose 
investigation ended within the Report period, compared 
with the percentage in the year 2019

Report period 
(15.3.20 - 30.6.20) 73.8%

2019 41%

The data cited above show that the percentage of complaints which 
were concluded, whether due to the fact that the complaint was 
found justified or whether because the subject of the complaint 
was resolved without the need for a finding, was 80% higher than 
the percentage of complaints whose investigation was concluded 
for the same reasons in all of 2019.

It should be noted, that when investing the complaints during 
the Report period, the Ombudsman's Office focused on bringing 
the complainant’s problem to a rapid solution. Therefore, during 
the Report period, the percentage of complaints concluding with 
a final ruling as to whether or not the complaint was justified, 
was lower than the percentage of such complaints during normal 
times - in 20.4% of all the complaints during the Report period a 
ruling was made, compared with 35.7% in 2019. The percentage of 
justified complaints out of the total complaints where a decision 
was rendered on the merits during the Report period was 26.3% 
compared with 35.2% in the year 2019. It must be stressed that in 
cases where the complaint investigation uncovered a systemic 
problem, the Ombudsman's Office continued handling the issue also 
during the COVID-19 pandemic.

As for complaints against the National Insurance Institute, which 
formed the lion’s share of the COVID-19 pandemic-related complaints, 
81.9% of the complaints which the Office was authorized by law to 
investigate and which were concluded within the timeframe covered 
by this report were found to be justified or were brought to a 
resolution while the investigation was underway, compared with 
37.5% in all of 2019.

It is worth emphasizing that the percentage of justified complaints 
out of the total complaints against the National Insurance Institute 
as to which a final ruling on the merits was rendered during the 
Report period, was 30%, compared with just 18% in 2019.

breaKdOWn OF COmplaInanTs by CharaCTerIsTICs
The COVID-19 Pandemic did not affect everyone equally. Certain 
market sectors were hit much more severely than others, as was 
true regarding different sectors within the general population. 
From data published by the Ministry of Finance, it appears that the 
percentage of termination of employment due to the COVID-19 Pandemic 
among women, out of the total number of working women, was 
higher than the percentage among working men (21% compared 
with 16%). The majority of the workers who lost their jobs due to 
the crisis earned lower wages than workers whose employment 
was not terminated (a 38% difference). As for the up-to-NIS 10,000 
wage bracket, 56% of such wage-earners whose employment was 
terminated due to the crisis were women7.

Women’s wages in general are lower than men’s wages. Low-wage 
workers in the job market were harder hit due to the crisis, and 
accordingly, the injury was greater to women whose wages are low 
compared with men.

The crisis-induced harm to women is also reflected in the identities 
of the complainants who contacted the Ombudsman during the 
Report period. As opposed to normal times, where over the years 
the majority of complainants have been men, during the crisis 
women formed a clear majority of the complainants.

[7] Ministry of Finance, Chief Economist 
Sub-Division, «Characteristics of 
Furloughed Workers, June 1, 2020».
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Breakdown of the Complainants by Gender during 
the Report period, compared with 2019 8

As can be seen from the data, the percentage of complaints from 
women on Coronavirus-related issues during the report period was 
greater than the percentage during ordinary times (56% compared 
with 44%). Data from recent years, including data from 2019, indicate a 
reversed trend: a lower proportion of women complainants compared 
with men (40% compared with 60%).

This reversal of the trend can be explained by the fact that the 
main subject of complaints during the report period concerned 
benefits, an issue about which women generally complain more than 
men (for example, in 2019 the percentage of women complainants 
about benefits was 54.7%. This trend intensified during the Report 
period, during which the percentage of women submitting complaints 
about benefits was 59.5%).

Moreover, from data published by the Employment Service, the 
percentage of women among those registering as job-seekers until 
the end of May 2020 was 55.3% 9. In other words, women were hit 
harder by the COVID-19 pandemic, and therefore they also submitted 
more complaints to the Ombudsman.

[8] Complainants which are not 
corporations.

[9] Employment Service, «Job Market 
Pulse - May 2020», page 12.

Men

44
%

60
%

Women

56
%

40
%

Report period

2019

[10] Israel Ombudsman Annual Report 
46 (2020), Page 47. The Annual 
Report stated that in 2019 the 
number of complaints per 10,000 
inhabitants in the Southern 
district was 18.87, in the Tel Aviv 
district - 18.24, in the Judea and 
Samaria district - 16.57, in the 
Central district - 16.34, in the 
Haifa district - 14.19 and in the 
Northern district - 13.13.

[11] The Galilee Research Institute, 
Western Galilee Academic College, 
«Galilee Index 2020», pages 39 - 42. 
Number of complaints per 10,000 
inhabitants in the district

The data indicates that the largest number of COVID-19 Pandemic-
related complaints per 100,000 inhabitants was in the Tel Aviv 
district, followed by the Central and Southern districts. This in 
contrast  with the data from the year 2019, where the greatest 
number of complaints per 10,000 inhabitants was in the Southern 
district, followed by the Tel Aviv district10. It should be noted, 
that the Central district, which was second in the number of 
Coronavirus-related complaints, was only in fourth place regarding 
the number of complaints per 10,000 inhabitants in 2019, behind the 
Southern district, Tel Aviv and Judea and Samaria.

As for the Haifa district, in 2019 this district was in the sixth place 
in terms of the number of complaints per 10,000 inhabitants, while 
during the report period it was fourth in the number of COVID-19 
Pandemic-related complaints per 100,000 inhabitants. A noteworthy 
fact is the low number of complaints in the Northern district - 
8.36 per 100,000 inhabitants - despite the fact that the percentage 
of unemployed women in this district has consistently been the 
highest in the country11.

Number of complaints related to the COVID-19 Pandemic 
per 100,000 residents, by Ministry of Interior districts

8.36 complaints

Northern 
Israel

17.13 complaints

Southern 
Israel

12.39 complaints

Judea and 
Samaria 

10.50 complaints

Jerusalem

14.23 complaints

Haifa

20.95 complaints

Tel Aviv 

17.3 complaints

Central 
Israel

Breakdown of the Complaints according to 
Residential District of Complainant

To compare the districts, which differ in size, the number of 
complaints was multiplied by 100,000 and the result was divided 
by the number of residents in each district.
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hOW COmplaInTs are reCeIVed
As a rule, there are several ways a complaint can be filed with the 
Office: via an online form on the Ombudsman website, via email, 
by fax, by regular mail or in person at one of the branch offices.

Most complaints are filed with the Office digitally: the online form 
on the website or email. For example, in 2019 76.5% of the total 
complaints were submited via the online form or by email, and 
during the Report period - 89.5%.

Breakdown of the Complaints during the Report 
period according to the way they were submitted, 
compared with same period last year

As for complaints concerning the COVID-19 pandemic, during the 
report period, over 97%  were filed via the online form or by email.

2.9%

12.1%

PUBLIC 
WALK-IN 
OFFICES

2.4%
5.5%

Fax

2.7%
5.9%

Regular 
Mail

89.5%

76.5%

Digital 
means*

2.5%0%

Telephone

Method of filing complaints during the Report period

Method of filing complaints in 2019

*via the online form on the website and via email.

Breakdown of responses from applicants to the Office 
to the question: “How did you hear about us?”

As mentioned above, the Ombudsman's Office invests considerable 
efforts to reach out to populations who were unaware of the 
possibility of contacting the Office. As part of this drive, the Office 
asks those who contact the Ombudsman to state how they heard 
about the Office and the possibility of making contact. 44% of those 
that filed complaints with the Office during the report period on 
issues related to the COVID-19 Pandemic stated how they heard about 
the Office. This is the breakdown of their answers:

Social media 35%

Heard about it from a friend 26.8%

Internet advertising 20%

Television 3.5%

Radio 2.3%

Another institution suggested they contact the Office  1.7%

Outreach leaflet from the Office 1.1%

Lecture by an Office representative  0.8%

Other  8.8%

In recent years, social media have come to occupy an ever-more central 
role in dissemination and sharing of information among people. 
The above numbers reflect this trend, as 35% of the complainants 
during the Report period learned of the possibility to contact the 
Ombudsman's Office through social media. The different groups on 
social media, which were established to connect people dealing with 
similar COVID-19 Pandemic-related problems, generated a considerable 
buzz around the Office’s work. Complainants who were members of 
these groups and whose complaints to the Ombudsman had been 
handled quickly and effectively, recommended the other members 
of the group who were dealing with similar problems to contact 
the Office.

Office of the Ombudsman of Israel data on covid-19 pandemic-related complaintsComplaint Investigations during the First Wave of the COVID-19 Pandemic
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53 minutes

Send a complaint to the State 
Comptroller and Ombudsman, in a 
few days suddenly the claim status 
changed from “in process” and was 
approved. That’s the only way they 
get to work and start moving”

Two hours

“Complain to the Office of the 
Ombudsman. There’s an online 
form. Within a day they’ll approve 
everything. They also verify that 
you’ve been served and they get 
back to you by phone”

18 hours

“A complaint sent to the Ombudsman 
does the trick really quickly. I referred 
someone who asked me and they 
took care of it!!!”

Following is a sample of members’ comments in groups which dealt 
with filing claims with the National Insurance Institute during the 
COVID-19 pandemic days:

[12] Complainants that answered 
the question. The percentage of 
complainants that answered the 
question during this quarter out 
of the total complainants was 
35.3%.

In comparison, only 7.4% of all complainants to the Office12 during 
the first quarter of 2020 said, in response to the question “How did 
you hear about us?” that they heard about the Ombudsman on social 
media. This phenomenon points to increased use of this tool among 
the general public, and it is worth considering the possibility of 
communicating messages to the public through these networks in 
emergencies and during normal times.

It must be noted that 42.2% of the complainants against the National 
Insurance Institute on Coronavirus-related issues during the report 
period who provided information on how they heard about the 
Ombudsman's Office, stated that they learned about the Office via 
networking on social media.

As mentioned earlier, many of the complaints related to the COVID-19 
Pandemic were about the National Insurance Institute. Complaints 
about other bodies, which were at the forefront of the financial aid 
to people affected by the COVID-19 pandemic, such as the Tax Authority 
and the Employment Service, were substantially fewer in number than 
the complaints about the National Insurance Institute. One possible 
reason for the significant increase in the number of complaints 
about the National Insurance Institute is the broad exposure the 
Office had in social media groups which dealt with issues related to 
the Institute. For example, members of social network groups which 
dealt with job-seekers’ issues who had submitted unemployment 
benefit claims to the National Insurance Institute, described the 

assistance they were given by the Office and encouraged the rest 
of the group members to seek it as well. Notwithstanding the 
above, there may be other reasons for the increase in complaints 
against the National Insurance Institute relative to other bodies: 
for example differences in the work processes in the National 
Insurance Institute compared with the work processes in the other 
bodies which influenced the number of complaints, the complexity 
of the requests submitted to the National Insurance Institute, 
and the difference between the National Insurance Institute and 
the other bodies in matters related to the way the upsurge in 
applications were handled. These issues, and others, are currently 
being monitored and are under examination by the Office of the 
Ombudsman and the audit departments of the State Comptroller's 
Office. We wish to emphasize that this report reflects only the 
preliminary status regarding the first wave of the pandemic and 
we will need to reexamine the situation later on from a broader 
perspective - to see whether the rise in the number of complaints 
against the National Insurance Institute, as described in the report, 
reflects a continuing trend, or whether it reflects the reaction of 
the population to the service they received during the first wave 
only, whereas later on this trend might change.
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The National Insurance Institute

Israel Employment Service

Israel Tax Authority

Complaints on Health Services 

Education-Related Complaints

Welfare Issues in the Local Authorities

Public Housing

Entering and Exiting the Country - 

Population and Immigration Authority

Israel Prison Service

Postal Services - 

Israel Postal Company Ltd.



One of the consequences of the sweeping restrictions imposed on 
the economy in Israel due to the COVID-19 pandemic was that from 
March 2020 hundreds of thousands of workers were laid off or 
sent on furlough. According to the Employment Service, by the end 
of May 2020 the total number of people seeking employment was 
1.165 million 13. About one million people filed unemployment benefit 
claims with the National Insurance Institute.

Unemployment benefits are prescribed by the National Insurance 
Law [Consolidated Version], 5755-1995 (National Insurance Law) and 
by the regulations enacted pursuant to the Law. In order to assist 
the workers who had ceased to be employed, the government decided 
to relax the conditions for receiving unemployment benefits. To 
facilitate this, the National Insurance Law was amended by Emergency 
Regulations, and temporary provisions were enacted, which made 
it easier for employees who were forced to cease working due to 
the crisis to receive unemployment benefits14. For example, the 
qualification period for unemployment benefits was shortened 
from 12 months to 6 months, and the period of entitlement to 
unemployment benefits was extended. In addition, workers above 
age 67  15 who had been out of work for at least 30 days from March 
2020 became eligible for a special accommodation grant subject to 
certain conditions. These emergency regulations further provide 
that a job seeker who has filed an unemployment benefits claim 
will receive an advance payment of up to NIS 2,000 for March 2020, 
even before the claim processing has been completed.

Whoever filed a claim for unemployment was required to present 
various documents supporting the claim and to fulfill the conditions 
set forth in the National Insurance Law.

The need to deal with the huge number of claims placed an inordinate 
burden on the National Insurance Institute, making it the focus of 
friction between the individual citizen and the authorities. This 
is substantiated by the fact, among other things, that the lion's 
share of the complaint letters (1,253 of 1,677 letters) which the 
Ombudsman received during the report period concerning issues 
related to the COVID-19 pandemic were against the National Insurance 
Institute. 93.6% of the complaints against the National Insurance 
Institute, which were related to the COVID-19 pandemic were about 
benefits, and 97% of the complaints about benefits were about 
unemployment benefits.

[13] See “Job Market Pulse: 
monthly publication, May 
2020": https://www.taasuka.
gov.il/he/InfoAndPublications/
IesFilesManagerReportsList/
pirsumhodshi0520.pdf.

[14] These leniencies and other 
relaxation of criteria were 
included, among other things, 
in Emergency Regulations 
(New Coronavirus) (Special 
Instructions Regarding 
Unemployment Insurance), 
5780-2020.

[15] Who are not entitled to 
unemployment benefits due to 
their age.
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Other bodies
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Main sub-topics of complaints regarding unemployment 
benefits

41.2%

16.8%

Delays in 
processing

Other

16.7%

25.3%

Method of 
calculation

Recognition 
of eligibility

As can be seen from the chart, 41.2% of all complaints concerning 
unemployment benefits were about delays in PROCESSING claims, 
causing complainants not to receive the unemployment benefits 
they thought they were entitled to; and 25.3% of all complaints 
on this issue dealt with the very recognition of the entitlement 
to unemployment benefits.

In comparison, during the same period in 2019, the Office received 
120 complaints against the National Insurance Institute regarding 
benefits, of which only 4.2% were about unemployment benefits.

It should be noted, that in many cases the complainants were not 
aware, at the time they filed their complaints to the Office, what 
the precise reason was for the failure to approve their claim or 
to receive the payments to which they believed they were entitled. 
Only during the investigation and after receiving the response from 
the National Insurance Institute were the complaint investigators 
able to pinpoint the subject of the complaint.

Since many complainants claimed that due to the delay in receiving 
their unemployment benefits they were experiencing acute financial 
distress, the complaints were investigated through an expedited, 
shortened process adapted to the emergency conditions. Most of 
the communication with the complainants - receipt of information 

and clarifications and also notification of the outcomes of the 
investigation - was done by telephone, and likewise  communication 
with the National Insurance Institute was by phone. With respect 
to communication with the National Insurance Institute, the 
Ombudsman's Office took into careful consideration the extreme 
pressure the Institute employees were experiencing and the need 
to avoid disrupting their  work routines.

This approach of adapting the mode of investigation to the times and 
providing rapid remedies to the complainant is also reflected in 
the fact that 81.9% of the complaints against the National Insurance 
Institute reached their resolution due to the intervention of the 
Ombudsman's Office. This percentage is substantially higher than 
the percentage for the year 2019, which was only 41%.

The emotional thank-you letters received in the Office testify to 
the high quality of service delivered to the people WHO contacted 
the Office and to the Office's unstinting availability to people 
affected by the COVID-19 Pandemic.

Throughout the entire period, the Office’s employees maintained 
ongoing contact with the National Insurance Institute, resulting in 
the establishment of special mechanisms  for complaint investigation 
over the phone, on a daily basis, with the relevant representatives 
at the National Insurance Institute headquarters. These special 
mechanisms yielded quick solutions and reduced to the minimum 
possible the turnaround time from the moment the complaint 
arrived at the Ombudsman's Office until the full resolution of 
the complainant’s issue.

Due to the adaptation of the Office’s method of investigation to 
accommodate the unusual circumstances, in many cases the complaints 
were resolved within a matter of days, and sometimes even on the 
same day the complaint was filed.

Following are descriptions of a sample of complaints concerning 
unemployment benefits:
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Complaints regarding delay in the handling of unemployment 
benefit claims

A considerable proportion of the complaints were regarding the 
delays in handling of unemployment benefit claims. Many complainants 
claimed that due to the delay and in the absence of alternative 
sources of income, their economic situation had severely deteriorated.

Following is a description of a complaint on this issue:

The details were not inputted, unemployment benefits 

were paid retroactively

   The complaint  ___________________________________

A complainant was sent on furlough in March 2020, but by the latter 

part of May 2020, when he submitted a complaint, he had not yet 

received unemployment benefits for March and April, with the 

exception of NIS 2,000 which were paid in advance .

   The investigation __________________________________

The Ombudsman's Office found that even though the complainant 

had provided all of the data required, the claim was not processed 

fully since for some inexplicable reason, there was an incomplete 

intake of the data regarding the qualification period, which is one 

of the prerequisites for receiving unemployment benefits. The 

Office contacted the National Insurance Institute, which resumed 

the processing of the claim and found that the qualification period 

had been completed in full.

  The outcome _________________________________________

Following the Office’s intervention, the processing of the 

complainant’s claim was completed, and within about a week after 

the Ombudsman's Office commenced investigation, the balance of 

the unemployment benefits  was paid to the complainant - a total 

of approximately NIS 1,880.

(1095133)

The Call Center

In most complaints received at the Office during the COVID-19 Pandemic, 
the complainants complained about difficulty in making contact with 
the National Insurance Institute’s call centers. The complainants 
stated that many calls to the call center were left unanswered; 
that calls got cut off without the call center operators returning 
the calls; and calls to the call center or online inquiries via the 
National Insurance Institute’s website were not dealt with  properly 
or at all.

The Ombudsman's Office presented to the National Insurance Institute 
the obstacles the complainants experienced in getting reasonable 
service from the call centers. The National Insurance Institute said 
in response that they were aware of the problem, they acknowledged 
the difficulties in making contact with them via the various channels 
and they were working to remedy the situation. According to the 
National Insurance Institute, the employees who handle these 
claims at the branch offices are requiredg to deal with hundreds 
of thousands of unemployment benefit claims, and despite their 
best efforts and the assistance they have been receiving, the onus 
is causing delays in handling the claims.

It should be noted that at the start of the COVID-19 pandemic, the 
National Insurance Institute informed the Office that according to 
the Ministry of Health’s instructions, the number of workers at the 
service centers must be reduced to AVOID crowding. This reduction of 
manpower on the one hand, and the sharp increase in the number of 
claims on the other, meant that the National Insurance Institute’s 
service centers WERE tremendously overloaded.

ACCORDINGLY, and in order to cope with the unforeseen circumstances, 
the National Insurance Institute informed the Office after awhile, 
that they had doubled the number of their representatives at 
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the service centers, but that due to the many claims there were 
still cases where the claimants did not receive proper service.

THE INABILITY TO ADDRESS SUCH A LARGE NUMBER OF CITIZENS WHO FOUND 
THEMSELVES IN A CRISIS SITUATION REQUIRES, IN THE OMBUDSMAN’S 
OPINION, A review OF WORKING METHODS DURING TIMES OF EMERGENCY, 
including considering expanding the possibility of paying advances 
on unemployment benefits even before the examination of all the 
claim documents has been completed.

Malfunctions in the National Insurance Institute’s 
computer systems

The invesitgations of the complaints revealed that in some cases 
the unemployment benefits to which the complainants were entitled 
had been wrongly calculated due to various malfunctions in the 
computer systems at the National Insurance Institute. In other 
cases, the National Insurance Institute website prevented filing of 
a new claim from job seekers whose year of unemployment had not 
yet expired due to a previous claim. Following are a few examples 
of such complaints:

The inability to 
address such a 
large number 
of citizens 
who found 
themselves in a 
crisis situation 
requires, in the 
Ombudsman’s 
opinion, a review 
of working 
methods 
during times of 
emergency

She went back to work after having been put on furlough and did 

not receive the unemployment benefits she was entitled to

   The complaint  ___________________________________

The complainant was employed in two different workplaces and was 

put on furlough from both places already in March 2020. However by 

May 2020, at the time she filed her complaint, she had not received 

the unemployment benefits due to her, with the exception of a NIS 

2,000 advance payment.

   The investigation _________________________________

It was found that on April 7, 2020 the complainant had received 

the advance payment. However, since in May 2020 the complainant 

reported that she had gone back to work at one of her places of 

employment, the National Insurance Institute’s computing system 

did not receive an order to pay unemployment benefits for the 

month of April.

The National Insurance Institute informed the Office that this was a 

systemic malfunction in the computer system, in which employees who 

reported that they had resumed full-time or part-time employment, 

were not paid unemployment for the period preceding their return 

to work.

  The outcome _________________________________________

SUBSEQUENTLY, the National Insurance Institute informed the 

Ombudsman's Office that the malfunction had been fixed and that 

reports of resuming work no longer caused delays in payment of 

unemployment benefits to which the claimant was entitled for 

preceding periods.

The Office verified that the National Insurance Institute had made 

full payment of the unemployment benefits due to the complainant 

and also to other complainants who were victims of this malfunction.

(1094722)
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A Prior Claim Prevented Filing of a New claim

   The complaint  ___________________________________

A mother of four was put on furlough in March 2020 due to the 

COVID-19 pandemic. She claimed that she had received unemployment 

benefits for March, but that the benefits for April and May 2020 

were not paid, even though, according to her, the National Insurance 

Institute’s service representatives with whom she had spoken had 

informed her that her claim had been approved.

   The investigation _________________________________

The investigation revealed that in April 2019 the complainant had 

submitted a previous claim for unemployment benefits. On the basis 

of the previous claim, the complainant was entitled to 12 months 

of unemployment benefits from the date the claim had been filed, 

until March 2020 16, without having to prove a qualification period. 

The unemployment benefits for March 2020 were paid based on the 

claim she had filed a year earlier. Since her year of unemployment 

[16] According to Clause 161(E) of 
the National Insurance Law, an 
insured individual is entitled 
to claim unemployment benefits 
for 12 months from the day the 
initial claim has been filed. During 
these 12 months, the individual 
does not have to prove that he 
or she has met the qualification 
period requirement each time they 
submit a new claim. To receive 
unemployment benefits after 
one year has elapsed from the 
date of filing the initial claim, the 
insured has to file a new claim.

Subsequently 
the National 
Insurance 
Institute informed 
the Ombudsman's 
Office that all of 
the claims whose 
processing had 
been delayed 
due to the digital 
robot - had been 
resolved, and that 
the claimants, 
including the 
complainant, had 
received their 
unemployment 
benefits

Robot Error Brought the Claim to a Halt

   The complaint  ___________________________________

A complainant who was sent on furlough filed an unemployment 

benefits claim in March 2020. However by the time the complaint 

was filed, in May 2020, she had not received the unemployment 

benefits she was entitiled to, with the exception of a NIS 2,000 

advance payment.

   The investigation _________________________________

The investigation revealed that the complainant’s unemployment 

benefits claim had been handled by a digital robot that had input 

the claim data in the computer system of the National Insurance 

Institute.

It was found that in cases where any item of required data was 

missing on the form, the digital robot stopped the processing of the 

claim without sending an alert to a human responder for further 

handling. This flaw in the programming affected many claimants, 

including the complainant.

  The outcome _________________________________________

The Ombudsman's Office monitored  the rectification of the defect 

at the National Insurance Institute. Subsequently, the National 

Insurance Institute informed the Ombudsman's Office that all of 

the claims whose processing HAD BEEN delayed due to the digital 

robot - had been resolved, and that the claimants, including the 

complainant, had received their unemployment benefits.

(1095376)
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had come to an end, she had to file a new claim in April 2020 in order 

to continue to receive the unemployment benefits.

The Office notified the complainant that she has to file a new claim; 

however she responded that she had tried to do this several times 

without success. Upon examination it was found that the National 

Insurance Institute’s computer system did not allow the complainant 

to enter the date of March 2020 as the start date for the claim 

in the online claim form, since this month still fell under the 

period of the previous claim. To overcome the problem, the National 

Insurance Institute instructed the complainant to enter a start 

date in her new claim, which falls after the expiry of the previous 

claim (from April 1, 2020).

  The outcome _________________________________________

The complainant entered a claim date as instructed by the National 

Insurance Institute and her claim was accepted and handled.

At the same time, the Office pointed out to the National Insurance 

Institute the need to take measures to prevent a situation in which 

a person is unable to file an online claim for unemployment benefits 

and neither the system nor the call center representatives can 

provide the claimant with an explanation.

The National Insurance Institute said in response that they accept 

the point made by the Ombudsman's Office’s point and are working 

to rectify the problem.

(1096173)

Following the  
intervention 
of the 
Ombudsman's 
Office on 
this issue, 
the National 
Insurance 
Institute revisited 
the matter and 
recognized 
resignation in 
order to protect 
at-risk family 
members as 
dismissals 
entitling the 
claimant to 
immediate 
unemployment 
benefits

Recognition of Entitlement to Unemployment Benefits

Recognition of voluntary resignation as a dismissal for unemployment 
benefit purposes: according to Clause 166 of the National Insurance 
Law, a person who has voluntarily terminated his or her employment 
with no justification, shall not be entitled to unemployment benefits 
for the first 90 days following the final date of termination of 
employment. However, when the employment termination is done 
under circumstances which have been defined as being justified 
- ill health, severe downgrading of the terms of employment or 
other circumstances under which it was not possible to require 
the employee to continue with his or her job - the employee may be 
entitled to unemployment benefits without the wait period.

A number of complaints received at the Office during the pandemic 
related to postponement of unemployment benefit payments by 90 
days due to voluntary termination of employment, despite claims from 
the complainants that they resigned under justifiable circumstances, 
and that they were therefore entitled to immediate unemployment 
benefits.

Of special note are cases in which employees resigned from their 
jobs because they were afraid of contracting the Coronavirus and 
infecting at-risk family members. As will be described below, the 
National Insurance Institute’s initial position was that resignations 
under these circumstances were not to be regarded as dismissals 
for the purposes of receiving unemployment benefits. However 
following the Office’s intervention on this issue, the National 
Insurance Institute revisited the matter and recognized resignation 
in order to protect at-risk family members as dismissals entitling 
the claimant to immediate unemployment benefits.

It is worth noting that complainants are not always aware of their 
rights in this respect, and only because of a conversation with the 
complaint investigators, in which the complainants described the 
circumstances of their resignation, did they find out that by law 
their dismissal was to be considered a dismissal for the purposes 
of receiving unemployment benefits.

Following is a description of two complaints on the issue of 

recognizing voluntary resignation:
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Did you resign because you have a family member that is in a high 

risk group? You will be entitled to receive unemployment benefits

   The complaint  ___________________________________

The complainant resigned from his job in March 2020 for fear that 

he would be exposed to the Coronavirus at the workplace and infect 

his elderly mother, who is in a high risk group. The complainant 

filed a claim for unemployment benefits with the National Insurance 

Institute; however until May 2020 he did not receive the payments 

he was entitled to.

   The investigation _________________________________

The National Insurance Institute informed the Office that indeed 

according to the regulations17, if an employee resigned due to the 

state of his health or that of a family member, then the resignation 

shall be regarded as if the person had been dismissed; however 

resignation due solely to fear of infection is not recognized as a 

dismissal. The National Insurance Institute added that accordingly, 

the complainant’s entitlement to unemployment benefits would 

begin only in June 2020, after 90 days have elapsed from the day 

he terminated his employment. The OMBUDSMAN's Office requested 

clarification 18.

  The outcome _________________________________________

The National Insurance Institute responded  that due to the Office’s 

inquiry, the issue was reconsidered and the decision was made to 

regard a resignation in order to protect at-risk members of the 

[17] Clause 8 of the National Insurance 
Regulations (Unemployment 
Insurance), 5733-1972, which refers 
to Clause 6 of the Severance Pay 
Law, 5723-1963.

[18] It must be noted that the 
complainant was not found to 
be entitled to income support 
benefits either, since he receives 
a disability pension.

The employee resigned due to a deterioration in the terms 

of employment - and was recognized as having been laid off

   The complaint  ___________________________________

A mother of five worked from home in sales and her wages were 

paid according to actual sales. She claimed that she was forced 

to resign from her job in March 2020 due to a deterioration in the 

terms of her employment. The National Insurance Institute rejected 

her claim for immediate unemployment benefit payments, since the 

termination of her employment was done at her initiative.

   The investigation _________________________________

In a conversation  with the complainant she described problematic 

labor relations, which included, among other things, non-payment 

of social benefits, and she said that these labor relations were 

the main reason for her resignation. At the Office’s request, the 

complainant put her claims in writing and attached supporting 

documentation.

population to be a justified resignation. Accordingly, a directive 

will be prepared and distributed to all branches, and insofar as 

possible, claims due to resignation under such circumstances that 

had been denied will be re-evaluated.

In light of the new decision, the complainant’s resignation due to 

his mother’s being in a high risk group was recognized as being 

justified. The complainant was found to be entitled to unemployment 

benefits from the date of termination of his employment, and total 

unemployment benefits of NIS 13,059 were paid for the months of 

March to June 2020.

(1094601)

I turned to you after 
having despaired 
from the National 
Insurance Institute’s 
decision not to 
approve unemployment 
benefits for me. I was 
in a terrible mental 
state with suicidal 
thoughts. My case was 
dealt with  by the case 
handler who was like 
my guardian angel. I 
opened up to him and 
told him everything. 
The case handler first 
of all calmed me down, 
was encouraging and 
supportive and most 
important of all - 
he listened to me. I 
would like to express 
my thanks for the 
warmth, the help and 
the outcome. This is 
not something to be 
taken for granted; 
you saved me. And 
as for you, the case 
handler, I have no 
way of thanking 
you enough for your 
kindness - thank you 
thank you thank you.”

L e
t t e r s

thank you
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  The outcome _________________________________________

The Office forwarded the letter and the documents to the National 

Insurance Institute, where they were examined and a decision was 

reached to recognize her resignation as justified. The Institute paid 

to the complainant the unemployment benefits she was entitled 

to, totaling NIS 9,193. The complainant sent the Office an emotional 

thank-you letter.

(1094497)

Are you under the age of 20? 

You may still be entitled to unemployment benefits

   The complaint  ___________________________________

According to Clause 160 of the National Insurance Law, unemployment 

benefits shall not be paid to an unemployed individual who is not 

yet 20 years old.

However, according to Clause 4 of the National Insurance Regulations 

(Unemployment Insurance), 5733-1972, a person who received an 

exemption from conscription to the IDF, or a person whose IDF 

service has been deferred due to health reasons, is entitled to 

unemployment benefits even though they are under the age of 20.

The Office received complaints from unemployed persons during 

the report period whose claims for unemployment benefits had 

been rejected or had not been processed on the grounds that the 

claimants were less than 20 years old.

.

   The investigation _________________________________

The Ombudsman’s Office contacted the complainants to inquire 

whether they had been exempted from military service.

Method of Calculation of Unemployment Benefits

16.7% of the complaints against the National Insurance Institute 

regarding unemployment benefits were about the method of 

calculation of the benefits.

Investigation of the complaints found that among the reasons for 

the erroneous calculations were input of incorrect or incomplete 

data on wages which formed the basis for the calculation and input 

of incorrect dates of termination of employment.

Erroneous calculation of the unemployment benefits also occured 

when the complainant was employed by more than one employer or 

when besides being a salaried employee, the complainant was also 

self-employed.

18.8% of the complaints regarding the method of calculating the 

unemployment benefits were about deducting the complainants’ 

income from self-employment from the unemployment benefits they 

were entitled to, even though the complainants claimed that they 

had no income or decreased income from self-employment during 

the Coronavirus period.

16.8% of the complaints were about failure to take into account the 

complainants’ income from all of their workplaces in calculating 

their unemployment benefits.

Office of the Ombudsman of Israel selected complaints - the national insurance instituteComplaint Investigations during the First Wave of the COVID-19 Pandemic

The Office updated the National Insurance Institute regarding all 

the complainants who presented a certificate of exemption from 

military service.

  The outcome _________________________________________

The claims were approved and unemployment benefits were paid 

to the complainants.

(1094405)
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Service. The complainant added that her attempts to contact the 

National Insurance Institute through various means in order to 

resolve the issue were unsuccessful.

   The investigation _________________________________

The investigation revealed that indeed there had been a mistake 

in the data entry: even though the complainant’s employment had 

been terminated on March 15, 2020, the date entered on the National 

Insurance Institute’s system  was March 30, 2020. Furthermore, the 

unemployment benefits were calculated based on wages from a 

single employer, even though the complainant at the time relevant 

to her claim had been working at another, additional workplace.

  The outcome _________________________________________

Due to the investigation, the complainant received the full 

unemployment benefits she was entitled to .

(1096089)

Did you receive maternity allowance and a pregnancy 

bed rest benefit? Your unemployment benefit entitlement 

must be increased as well

   The complaint  ___________________________________

Several complaints were received at the Ombudsman's Office from 

women who had been receiving pregnancy bed rest benefits or 

who had given birth and were receiving a maternity allowance. The 

complainants alleged that the unemployment benefits they received 

shortly after having received the said benefits, were substantially 

lower than the unemployment benefits they were entitled to.

Main issues in complaints regarding calculation of 
unemployment benefits 

Following are two examples of complaints regarding the calculation 
of unemployment benefits:

The data were entered erroneously and corrected 

due to the Office’s intervention

   The complaint  ___________________________________

The complainant went on furlough in March 2020 and registered at 

the Employment Service; However, the National Insurance Institute 

informed her that she was not entitled to unemployment benefits 

for March.

As for April 2020, the complainant claimed that the unemployment 

benefits paid her for that month were less than what she was 

entitled to because the National Insurance Institute entered an 

employment termination date that was later than the date she 

had reported and the date she had registered at the Employment 

18.8%
Deduction of 
income from self-
employment from 
the unemployment 
benefits

16.8%
Failure to take 
into account 
income from 
more than one 
employer
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found cases in which the unemployment benefit claimants were 
classified in the National Insurance Institute’s records also as self-
employed, whose self-employment income was to be deducted from 
the unemployment benefits. This was the case despite the fact that 
the complainants had no income from self-employment during the 
period in which they were out of a job due to the COVID-19 Pandemic.

Following is a description of three complaints related to the 
classification of the complainants as self-employed by the National 
Insurance Institute:

Received unemployment benefits as a salaried employee - 

but was underpaid due to being self-employed as well

   The complaint  ___________________________________

The complainant complained about the low unemployment benefit he 

was receiving. According to the complainant, he had worked in two 

workplaces as a salaried employee and had also provided services as 

a freelancer. He contacted the National Insurance Institute several 

times about the low unemployment benefits he was being paid, but 

he was never given an explanation. The complainant requested 

intervention from the Ombudsman on this issue to enable him to 

receive the unemployment benefits to which he was entitled in 

order to provide for his family.

   The investigation _________________________________

The Office’s investigation with the National Insurance Institute 

revealed that  income from his earnings as a freelancer were deducted 

from the complainant’s unempolyment payment, on the basis of an 

income report he had submitted to the National Insurance for the 

purpose of paying National Insurance  contributions in advance .

The complainant claimed that he had not had any income from 

freelancing during the crisis. The National Insurance Institute 

   The investigation _________________________________

The investigation of the complaints revealed that the National 

Insurance Institute erred in calculating the income of the complainants 

which formed the basis of the unemployment benefits entitlement, 

by failing  to include the benefits paid them while on bed rest during 

the pregnancy and the maternity allowance they had been receiving.

  The outcome _________________________________________

As a result of the Office’s intervention, the National Insurance 

Institute instructed the branch offices to recalculate the 

unemployment benefits paid to the complainants, and to include 

the pregnancy bed rest benefits and the  maternity allowance in 

their income.

(1093983, 1093989)

Deducting income from self-employment from 
the unemployment benefits

According to Clause 176 of the National Insurance Law, income from 
other work, including  freelancing, self-employment, or from a 
business the claimant owns, is to be deducted from a claimant’s 
unemployment benefits during the period for which the claimant 
is claiming unemployment. In order to determine the claimant’s 
income from self-employment, the National Insurance Institute 
uses data at its disposal regarding the monthly National Insurance 
contributions the claimant pays for their business.

The Ombudsman's Office received many complaints from complainants 
claiming that they were not paid unemployment benefits or that the 
amount paid was considerably lower than the amount they were 
entitled to according to the information provided on the National 
Insurance Institute’s website. Investigation of these complaints 
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presented to the complainant via the Ombudsman's Office the 

possibilities open to him – either to temporarily close his file as a 

freelancer or to submit a request to reduce his advance contributions.

  The outcome _________________________________________

The complainant updated the Office that he acted according to the 

information provided and that the unemployment benefits had 

been paid to him to his satisfaction. The complainant thanked the 

Ombudsman's Office for the assistance he received in his time of need.

(1095393)

Joining forces: Inquiries with the Tax Authority, the National 

Insurance Institute and the Employment Service

When an inquiry into a complaint against a body subject of a complaint 

necessitates further investigation with other bodies or if additional 

details are needed from other institutions, the Ombudsman's Office 

will contact those other bodies on its own initiative in order to 

obtain all the information necessary for optimal handing of the 

complaint. Following is a description of a complaint which was 

resolved through inquiries with several bodies.

   The complaint  ___________________________________

The complainant claimed that in early April 2020 he was sent on 

furlough from his job, but that he did not receive the unemployment 

benefits for that month. The complainant stated that he received 

a letter from the National Insurance Institute informing him that 

he had also been classified as a self-employed individual, and that 

his income from self-employment had been deducted from the 

unemployment benefits to which he was entitled and as a consequence 

he was not entitled to any unemployment benefits. The complainant 

claimed that he is not self-employed and added that his attempts to 

contact the National Insurance Institute to correct this classification 

had been unsuccessful.

   The investigation _________________________________

The investigation revealed that the complainant was classified 

at the National Insurance Institute both as a salaried employee 

and as self-employed, based on a report he had provided to the 

Tax Authority in 2013. In response the complainant claimed that 

he had reported to the Tax Authority that his business had been 

closed down and that he had completed the closure proceedings 

at the Tax Authority already in 2014, although he did not have any 

corroborating document to prove this.

While the complaint was being investigated, the Tax Authority was 

not receiving the general public, and the complainant claimed that 

therefore he was unable to go to the Tax Authority and receive a 

corroborating document. Although the Tax Authority could have 

sent the document by mail, due to the current situation the postal 

service might be disrupted and the certificate might get held up 

in the mail.

The Ombudsman's Office contacted the relevant income tax assessor 

and asked for assistance in obtaining the certificate without delay. 

The income tax assessor sent the certificate to the Ombudsman's 

Office, who forwarded it to the National Insurance Institute.

It was also discovered that the Employment Service had reported 

to the National Insurance Institute an erroneous starting date 

of the complainant's furlough. The Ombudsman's Office contacted 

the Employment Service on this matter and the start date of the 

furlough was corrected.

  The outcome _________________________________________

Following receipt of the certificate from the Tax Authority confirming 

that the complainant no longer runs a business, and after the 

National Insurance Institute received a corrected report from the 

Employment Service regarding the start date of the complainant’s 

furlough, he received all of the unemployment benefits to which he 

was entitled. The complainant thanked the Office for the assistance 

he received.
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As mentioned at the beginning of this report, the COVID-19 pandemic 

is also an opportunity for public bodies to improve the ways they 

operate and  their work processes, in order to provide more efficient 

service  to the public in regular times as well. This applies especially 

regarding information sharing between the various bodies and the 

provision of more comprehensive assistance to the public through 

online means.

(1094648)

Theater actress? The Classification Order comes to your assistance

According to the National Insurance Order (Classification of Insured 

and Determining Employers), 5732-1972 (the Classification Order), 

there are certain occupations and special circumstances in which 

self-employed workers will  be regarded to be salaried employees 

for  unemployment benefits purposes.

   The complaint  ___________________________________

The complainant ceased working during the COVID-19 pandemic and 

claimed unemployment benefits. She claimed that for several months 

she was not paid any unemployment benefits, with the exception 

of an advance of NIS 2,000. The complainant noted in her complaint 

that “living off NIS 2000... means going hungry”.

   The investigation _________________________________

The investigation revealed that the complainant had stated in her 

claim that she also worked in a theater as a freelancer and that 

therefore her income as a freelancer had been deducted from 

the unemployment benefits. However the handling of her claim 

had not been completed, and she was not asked for additional 

information about her occupation as a freelancer in order for a 

final decision to be reached regarding her claim. As a result of 

the Office’s investigation, the National Insurance Institute stated 

that if the complainant’s occupation was included in the list of 

occupations in the Classification Order, then she will be considered  

a salaried employee, and her income as a freelancer will not be 

deducted from her unemployment benefits.

The complainant declared that she was a theater actress, and 

the Office forwarded this information to the National Insurance 

Institute. Since artistic or entertainment appearances by an artist 

are included in the second addendum to the Classification Order, 

the National Insurance Institute decided that the Order applied 

to the complainant and that she is entitled to full unemployment 

benefits.

  The outcome _________________________________________

The complainant received the balance of the unemployment benefits 

she was entitled to totaling NIS 4,400.

(1094771)
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Whoever seeks to receive unemployment 

benefits, besides filing a claim with 

the National Insurance Institute, must 

register with the Employment Service 

as a job seeker. The initial registration 

can be done online on the Employment 

Service’s website. Normally, the job 

seekers have to present themselves 

at the Employment Service bureaus 

near their domiciles, make themselves 

available and be prepared to accept 

any suitable employment referrals. The 

Employment Service provides to the 

National Insurance Institute reports 

about job seekers and the dates on 

which they arrive at the bureaus, 

and according to these reports their 

entitlement to unemployment benefits 

is determined.

Following the COVID-19 pandemic, the 

Employment Service closed their 

offices to the public from March 15, 

2020. In addition, the Employment 

Service’s ability to refer job seekers 

to prospective employers was severely 

diminished due to the pandemic. Due 

to the closing of the BUREAUS, the job 

seekers were required to register 

online on the Employment Service’s 

website instead of presenting 

themselves in person at the bureaus.

During the period that the bureaus were 

closed, the Employment Service operated 

according to emergency regulations 

enacted regarding the Coronavirus19 

and retroactively recognized the 

registrations of job seekers who were 

unable to register in person at the time their employment was 

terminated. This was done based on the job seeker's declaration 

of the date of termination of employment and presentation of 

corroborating documents.

Cancellation of the requirement to appear physically at the bureau 

together with creating the possibility to register online contributed 

greatly toward reducing potential friction between the hundreds of 

thousands of job seekers and the Employment Service and  enabled 

the Employment Service to report effectively and efficiently to the 

National Insurance Institute  the precise dates on which previously 

employed individuals became job seekers. The Israel OMBUDSMAN 

views this development favorably, which radically streamlined 

the service delivered to the job seekers in this time of crisis. The 

Ombudsman believes that this step played a major part in the fact 

that the number of complaints received against the Employment 

Service was negligible.

During the Report period, the OMBUDSMAN’S Office did investigate a 

few COVID-19 pandemic-related complaints against the Employment 

Service. Most of these complaints were investigated pursuant to 

investigations of complaints filed against the National Insurance 

Institute, which revealed that the National Insurance Institute 

had not been notified by the Employment Service of the date of 

employment termination of the complainants, or that the notification 

given did not match the actual date of termination.

Following are examples of complaints regarding the Employment 

Service’s service to job seekers.

[19] Emergency Regulations (New 
Coronavirus) (Special Instructions 
Regarding Unemployment 
Insurance), 5780-2020.

Job seekers contacted the 
Employment Service during the 
COVID-19 Pandemic until the end 
of May 2020

1.165 million

Israel 
emplOymenT 
serVICe
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Employment Service website crashed? 

You can also file a claim through a manual registration form

   The complaint  ___________________________________

On March 15, 2020, following the closing of the Employment Service 

bureaus, the complainant contacted the OMBUDSMAN's Office and 

complained that he was unable to register online as a job seeker 

because the Employment Service’s website had crashed. The 

complainant was concerned that he would not receive unemployment 

benefits for all the days to which he was entitled.

   The investigation _________________________________

The Employment Service said in response that besides registering 

online on the website, job seekers can also fill in the registration 

form manually and send it to the Employment Service via email 

or they could leave the form at the Employment Service bureau 

nearest to their homes. The Employment Service stated that they 

were working to increase their network resources in order to be 

able to cope with the increased number of entries to their website 

and to enable trouble-free online registration.

  The outcome _________________________________________

The complainant confirmed verbally to an employee of the 

Ombudsman's Office that he had succeeded in registering as a job 

seeker by sending a manual registration form. On March 18, 2020, 

the Employment Service reported to the Office that the website 

had fully resumed its operations, including online registration of 

job seekers. Since that time the Office has not received any more 

complaints on this issue.

(1092280)

Registered but not acknowledged? 

You should keep your confirmation

   The complaint  ___________________________________

The complainant was sent on furlough following the COVID-19 Pandemic 

and filed a claim for unemployment benefits with the National 

Insurance Institute on March 15, 2020. According to the complainant, 

even though she registered as a job seeker at the Employment Service 

on March 29, 2020, she did not receive the unemployment benefits due 

to her and neither did she receive an advance unemployment benefit 

payment. The National Insurance Institute informed the complainant 

that they had not received a report from the Employment Service 

that she had registered as a job seeker.

   The investigation _________________________________

The Employment Service claimed in response that according to 

their records, the complainant had registered only at the end of 

April 2020. They added that this was duly reported to the National 

Insurance Institute. However the OMBUDSMAN's Office sent the 

Employment Service a corroborating document provided by the 

complainant, indicating that she had registered as required with 

the Employment Service already in March 2020.

  The outcome _________________________________________

Following the Office’s inquiry, and based on the complainant’s 

declaration and the corroboration she supplied, her registration 

date with the Employment Service was corrected retroactively 

to March 15, 2020 in accordance with the Emergency Regulations 

(New Coronavirus) (Special Instructions Regarding Unemployment 

Insurance), 5780-2020 as mentioned above. A report was duly 

provided to the National Insurance Institute.

(1092838)
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The Employment 
Service reviewed 
the information 
the complainant 
had submitted 
regarding the 
termination of 
his employment 
and sent a 
corrected report 
to the National 
Insurance 
Institute. As a 
result of  the 
corrected report, 
the complainant 
was awarded 
unemployment 
benefits for the 
month of April

[20] Clause 172 of the National 
Insurance Law states that 
“Unemployment benefits shall not 
be paid for the first five days of 
unemployment for all periods of 
four consecutive months”.

Late in registering with the Employment Service? 

You can register retroactively

   The complaint  ___________________________________

The complainant filed a complaint with the Ombudsman at the end of 

May 2020 regarding delays in processing his unemployment benefits 

claim. The complainant noted that even though he reported to 

the Employment Service as required on April 29, 2020, that he had 

been put on furlough already at the beginning of April 2020, and 

despite having filed a claim with the National Insurance Institute 

for unemployment benefits - he had not received the benefits due 

to him for the month of April. In addition, he claimed that he had 

also not received any advance payment, even though he had received 

confirmation that his claim was being processed.

   The investigation _________________________________

The investigation revealed that the Employment Service  reported to 

the National Insurance Institute that the complainant had registered 

as a job seeker on April 24, 2020. Since by law the five first days of 

unemployment are deducted from the first unemployment payment20, 

the complainant was not entitled to unemployment benefits for April.

The Ombudsman's Office contacted the Employment Service and pointed 

out that the complainant had declared that his employment had 

been terminated from the beginning of April. The Office asked the 

Employment Service to consider whether under the circumstances 

it was possible to amend the report sent to the National Insurance 

Institute. After the Employment Service reviewed the information 

the complainant had submitted regarding the termination of his 

employment, it sent a corrected report to the National Insurance 

Institute as specified in Emergency Regulations (New Coronavirus) 

(Special Instructions Regarding Unemployment Insurance), 5780-2020 

regarding retroactive registration during the Coronavirus period.

  The outcome _________________________________________

As a result of  the corrected report, the complainant was awarded 

unemployment benefits for the month of April.

(1096011)

Sent on furlough while pregnant? 

The actual date of termination is the deciding date

   The complaint  ___________________________________

The complainant was sent on furlough on March 24, 2020. Since the 

complainant was pregnant, her employer waited for approval from 

the Ministry of Labor, Social Affairs and Social Services to send 

her on furlough before he gave her official confirmation of the 

furlough. The complainant received the confirmation about two 

weeks after having been on furlough in actuality. On April 12, 2020 

the complainant reported to the Employment Service that she was 

now unemployed and seeking work and at the same time she filed an 

unemployment benefits claim with the National Insurance Institute. 

The complainant noted in the forms she submitted that the actual 

date of termination was March 24, 2020 and she also attached the 

employer’s confirmation. 

In spite of the above, the complainant received unemployment benefits 

only from the date she registered at the Employment Service.

The complainant wrote in her complaint: “I am at home without a 

salary, in an advanced state of pregnancy, trying to get hold of the 

National Insurance Institute and the Employment Service bureau... 

I am angry, disappointed and most of all exhausted from trying to 

get an answer”.

Office of the Ombudsman of Israel selected complaints - employment serviceComplaint Investigations during the First Wave of the COVID-19 Pandemic



70-71

Owners of Small and Medium-sized 
Businesses Upon 25% decline in 
business turnover and with income 
of no more than NIS 240,000

First tranche

1

For controlling shareholders in 
a closely-held corporation. Upon 
25% decline in business turnover 
compared to 2019

Second tranche

2

Aid in financing fixed expenses for 
businesses with a turnover of up to 
NIS 20 million. 

Third tranche

3

   The investigation _________________________________

The Ombudsman’s Office contacted the Employment Service, which 

responded that the complainant had already contacted them on the 

issue and that they corrected the report to the National Insurance 

Institute shortly after the complainant contacted the Office.

  The outcome _________________________________________

Based on the complainant’s declaration and the employer’s 

confirmation that she had been sent on furlough already in March 

2020, the Employment Service recognized the complainant as a job 

seeker from the date her employment was actually terminated.

(1096012)

Besides the National Insurance Institute, 
which was charged with delivering aid to 
salaried employees whose employment had 
been terminated due to the COVID-19 pandemic, 
the Tax Authority was charged with assisting 
the self-employed sector, whose businesses 
had been negatively affected by the crisis. 
This was to be done through an aid grant 
(the "grant")21.

[21] The grant is paid according to the 
directives of the Emergency Regulations 
(New Coronavirus) (Aid Grant to Self-
employed), 5780-2020, which amended the 
Law for Increasing Participation in the 
Workforce and Narrowing Socioeconomic 
Gaps (Employment Bonus), 5767-2007. During 
the Report period changes were made in 
regulations and in entitlements, and 
therefore in some cases those that were 
initially rejected, received the grant at 
a later stage.
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Tax 
auThOrITy

During the time period covered by this 

Report, the entitlement to a grant was 

split into three tranches. The first tranche 

was intended to provide an initial, rapid 

response for owners of small and medium-

sized businesses negatively affected by the 

COVID-19 Pandemic. Conditions for receiving 

the grant included a minimum 25% decline 

in business turnover in March-April 2020 as 

opposed to the parallel period in the year 

2019; chargeable income from a business of 

a minimum of NIS 24,000 and no more than 

NIS 240,000 in 2018; and business activity for 

no less a period than September 1, 2019 to 

February 29, 2020 .

In the second tranche, controlling 

shareholders in closely-held corporations22 

whose income had declined, were also 

included. The entitlement was determined 

according to various criteria, including the 

total chargeable income23 and a decline of at 

least 25% in the business turnover during the 

period from March to June 2020 as opposed 

to the same months during the year 2019.
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[22] According to Clause 76 of 
the Income Tax Ordinance 
[New version], a closely-held 
corporation is a company 
controlled by up to five persons 
and which is not a subsidiary or 
company in which the public has 
an interest.

[23] Income of NIS 8,568 and up to NIS 
1,000,000 in the 2018 tax year. 
New businesses which were not 
in operation in 2018 were required 
to meet  the  chargeable income 
requirement for the year 2019.

The third tranche was intended for businesses with turnovers of 

up to NIS 20 million, and whose business turnover was negatively 

affected by the COVID-19 pandemic. The grant was intended to assist 

these business owners to finance the business’s fixed expenses 

(electricity, water, rent etc.), which have to be paid in full despite 

the decline in the business’s turnover.

Even though the Tax Authority dealt with some 900,000 requests 

for grants within a few months, the Ombudsman’s Office received 

only 67 complaint letters concerning the Tax Authority, a relatively 

low number.

Most of the complaints against the Tax Authority received at the 

Ombudsman’s Office during the Report period revolved around 

the payment of the grant in the first two  tranches - some of the 

complaints were about  entitlement to a grant, and some were about 

the problems arising in payment of the grants. Other complaints 

about the Tax Authority were about the service delivered to the 

public and about receiving the public in the Tax Authority offices. It 

must be noted that during part of the Report period the Tax Authority 

offices were closed to the public and only allowed submission of 

documents outside of the offices.

Throughout the period, the OMBUDSMAN’s Office was in touch with 

representatives from the Tax Authority. The Office tracked the service 

mechanisms set up by the Authority to cope with the difficulties 

in delivering service during the crisis, including digital means of 

communication, which were placed at the disposal of the public, a 

digital robot which responded to frequently-asked questions over 

the phone, and an automatic search program which scanned the 

requests received by keywords (“bank account”, “first tranche” and 

so forth) and sent the caller a structured answer. It is important 

to note that the Ombudsman’s Office shared the information it 

received in the course of investigating complaints with the relevant 

audit departments in the State Comptroller’s Office.

Even though the 
Tax Authority 
dealt with some 
900,000 requests 
for grants within 
a few months, 
the Office 
received only a 
small number of 
complaint letters
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Special grant for the self-employed - 

according to assessments submitted

   The complaint  ___________________________________

The complainant complained that his claim for a special grant for 

being self-employed was rejected due to the size of his income.

   The investigation _________________________________

The Tax Authority explained that the automatic grant approval 

system rejected the claim since the total taxable income for the 

2018 tax year according to the complainant’s report exceeded NIS 

240,000, which is the maximum income threshhold entitling to a 

grant in the first tranche.

However the complainant claimed that his taxable income for 2018 

was much lower than the maximum amount.

In response the Tax Authority stated that the complainant must 

correct his tax return according to his actual income, and after that 

he would be able to resubmit the claim through the computerized 

system.

  The outcome _________________________________________

After the complainant corrected his 2018 tax return his entitlement 

was re-examined and approved.

(1092764)
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  The outcome _________________________________________

The residency of the complainant was checked and confirmed. Due 

to the  intervention of the Ombudsman's Office, the Tax Authority 

representatives contacted the complainant and informed  her that 

she may appear for identification purposes at the relevant tax 

assessor’s office, where she will be given a special ID number for 

filing a grant claim. The complainant received the ID number and 

then proceeded to file a claim for the grant.

The Tax Authority informed the Office that they identified  

approximately 100 taxpayers in situations similar to the complainant's, 

and on their own initiative, sent those taxpayers notices on the matter. 

These taxpayers were requested to appear at the Tax Authority and, 

after undergoing identification, were issued an ID number through 

which they will be able to file a claim for the grant.

(1093371 ,1097838)

The complainant requested that the compensation be paid 

to him urgently, and the Tax Authority sent the necessary 

permission by email.

   The complaint  ___________________________________

The complainant wished to withdraw MONEY FROM A COMPLENSATION 

FUND due to the COVID-19 Pandemic and the decline in his income. 

He therefore contacted the relevant income tax assessor’s office 

and requested permission to withdraw the money without having 

to pay tax. Since the complainant needed the money urgently, he 

asked that the permission be sent to him via email rather than 

by ordinary mail; however, he was told that due to the reduced 

manpower at the Tax Authority’s offices it would not be possible 

to fulfill his request.
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Are you a non-citizen resident? You can receive the grant 

for the self-employed using a special identifying number

   The complaint  ___________________________________

The complainant - a foreign national residing in Israel who owns a 

business - was unable to file a claim for the grant since she does 

not have an Israeli ID number. Following repeated failed attempts 

to resolve the issue with the Tax Authority over the phone and by 

email, she contacted the Ombudsman's Office.

   The investigation _________________________________

In response to the Office’s inquiry, the Tax Authority explained that 

one of the conditions for paying a grant to a foreign national who 

owns a business in Israel is that the said foreigner’s status must 

be that of an Israeli resident. In other words, the claimant has to 

prove that his or her  life is centered in Israel (residency). However 

even if the foreign national’s residency is proven, he or she will 

still encounter the obstacle which the complainant raised in her 

complaint, since foreign nationals do not have an Israeli ID number.

The Tax Authority said they were aware of the problem and that upon 

consideration, they decided to assign residents who are foreign 

nationals a special ID number for the purposes of filing a claim 

for the grant.

- System-W
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I would like to thank you for your extremely quick and efficient intervention - this 
very afternoon I received the email from the Income Tax Authority with the permission 
attached. I have no words to express how much you helped me - I had already lost hope of 
ever overcoming the bureaucratic stage I was in because no matter what, at the end of the 
day anyone contacting these institutions knows in advance there’s no chance they’ll get 
what they need in a civilized manner without having to fight, to get upset and in these hard 
times for the whole world this is even more the case. I’m really not cut out for this, for 
me it’s easier to just give up without even trying.
I contacted you because the situation I was in seemed to be without any sense or justification. 
This is not the way that things should ever be. I’m glad you managed to sort out this 
absurdity... After all, such institutions are the face the country projects toward its 
citizens and it is important to maintain their good reputation - that way citizens will 
respect them and be proud of their country... Thanks to you of course. And that is what I 
felt when I saw your email... I felt I was proud  of the State of Israel, I felt someone’s got 
my back. I think I haven’t felt that way since my army days. Thanks a million for the work 
you’re doing. I will never forget this case!”

L e
t t e r s

thank you

The complainant filed an annual report to the Tax Authority 

but the documents ended up in the hands of a total stranger

   The complaint  ___________________________________

The complainant sought to file her annual report to the Tax 

Authority. According to the instructions issued during the COVID-19 

pandemic she arrived at the income tax assessor’s office and 

placed the report on a desk situated outside the office. An office 

employee stamped the report “Received”.

To the complainant’s surprise, several days later a stranger 

called her and told her that he found her report among other 

documents he received from the income tax assessor.

  The outcome _________________________________________

Following an inquiry from the Ombudsman's Office and after the 

Office explained the circumstances of the case, the Tax Authority 

sent the requested permit by email to the complainant and the 

complaint was resolved. The complainant thanked the Office in an 

emotional letter.

The Israel Ombudsman believes that online and digital means and 

tools should be used more extensively during ordinary times as 

well, not only in emergencies, in order to streamline work processes 

and shorten the lead times for handling inquiries and requests.

(1092721)
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The complainant complained about the severe breach of her privacy 

and about the aggravation caused her due to the need to file the 

report a second time.

   The investigation _________________________________

The manager at the Information, Service and Resources (MASHAM) 

Center at the relevant income tax assessor’s office notified the 

Office that this was a mistake made by a substitute worker, as a 

result of the extremely heavy workload she had been coping with. 

The MASHAM manager added that when the error was discovered, 

the report was sent for input with its original date and that 

she had spoken to the complainant and apologized for the error.

  The outcome _________________________________________

The Office brought this incident to the attention of the Deputy 

Director General of Customer Service at the Israel Tax Authority 

who expressed his regret for the incident and said that the case 

would be presented as a test case for the MASHAM employees in 

order to prevent such incidents from recurring in future.

(1094573)

COmplaInTs 
On healTh 
serVICes

Under normal circumstances, the 
Ombudsman's Office deals with 
complaints about services provided 
by the public health services system 
in Israel, which includes the Ministry 
of Health, the healthcare funds and 
the public hospitals.

During the COVID-19 pandemic the 
Office continued to receive complaints 
concerning the health system. The 
complaints, which were related to 
the COVID-19 pandemic, were mainly 
about the following issues: Handling 
of requests to undergo Coronavirus 
testing and receiving the test results; 
the continued routine medical work in 
the hospitals and within the community 
during the crisis; the isolation policy 
concerning people who were suspected 
of having contracted the virus; how  
assisted living facilities and long-term 
care institutions were coping with the 
pandemic; healthcare funds' treatment 
of patients suspected of being sick; and 
the health system’s policy on wearing 
masks.

The complaints filed during the COVID-19 
Pandemic required urgent attention 
due to their very nature. They were 
investigated as quickly as possible with 
full cooperation of the bodies operating 
within the health system. The Office 
continually worked to give a voice to the 
complainants who were in dire distress, 
and to help them get the care they 
needed quickly and without problems. 
Following are several examples of 
complaints the Ombudsman's Office 
investigated concerning the issues 
listed above:
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The Coronavirus test results were delayed - 

the complainant couldn’t return home

   The complaint  ___________________________________

The complainant, an Israeli citizen, returned to Israel from a few 

months stay in South America and she was required to go into 

quarantine for 14 days, according to the Ministry of Health guidelines. 

When the quarantine period was over the complainant wanted to 

return home, but since her mother was in a high risk group the 

complainant was given permission to undergo testing to rule out 

the possibility that she may be infected by the Coronavirus. Up until 

the date the complainant filed the complaint, she had undergone 

three Coronavirus tests. The first two tests were done by Magen 

David Adom (MDA) and the third was done by Maccabi Healthcare 

Services two days prior to her contacting the Office.

The complainant alleged that she was not given the test results 

and even though ten days had passed since she completed her 

quarantine period, she was still unable to go back home.

   The investigation _________________________________

The complaint was received at the Office on April 10, 2020, which fell on  

the Friday during the week of the holiday of Passover. Even though the 

Ombudsman's  Office was closed for the holiday, since the complaint 

required immediate attention, an Office employee contacted the 

complainant to obtain additional details and clarifications concerning 

her complaint. Immediately after that conversation the employee 

contacted the Public Inquiries Department at Maccabi Healthcare 

Services, which also joined the effort to help the complainant get 

the test results. Throughout the entire period the Office employee 

remained in direct contact with the complainant and updated her 

on the progress of the investigation.

  The outcome _________________________________________

Due to the Office’s intervention, the results of the third test done 

by Maccabi Healthcare Services were received on April 11, 2020, just 

one day after the complaint was filed. The complainant was notified 

that the test results were negative and that she can return home.

The Ministry of Health, Maccabi Healthcare Services (1092931)

Complainant was kept in quarantine for a month - needlessly

   The complaint  ___________________________________

The complainant was exposed to a Coronavirus-positive patient. On 

March 24, 2020, after having experienced symptoms of the disease, 

the complainant contacted MDA and asked to undergo a Coronavirus 

test. Shortly after the complainant contacted MDA, she underwent 

a test but did not receive the results. On April 5, 2020, after the 

symptoms had faded, the complainant contacted MDA and informed 

them that she had not received the test results, and consequently 

she was referred for another test. While she was waiting for the 

results of the second test, she received a message from MDA on April 

10, 2020 saying she needed to be tested yet again - this despite not 

having received results from the two previous tests. After having 

been in quarantine for three weeks, and without having received 

any test results or any response to her messages to the Ministry 

of Health, the complainant contacted the Ombudsman's Office.

   The investigation _________________________________

On April 21, 2020, the Ombudsman's Office contacted the Ministry of 

Health and the next day a doctor from the District Health Bureau 

called the complainant and approved yet another test, which was 

done that same day. On April 24, 2020, the test result, which was 
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Instead of 
a sweeping 
prohibition on 
family visits, 
the hospital 
administrations 
were given the 
discretion to 
approve visits of 
family members 
while setting 
limits and putting 
appropriate 
protections in 
place

negative, was received and the complainant was updated. A day 

after receiving the results of the third test, the results of the 

two previous tests arrived and were also negative.

  The outcome _________________________________________

The Ombudsman's Office determined that the complaint was justified, 

and that the findings showed that the complainant had remained in 

quarantine for some days unneccessarily. The Office commented to 

the Ministry of Health on its conduct in this case and highlighted 

the need to learn lessons in order to prevent such incidents from 

reccurring.

Ministry of Health (1092875)

Family members of long-term care patients complained - 

and the guideline concerning visits was relaxed

   The complaint  ___________________________________

The son of the complainants is unconscious and is in a complex 

medical situation. The son has been hospitalized for approximately 

ten years with his family members caring for him day and night. 

With the outbreak of the COVID-19 pandemic the family was informed 

that in view of the Ministry of Health guidelines for preventing 

the spread of the virus, only one family member would be allowed 

to be by the son’s side consecutively for a week and other family 

members would not be allowed to visit on a daily basis.

The complainants contacted the Office and explained the importance 

of the daily visits by family members to care for their son, and 

detailed the negative impact that would be caused by interruption 

of regular visits to his bedside.

   The investigation _________________________________

The Ministry of Health said that the prohibition on family visits in 

the long-term care wards is due to the desire to limit the spread 

of the pandemic and the risk of contagion, particularly among 

patients in these wards.

This being said, due to the Office’s requests and a request from the 

hospital manager concerning the boy’s situation, the Ministry of 

Health revisited the guideline and decided to alter it. Instead of a 

sweeping prohibition on family visits, the hospital administrations 

were given the discretion to approve visits of family members 

while setting limits and putting appropriate protections in place.

  The outcome _________________________________________

With the change in the Ministry of Health guidelines, the hospital 

manager contacted the complainants and permitted them and other 

family members to visit the son, subject to the updated guidelines 

from the Ministry of Health. Additionally, the hospital staff was 

instructed to supervise the son during all the hours in which 

family members were not by his side.

Ministry of Health (1092629)
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All the way to the hostel: 

three children, two rooms and one Coronavirus patient

   The complaint  ___________________________________

The complainant, who is classified as a high risk group patient, 

lives in a two-room apartment with her three children: a 6-year-

old daughter, a 17-year-old son and a son with 100% disability. Her 

17-year-old son was diagnosed with Covid-19 and the complainant’s 

complained that Maccabi Healthcare Services was refusing to evacuate 

him to a hostel. The complainant noted that as soon as the infection 

was discovered the patient locked himself in his room and was 

extremely reluctant to exit it and thereby endanger his mother 

and siblings. According to the mother, even though she and her 

son had applied to the Maccabi Healthcare Services, they refused 

to evacuate the son to a hostel.

   The investigation _________________________________

Immediately upon receipt of the complaint, the Ombudsman's Office 

contacted Maccabi Healthcare Services, which immediately began 

working with the representatives of the Home Front Command to 

help the complainant find a solution to her predicament. While 

investigating the complaint, the Office’s employees spoke with the 

complainant, who was extremely distraught, calmed her down and 

promised her they would try to help her as much as possible.

  The outcome _________________________________________

Due to the Office’s intervention, the son was transferred to a hostel 

on the same day the complaint was filed. The complainant called 

the Office and thanked them for their invaluable assistance, and 

she also sent an emotional thank-you letter.

Maccabi Healthcare Services (1098718)

Problems due to the Enactment of the Cellular Phone 
Geolocation Law

On March 17, 2020, during the first wave of infection, the Israel 
Security Agency (known by its acronym as "the Shabak") received 
authorization pursuant to emergency regulations24 to assist in 
locating people infected with the coronavirus and in  preventing 
contagion through cellular geolocation. The Shabak's activity on 
this matter was discontinued on June 10, 2020, and the matter was 
referred for regularization in primary law.

As part of the coping strategy for the second wave of infection, on 
July 1, 2020 a law was passed - Law Authorizing the Israel Security 
Agency to Assist in the National Efforts to Reduce the Spread of 
the New Coronavirus and to Advance the Use of Civilian Technology 
to Locate People who had come in Contact with infected Persons 
(Temporary Order), 5780-2020. The law is intended to authorize the 
Shabak to help the Ministry of Health in conducting epidemiological 
investigations in order to reduce the spread of the coronavirus.

Once the law came into effect the Shabak resumed cellular 
geolocation activity and on that basis, the Ministry of Health sent 
text messages to tens of thousands of people instructing them to 

[24] E m e r gen c y  R e g u l at i o n s 
(Authorization of the Israel 
Security Agency to Assist in the 
National Effort to Reduce the 
Spread of the New Coronavirus), 
5780-2020.

I have no words 
to describe the 
help I got from 
you including 
emotional support.
You are always 
there for the 
ordinary citizen”.

L e
t t e r s

thank you
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eduCaTIOn-
relaTed 
COmplaInTs

[25] The law took effect on July 1, 2020 
and therefore the complaints  on 
this issue were received after 
the report period, which ended 
on June 30, 2020.

According to guidelines from the 
Ministries of Health and Education, all 
educational institutions were closed 
down in the middle of March 2020. The 
shutdown lasted for many weeks. The 
schools worked to maintain a curricular 
routine through remote learning, 
primarily using online resources.

The Ombudsman  received complaints 
against the Ministry of Education and 
local authorities on issues related 
to remote learning and also on other 
issues. A few of the complaints are 
presented herein:

At least one computer per household

   The complaint  ____________

The complainant, a single mother with 

a 100% disability, lives in Beer Sheva. 

She has two children in the education 

system. She alleged that she was having 

difficulty maintaining a remote learning 

routine for her children, since she 

cannot afford to buy them a computer.

   The investigation _________

The Welfare and Education Departments 

in the Beer Sheva Municipality informed 

the Office that they were receiving 

similar calls from other city residents, 

they are making efforts to solve the 

problem and each case was being 

examined on its own merits.

  The outcome _______________

Due to the Office’s inquiry, the municipality 

evaluated the complainant’s case and 

decided to lend her a computer for her 

children.

The Ministry of Education responded 

that they were aware of the difficulty 

parents were having in enabling 

their children to study remotely by 

computer and that the issue was under 

advisement.

self-isolate immediately due to exposure to a confirmed coronavirus 
patient, unless they receive permission from the Ministry of Health 
to do otherwise.

Many people, who believed they had received the messages by mistake, 
called the Ministry of Health’s "Voice of Health" hotline to object 
to the message.

The Ombudsman's Office received a large number of complaints 
regarding the hotline’s availability25. The complaints were about long 
wait times for a response and calls being cut off. The complainants 
also claimed that they had been trying for several days to speak 
with a hotline representative without success.

The Office employees made an effort to talk with each person who 
had filed a complaint on this issue in order to help them. All the 
complainants received a written response as well regarding the 
complaint. Throughout the period the Ombudsman's Office maintained 
continuous direct contact with the Ministry of Health.

Moreover, in order to gauge the severity of the problem in the 
operation of  the hotline, the Office used the "undercover client" 
investigative method. Over several days the Office employees called 
the hotline at various hours of the day and attempted to make 
contact. The investigation revealed that the complaints were indeed 
justified and that it was inordinately difficult to get in touch with 
the hotline.

In its response to the Ombudsman, the Ministry of Health confirmed 
that the large number of objections to the geolocation messages 
overloaded the hotline causing the wait time to lengthen considerably. 
The Ministry added that they were taking measures to alleviate the 
load, including  augmenting the hotline with 250 soldiers from the 
Home Front Command whose sole task will be to answer callers who 
were calling the hotline center to dispute the geolocation notice.

The Ombudsman's Office put the Ministry of Health on notice that 
there was a need to improve the service and the availability of 
the hotline. The Ombudsman's Office is in direct contact with the 
Ministry of Health to make sure this is indeed being done. After the 
Office monitored the situation for a while, it was found that the 
wait time for an answer had indeed been significantly shortened.
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The Ombudsman's Office also contacted the "Computer for Every Child" 

project coordinator in the Prime Minister’s Office. The coordinator said 

that if the Office of the Ombudsman receives further complaints on 

this issue, they can refer the complainants to the local authorities 

or to the Project directly.

Since the Office of the Ombudsman discovered the existence of 

a broader issue beyond the complainant’s individual complaint, 

that is affecting many families, the Ombudsman's Office informed 

the relevant audit department in the State Comptroller’s Office 

regarding the investigation, and the State Comptroller’s Office is 

continuing to look into the matter.

Municipality of Beer Sheva, Ministry of Education (1092768)

Entitled to a frontal lesson in his home - 

and to a remote lesson during the COVID-19 pandemic

As a rule, the Ministry of Education provides home schooling for 

students who are unable to be at school due to their medical 

condition. The services are provided through outsourcing.

   The complaint  ___________________________________

The complainant’s son studies from home due to his medical condition, 

via a program operated by the organization "Kadima Mada" . The 

child was allocated 20 weekly hours of lessons, of which 16 were 

frontal classes by teachers in the child's home.

In March 2020 the at-home frontal lessons were halted due to 

coronavirus restrictions. The complainant contacted the Ministry 

of Education and asked for her son to receive online all the school 

hours he had been allocated.

The Ministry of Education notified the complainant that  her son’s 

name was given to "Kadima Mada" as a student in a high risk group. 

However the organization claimed that although it had indeed received 

a list of students in a high risk group including the complainant’s 

- System-W
id
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The data entry was delayed - and the Ministry of Education 

extended the deadline for submitting requests 

for Special Education students

   The complaint  ___________________________________

The complainant, a Bnei Brak resident and mother of a 4-year-

old son, complained that a date had not been set for a hearing 

regarding her son in the Ministry of Education’s Entitlements 

and Classification Committee26. According to the mother, her son 

meets the criteria for inclusion in a  kindergarten    for children 

with language difficulties; however she was concerned he would 

not be placed in the kindergarten due to the failure to hold the 

hearings in time.

[26] An Entitlement and Classification 
Committee determines the 
entitlement of students to 
receive special educational 
services within the special 
education system, and also the 
extent of the basket of services  
allocated to each student in 
accordance with their functional 
level.

The complainant 
thanked the 
OMBUDSMAN's 
Office for its  
assistance and 
added that she 
had not believed 
the Office would 
be able to bring 
her problem to 
resolution within 
just a few days

son, the Ministry had not instructed them to convert all of her 

son’s frontal hours into remote study hours.

  The outcome _________________________________________

The Ombudsman's Office contacted the Ministry of Education, which 

looked into the case  and approved additional online learning hours 

to replace the frontal learning hours THE STUDENT had initially been 

allocated. The teaching staff at "Kadima Mada" received an update 

on the changes and the teachers also spoke with the complainant. 

The boy received the lessons he was entitled to online.

Ministry of Education (1095040)
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   The investigation _________________________________

In view of the urgency of this issue, the complaint was investigated 

in rapid investigation mode, mainly by phone. The head of the special 

education department in the Bnei Brak municipality confirmed 

that there is indeed a delay in the progress of the hearings of 

the Entitlement and Classification Committees, partly due to the 

COVID-19 pandemic, and that the problem raised by the complainant 

was affecting many other children as well, whose matters had not 

been brought in a timely manner before the committee as dictated 

by the Ministry of Education’s guidelines.

The head of the special education department added that due to an 

amendment of the Special Education Law, 5748-1988, which came into 

effect this year, the referral processes to the Entitlement and 

Classification Committees had been reorganized. According to the 

new arrangement, the kindergarten teachers have to fill in online 

questionnaires about the students subject of the committees' 

hearings. According to the department head, in order to assist 

teachers in filling out the forms, the department provided training 

for the kindergarten staff, put computers at the disposal of the 

teachers that do not own a computer and assigned support personnel 

to assist.

 The department head noted that  the kindergarten teachers were 

supposed to fill in the online questionnaires until the end of 

March 2020; however due to the COVID-19 pandemic the deadline 

was extended until the end of April 2020. Nevertheless, because 

of restrictions imposed on the residents of Bnei Brak due to the 

virus’s spread, not all of the data regarding students was input 

into the system in time. The municipality referred to the Head of 

the Haredi Education District in the Ministry of Education, who 

suggested that the students whose data had not been input would 

be subject to hearings before a committee for special cases in the 

Ministry of Education. However the municipality believes that, since 

the criteria for a hearing in the special cases committee are highly 

stringent, this would not be an optimal solution, and therefore 

the teaching staff should be given a chance to input the data of 

those children who had not been input into the system, which 

would enable their matter to be heard before the Entitlement 

and Classification Committees.

The Ombudsman's Office spoke to the Head of the Special Education 

Division in the Ministry of Education and pointed out that the issue 

raised in the complaint pertains to many children in Bnei Brak, 

especially because of the particular circumstances which arose 

in that city  due to the COVID-19 pandemic.

The head of the division responded  that the deadline was being 

extended for submitting online requests regarding students 

residents of Bnei Brak whose cases had not yet been resolved – 

including the complainant’s son. The head of the division of special 

education asked the municipality to provide her with the names 

of all of the students whose details had not been entered in the 

system, in order to ensure  that their cases would be attended to.

Furthermore, since the investigation of the complaint revealed  

an overall problem regarding the entry of the student data due 

to the COVID-19 pandemic, the Ministry of Education notified the 

Ombudsman's Office that they had decided to extend the deadline 

for submitting the online requests in other cities as well.

  The outcome _________________________________________

The Office monitored the complainant’s case and found that she had 

been summoned to a hearing about her son at the Entitlement and 

Classification Committee. The complainant thanked the Ombudsman's 

Office for its assistance  and added that she had not believed the 

Office would be able to bring her problem to resolution within 

just a few days.

As for the other  students whose issues had not yet been settled, 

the educational staff in Bnei Brak completed the entry of data 

regarding approximately 100 such children, and hearings were held 

on their cases in the Entitlement and Classification Committees.

Bnei Brak Municipality, Ministry of Education (1098142)
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WelFare 
Issues In 
The lOCal 
auThOrITIes

The Office of the Ombudsman places 
special emphasis, in normal times and 
all the more so during emergencies, 
on helping disadvantaged populations 
in need of assistance from the 
authorities REGARDING various aspects 
of welfare. The COVID-19 Pandemic and 
the restrictions imposed in consequence 
thereof led to difficult circumstances, 
especially for these populations. 
Citizens and residents who, even in 
normal times are compelled to seek 
the assistance of the welfare services, 
found themselves in even worse straits 
during the COVID-19 Pandemic period. The 
most acute problems arose among those 
who benefit from welfare services and 
who belong to groups at high risk of 
contracting the Coronavirus, who were 
afraid to leave their homes to take care 
of things.

The Ombudsman's Office received 
welfare-related complaints on a wide 
range of problems which had been 
caused or exacerbated by the COVID-19 
pandemic. The Office served as a liaison 
between the complainants and the 
relevant welfare service providers, 
to assist the complainants as quickly 
as possible.

Following is a description of welfare-
related complaints investigated during 
the Report period:

The senior citizens requested assistance in buying food and 

medication but received nothing more than courteous treatment

   The complaint  ___________________________________

The complainant, a Haifa resident who speaks only Russian, contacted 

the Ombudsman's Office shortly before the eve of the holiday of 

Passover when the Seder takes place and described how he and his 

wife, both over 70 years old, were living with his mother-in-law, a 

99-year-old Holocaust survivor. The complainant noted that due to 

the restrictions imposed in the current emergency and due to his 

and his wife's medical conditions, they were unable to leave home 

to purchase food supplies and medication. The complainant added 

that other than his mother-in-law, neither he nor his wife HAVE 

any other relatives in the country.

The complainant alleged that he had attempted to contact several 

bodies, including the Haifa municipality and the National Insurance 

Institute, seeking assistance; however, even though all of those 

bodies had been exceedingly courteous, none of them had in fact 

resonded to his request.

The complainant further alleged that the five hot meals the Haifa 

Municipality’s welfare division was supposed to deliver to them to 

tide them over the entire holiday, were insufficient for the three 

of them.

   The investigation _________________________________

Since the complainant speaks Russian only, a Russian-speaking 

employee of the Ombudsman's Office was in contact with him by 

telephone. This expedited the inquiry and also elevated the level 

of the complainant’s trust in the Office of the Ombudsman.

Due to the circumstances of the case the Ombudsman's Office urgently 

contacted the Head of the Social Services Department in the Haifa 

Municipality, both by phone and in writing. The department head 

promised that someone from the municipality would contact the 
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complainant and attend to the family. The department head also 

informed the Office that the family would be receiving additional 

food rations over the holiday.

  The outcome _________________________________________

In a conversation with the complainant after the holiday he confirmed  

that the matter had been resolved due to the  intervention of the 

Ombudsman's Office, and he thanked the Office from the bottom of 

his heart for the care and attention to his case.

Municipality of Haifa (1092805)

The senior citizen waited for her reimbursement, 

which was delayed due to the COVID-19 Pandemic

   The complaint  ___________________________________

The complainant, a 79-year-old Holocaust survivor from Beer Sheva, 

received dental treatment at one of the healthcare funds in the 

city. The complainant requested reimbursement from the Social 

Affairs and Social Services Division in the Beer Sheva municipality 

for the treatment due to her financial condition.

The complainant claimed that approval was granted for reimbursement 

of NIS 2,000, which was supposed to have been paid in two checks 

from the city’s Welfare Division - one in February 2020 and the 

other in March 2020. The complainant received the first check but 

when she contacted the division to receive the second check, she 

was told that due to the COVID-19 pandemic the division was not 

issuing checks.

The complainant claimed that it was unreasonable that especially 

during the COVID-19 pandemic and right before the Passover holiday, 

conditions for elderly people in her state should be harder, not 

to mention that the payment had already been approved.

  The outcome _________________________________________

Following an inquiry from the OMBUDSMAN’S Office, the complainant’s 

matter was attended to and she received the approved payment. 

The complainant thanked the Office for dealing with the matter.

Municipality of Beer Sheva (1092795)

Moved to Israel before the COVID-19 pandemic - 

and suffered food shortages

   The complaint  ___________________________________

The complainant moved to Israel a few months before the outbreak 

of the COVID-19 pandemic and settled in Nof HaGalil. In her application 

to the Ombudsman’s Office, the complainant described her difficult 

situation and asked for the Office’s help in receiving food rations.

   The investigation _________________________________

Shortly after receiving the complaint, the OMBUDSMAN’S Office spoke 

with the Head of the Social Services Department in the Nof HaGalil 

municipality and informed her of the complainant’s dire situtation.

  The outcome _________________________________________

In a conversation with the complainant a few days later, it transpired 

that the matter had been resolved and that she had received 

food rations. The complainant stated  that she had been promised 

continuing aid in the future.

Nof HaGalil Municipality (1093148)
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Under normal circumstances, the Office 
of the Ombudsman investigates many 
complaints concerning public housing. 
The complaints are against the Ministry 
of Construction and Housing (Ministry 
of Housing), against the housing 
companies that manage the  apartments 
belonging to the public housing system 
and against companies which, on behalf 
of the Ministry of Housing, deal with 
requests for rental assistance in 
accordance with criteria established by 
the Ministry of Housing. The complaints 
pertain to a variety of issues, including 
the entitlement to public housing, the 
entitlement to rent support within the 
public housing system, determining the 
monthly rental fees, the long wait for 
an apartment within the public housing 
system and the maintenance of the 
public housing system (apartments 
and hostels).

The complaints concerning public 
housing which the Office of the 
Ombudsman received during the report 
period dealt mostly with rejections 
of requests for assistance in paying 
rent and issues related to the issuance 
of certificates of entitlement to such 
assistance. These complaints arose since 
the offices of the companies dealing 
with housing assistance were closed 
to the public during this period, and 
the public did not always know how to 
contact those companies. In many cases, 
the Office facilitated a direct connection 
between the complainants and the 
companies, assisting the complainants to 
get the payments they were entitled to.
Following are three complaints the 
Office investigated on this issue:

The rent assistance got delayed 

and the complainant found 

the offices closed

   The complaint  ____________

The complainant, a single mother, 

stopped receiving the rental assistance 

to which she was entitled. She claimed 

that all of her attempts to contact 

Amidar, the National Housing Company in 

Israel Ltd. (Amidar), got nowhere, since 

the Amidar offices were closed due to 

the COVID-19 Pandemic. The complainant 

added that the telephone answering 

system was inactive and she had not 

received a response to the messages 

she had sent by email.

publIC 
hOusInG

The complainant stated that she was at her wit's end and was afraid 

of being evicted from her apartment due to her inability to pay 

the rent.

   The investigation ________________________________

The Ombudsman's Office contacted the Ministry of Housing and 

Amidar, requesting that the complainant’s issue be examined 

urgently. The Office’s investigation revealed that the complainant’s 

period of entitlement to rental assistance had expired, and due to 

the COVID-19 pandemic she had been unable to submit a request for an 

extension of her entitlement. Due to the Office’s inquiry, the relevant 

authorities in Amidar spoke with the complainant and obtained from 

her all of the documents required to extend her entitlement for 

rental assistance and to grant her retroactively rental assistance 

for the months during which she had not received it.

  The outcome _________________________________________

About a week after she contacted the Ombudsman's Office, on  Passover 

eve, the complainant’s bank account was credited with the rental 

assistance money.

The Ministry of Construction and Housing, Amidar (1092630)

The Company offices were closed - and the senior citizens stopped 

receiving the rental assistance

   The complaint  ___________________________________

The complainants, a married couple who are senior citizens and 

new immigrants and whose income consists of a National Insurance 

INSTITUTE stipend for senior citizens and an additional stipend, live 

in a rented apartment and are recipients of rental assistance. The 
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[27] Which handles requests for 
rental assistance for the Ministry 
of Housing.

One of the mechanisms used by the State 
of Israel to cope with the spread of the 
coronavirus, was imposing substantial 
restrictions on entry to and exit from 
the country. During the Report period 
the Office of the Ombudsman received 
complaints pertaining to entry and exit 
permits. The complaints were primarily 
directed at the Population, Immigration 
and Border Authority (the Population 
and Immigration Authority); however 
other bodies which issued orders 
restricting exits from the country were 
also subject of complaints, including 
the IDF.

Following is a description of two 
complaints on this issue:

She was diagnosed as terminally ill - 

and a visit by family members 

was approved

   The complaint  ____________

The complainant, an Israeli citizen and 

resident, was diagnosed with a terminal 

illness in an advanced stage, and she 

sought to invite her relatives, Ethiopian 

citizens, to Israel for a farewell visit.

- 
A 

g
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word -

complainants wished to send a copy of a new rental agreement to the 

company M.G.A.R.27, in order to extend their entitlement to  rental 

assistance. Since the M.G.A.R. offices were closed, the complainants 

were unable to deliver the contract to the Company and the rental 

assistance money was discontinued.

   The investigation ________________________________

The Ombudsman's Office contacted M.G.A.R. and the Ministry of Housing, 

sent them the new rental contract and asked for urgent handling 

of the complainants' request to renew their entitlement to rental 

assistance  according to the procedures.

  The outcome _________________________________________

The Ministry of Housing approved the complainants’ continued 

entitlement for rental assistance and the money was transferred 

to them.

Ministry of Construction and Housing, M.G.A.R. (1092746)

enTerInG 
and exITInG 
Israel - 
pOpulaTIOn and 
ImmIGraTIOn
auThOrITy and
The Israel deFense 
FOrCes -IdF
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In view of the government decision to establish a “Closed Skies” policy 

and forbid entry of foreign nationals into Israel, the complainant 

was unable to arrange an entry visa for her relatives.

   The investigation _________________________________

The Ombudsman’s Office contacted the Population and Immigration 

Authority and the Ministry of Foreign Affairs for clarification 

concerning the handling of the complainant’s request.

Due to the sensitivity of the case and the urgency described in the 

complaint, the Office accompanied the complainant throughout the 

process and explained what she had to do in order to obtain the 

entry visas. The direct contact with the complainant helped her 

make progress with submitting and handling the request.

The investigation revealed that the Population and Immigration 

Authority had anticipated that many complaints would be received due 

to the decision to “close the skies”, and that it would be necessary 

to examine exceptional humanitarian cases. Therefore, immediately 

prior to the “close the skies” decision, the Authority established 

special procedures for handling such cases.

Accordingly, the complainant’s case was also evaluated and her 

request for entry visas for her relatives was approved, subject 

to deposit of a guarantee and to compliance with the Ministry of 

Health’s guidelines. After the guarantee was deposited, the Population 

and Immigration Authority provided the necessary details to the 

Ministry of Foreign Affairs, which saw to it that the entry visas 

were delivered to the relatives.

The investigation also revealed that the request was handled 

quickly throughout all its stages, with the relevant bodies taking 

into consideration the unusual circumstances of the case and 

with coordination between the Ministry of Foreign Affairs and the 

Population and Immigration Authority, as needed in humanitarian 

cases.

  The outcome _________________________________________

The request for entry visas was approved, the required permits 

were issued to the complainant’s relatives, and they arrived in 

Israel on time to meet with her, in accordance with the Ministry 

of Health’s guidelines.

Population and Immigration Authority, Ministry of Foreign Affairs 

(1096208)

Arrived in Israel to settle his status in the IDF and got stuck 

without a settlement and without possibility to leave

   The complaint  ___________________________________

The complainant, an Israeli citizen living in Austria with his family, 

arrived in Israel in early March 2020 to settle his status in the 

IDF due to medical issues. Following the outbreak of the COVID-19 

pandemic, the IDF notified the complainant that it is not possible 

at this time to schedule an appointment for a medical examination 

at the induction center. The complainant was unable, therefore, to 

settle his status in the IDF on the one hand, and on the other hand 

he was unable to leave Israel and return to Austria due to a stay 

of exit order which the military authorities had issued against him.

The complainant’s father complained on his behalf to the Office of 

the Ombudsman and asked them to help him settle his IDF status in 

order to enable him to return to his family in Austria. The father 
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The Office of the Ombudsman receives 
complaints from convicts about the 
conditions of their incarceration, about 
the treatment they get and about the 
way the requests they file are handled.

During the Report period, the Office 
received a number of complaints against 
the Israel Prison Service concerning its 
conduct during the COVID-19 pandemic. 
Convicts complained about the way the 
Ministry of Health guidelines were 
implemented within the prison, about 
the failure to prevent gatherings and 

claimed that his son was experiencing mental distress and would 

not be able to remain in the country on his own for long.

   The investigation _________________________________

Immediately upon receiving the complaint, the Ombudsman's Office 

contacted the IDF, and consequently an exception was made and 

the complainant was scheduled for a medical examination at the 

induction center. Indeed, the father notified the Office that his son 

had undergone the examination and had been issued an exemption 

from military duty.

However shortly thereafter the father contacted the OMBUDSMAN’S 

Office and claimed that he checked with the Border Police and 

found that the stay of exit order issued by the IDF against his son 

was still in force.

The father added that this matter had to be resolved with the 

utmost urgency since his son was supposed to fly to Austria the 

next day at 1:00 pm on a special repatriation flight organized by 

the Austrian Ministry of Foreign Affairs.

The Office contacted the IDF once more and asked them to attend 

to this matter urgently. The IDF answered that they would allow 

the complainant to exit the country and even provided the details 

of the contact persons at the airport who could assist him, should 

any problem arise.

  The outcome _________________________________________

Due to the Office’s intervention the complainant’s status was resolved 

and he caught the special repatriation flight. His father thanked 

the Office for the quick and efficient handling of the case.

The Ombudsman’s Office would like to commend the Meitav Unit in 

the IDF for the way they got involved and took effective, swift 

action to resolve the complainant’s case.

IDF (1092464)

Israel 
prIsOn 
serVICe

ABOUT the failure to observe the social 
distancing instructions inside the 
prisons and while under arrest. Other 
complaints concerned the provision 
of personal protective equipment to 
the prisoners, such as disinfectants, 
masks and gloves.

The Israel Prison Service noted in their 
response that in order to cope with 
the coronavirus,  a uniform policy was 
established regarding disinfection, 
including defining the different risk 
levels for various wards and facilities, 
according to which the frequency of 
disinfection was determined in the 
prisons, at the different staff offices 
and in the units. Furthermore, all 
the Israel Prison Service units were 
provided with suitable protective gear, 
widespread informative activities were 
provided in various languages, and plans 
of action were prepared at the medical, 
operational and administrative levels.

During the COVID-19 pandemic, the 
Israel Prison Service decided to 
freeze transfers of inmates between 
prisons, except under certain unusual 
or  life-threatening circumstances. In 
both complaints described below, the 
convicts complained that despite their 
medical conditions, which required them 
to be transferred to a different prison, 
the Israel Prison Service was refusing 
to approve the transfer requests. 
Following are the complaints:
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The prisoner asked to be in a hypoallergenic room and, 

due to intervention of  the Ombudsman's Office, 

he was transferred to a different prison

   The complaint  ___________________________________

The complainant, a convict serving a life sentence, claimed that his 

request to be transferred from the prison where he was currently 

incarcerated to a different prison was not receiving the proper, 

satisfactory response. The complainant claimed that during his 

incarceration he had been hospitalized for a long period and had been 

diagnosed  with latent tuberculosis; furthermore, he suffers from 

a respiratory disease, hypertension and other medical problems. He 

claimed that his incarceration together with six other prisoners 

in one cell, who cook and smoke, was harming his health, that he 

was suffering from recurring asthma attacks and that he was in 

constant need of an inhaler.

The complainant added that in the discharge letters from his 

hospitalization, which he received several years ago, there were 

explicit instructions to place him in a hypoallergenic cell and to 

avoid exposing him to smoke, glues and detergents; and that in view 

of his pre-existing medical conditions,  during the Coronavirus 

period he is at elevated risk.

The complainant contacted the commanding echelons in the prison 

about his transfer request, which was forwarded to another district 

after the commanding echelons at the prison approved it. However 

he was told that due to the COVID-19 pandemic all transfer requests 

from prisoners had been frozen.

   The investigation _________________________________

The Ombudsman’s Office asked for the Israel Prison Service’s response 

to the complaint, noting in particular the medical documents the 

complainant had provided.

  The outcome _________________________________________

Following the Office’s inquiry, the Israel Prison Service evaluated 

the complainant’s request and brought it before the National 

Transfers Committee. After considering the request, the committee 

decided to transfer the complainant to the requested prison.

The Office followed up the case and found that the complainant 

had been placed in a cell with one other prisoner. The complainant 

thanked the Office for its assistance .

(1093008)

The convict claimed his condition had deteriorated - and only after 

a repeat examination was his request for a transfer approved

   The complaint  ___________________________________

The complainant, a convict serving a life sentence, called the 

Ombudsman’s Office by phone and claimed that his request to be 

transferred from the prison where he was currently incarcerated 

to a different prison was rejected without having been considered  

on the merits. The complainant stated that he suffers from asthma 

and that after having been transferred to a prison in northern 

Israel his situation took a severe turn for the worse due to the 

climate in the area where the prison is located, to the extent that 

he is unable to leave the cell, to work28 or to take part in group 

activities. He alleged that his transfer request had been turned 

down among other reasons due to the freeze on prisoner transfers 

during  Coronavirus, with the exception of special life-threatening 

cases, while it was decided that his case did not fall within the 

exception. [28] Convicts have the option of 
working in the prison and earning 
a small sum of money which they 
can use for purchases of food or 
other basic items in the canteen 
or to pay off debts.
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   The investigation _________________________________

Due to the Office’s inquiry, an Israel Prison Service physician examined 

the complainant and determined that there was no connection 

between the location of the prison and his medical condition. The 

Ombudsman’s Office asked to see the complainant’s medical file, 

from which it appeared that the asthma attacks and their severity 

had increased dramatically since he had arrived at the prison in 

the north. Under these circumstances the Office requested that 

another physician examine the complainant. The complainant was 

examined by a district physician, who recommended increasing the 

inhaler treatment and who referred the complainant for further 

examinations to discover the reason for the deterioration in his 

condition. At the same time, the Israel Prison Service refused to 

approve the transfer of the complainant to another prison, since 

their position was that according to the medical opinion his condition 

did not qualify as an “exceptional case” justifying his transfer 

during the COVID-19 pandemic.

Initially, following the additional medical treatment he received, 

the complainant’s condition improved slightly, but later on he 

lost consciousness and was hospitalized. Upon his discharge from 

hospital he contacted the Ombudsman’s Office again, and the Office 

contacted the Israel Prison Service again on his behalf.

Subsequent to this second request, the issue was revisited, and 

they accepted the complainant’s claims that his medical condition 

was severe and that the climate where the prison was located had 

indeed induced a deterioration in his medical condition.

  The outcome _________________________________________

Due to the investigation, the regional physician recommended that the 

complainant be transferred to a different prison and the National 

Transfers COMMITTEE decided to transfer him to a prison in the 

center of the country. The complainant contacted the Office from 

the prison to which he had been transferred, thanked them from the 

bottom of his heart for their attentiveness, their conscientiousness 

and their handling of his case. He reported that his condition had 

improved considerably since the transfer.

(1091452)
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The Israel Postal Company Ltd. provides 
nationwide postal services in accordance 
with a license granted by the Ministry 
of Communication. The Israel Postal 
Company’s services have been designated 
as essential services29, and as such the 
Israel Postal Company continued to 
provide service even while substantial 
restrictions had been imposed on the 
economy due to the COVID-19 pandemic.

However, some of the postal units are 
located in malls and shopping centers 
which had been closed to the general 

The parcel waited at one Post Office branch but the recipient 

was sent to a different branch

   The complaint  ___________________________________

The complainant received notification that an item of mail was 

waiting for him at the Post Office branch at which his post office 

box was located. The complainant went to the branch, but to his 

surprise he discovered that it was inoperative during the COVID-19 

pandemic. The complainant contacted the Postal Company's call 

center and was directed to a different branch; however when he 

got there he was told that the item was not there.

   The investigation _________________________________

The investigation revealed that the post office branch where the 

complainant's post office box is located had been closed, since the 

operators of that branch belonged to a high risk group. Accordingly, 

the items from that branch had been rerouted to different postal 

branches. As for the complainant, due to an error he was misinformed 

as to the BRANCH to which his item of mail had been rerouted.

The Ombudsman's Office found that the Postal Company's documentation 

regarding the routing of the item was wrong and did not include 

correct information about the post office branch to which the item 

had been transferred. Furthermore, the complainant had not been 

informed of the transfer.

[29] The Emergency Employment 
Service Law, 5727-1967 states that 
postal services are “existential 
services” as per the definition 
of this term in the law.

public, and therefore these units 
were unable to open during the crisis. 
Moreover, many postal item delivery 
centers are located in private stores, 
which had also been closed.

In those postal units which remained 
open to the public, the procedure for 
serving customers had to be adapted 
to the guidelines established by the 
Ministry of Health. The opening hours 
of some units had been changed, and 
some units were closed down for certain 
periods for various reasons.

The Ombudsman's Office received 
complaints regarding the changes and 
adjustments the Postal Company had 
made in its practices at the service 
centers due to the COVID-19 pandemic.

The battle against the virus had a  severe 
negative effect on sending outgoing 
mail abroad and the receipt of incoming 
mail from abroad. The shipping of mail, 
in both directions, is done mostly via 
regular commercial flights. Due to 
the worldwide drop in the number 
of flights and the disruption of the 
operations of postal administrations 
abroad, mail from abroad was delayed 
and the shipping of mail from Israel 
abroad was similarly affected.

The Israel Postal 
Company’s 
services have 
been designated 
as essential 
services, and as 
such the Israel 
Postal Company 
continued to 
provide service 
even while 
substantial 
restrictions had 
been imposed on 
the economy due 
to the COVID-19 
Pandemic

pOsTal 
serVICes
Israel pOsTal 
COmpany lTd.

The Office of the Ombudsman received many complaints about these 
delays but was unable to determine in each case whether there 
had been a fault in the way the Postal Company operated, since it 
is possible that the delay in mail arrival in Israel was a result of 
the disruption of the global mail transport network due to the 
COVID-19 pandemic.

Following are several examples of complaints against the Postal 
Company which were investigated during the report period.
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  The outcome _________________________________________

After some time the item was found and delivered to the complainant. 

Due to the delay in the delivery, the wrong documentation regarding 

routing of the item and the erroneous messages given to the 

complainant, the Office of the Ombudsman found that the complaint 

was justified and advised the Postal Company of the need to learn 

lessons from this incident and to insist on correct and up-to-date 

registration of transfer of mail items in order to prevent such 

incidents from recurring.

(1093113)

She complained that she was in a high risk group - 

and the mail item was routed to a delivery center close to her home

   The complaint  ___________________________________

The complainant received notification of a mail item waiting for her 

at a delivery center located far from her home. The complainant 

claimed that since she did not own a car she would be able to reach 

the said delivery center only by public transportation. However 

since she belongs to a high risk group, she is unable to use public 

transport to reach the distantly located branch.
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   The investigation _________________________________

The Ombudsman's Office contacted the Postal Company and raised 

the complainant’s claims that she was having difficulties reaching 

the delivery center due to her belonging to a high risk group.

  The outcome _________________________________________

Subsequent to the Office’s inquiry, and due to the special circumstances 

of the case, the Postal Company rerouted the mail item to the 

delivery center closest to her home and the item was delivered 

to her there.

(1092653)

A private store owner who had contracted with the Postal Company 

closed his store - and required the complainant to pay for delivering 

a mail item

   The complaint  ___________________________________

In order to improve its service to the general public, the Postal 

Company contracts with private business owners for their businesses 

to serve as delivery centers for items of mail. The business owners 

get paid by the Postal Company for each item of mail they deliver. 

This added service also increases the potential customer traffic 

by bringing more people into the store to collect their mail.

During the Coronavirus lockdown some of these businesses closed 

and the Postal Company worked to reroute the mail items to other 

branches or delivery centers.

The complainant alleged that the owner of a private store, which 

had served as a delivery point for mail and which had closed down 

due to the COVID-19 Pandemic demanded payment from her during 
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the period the store was closed in order to deliver an item that 

had been sent to her.

   The investigation _________________________________

Subsequent to the Office’s inquiry, the Postal Company investigated 

the complainant’s allegation and found that the store owner had 

indeed made the delivery of the mail item conditional upon the 

complainant paying for the service. The Postal Company stated that 

demand for payment was unacceptable and that the store owner 

had violated the Company's instructions.

  The outcome _________________________________________

The item of mail was delivered to the complainant free of charge and 

the Postal Company’s regional manager conversed personally with 

the complainant and apologized for the incident. The Ombudsman's 

Office found that the complaint was justified and demanded that the 

Postal Company determine whether there had been other customers 

who had been unlawfully required to pay in order to receive mail. 

The Postal Company informed the Office that no other such cases 

were found where customers had been required to pay in order to 

receive an item of mail.

(1092664)
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Complainant

An individual filing a letter of complaint with 
the Office of the Ombudsman (including a minor 
or a person who is not a citizen or resident 
of the State of Israel). A third party may file a 
complaint on behalf of a complainant, provided 
that the complainant has, to the satisfaction 
of the Ombudsman, granted his or her consent 
to the filing of the complaint.

Justified Complaint

A complaint which has been fully investigated 
and where the decision was that the conduct 
of the body subject of the complaint was 
in violation of the law, or devoid of legal 
authority, or contrary to good governance 
practices, or excessively harsh or involved 
egregious injustice.

Complaint the Office is not 
Authorized to Investigate

A COMPLAINT AGAINST AN ENTITY NOT SUBJECT TO THE 
OMBUDSMAN’S AUTHORITY UNDER SECTION 36 OF THE 
LAW, A COMPLAINT ABOUT A SUBJECT NOT WITHIN THE 
PURVIEW OF SECTION 37 OF THE LAW OR A COMPLAINT 
AS TO WHICH ANY OF THE PROVISIONS OF CLAUSES 38 
TO 4O OF THE LAW APPLY.

Unjustified Complaint

A complaint which has been investigated in full 
and the decision has been that it is not justified 
under the abovementioned definitions. 

Indication of a deficiency

Notification by the Ombudsman to the body 
subject of the complaint that the complaint 
against it has been found to be justified. 
Through the indication of a deficiency, the 
Ombudsman is authorized to clarify the main 
points of the findings to the body subject 
of the complaint and to indicate the need to 
rectify the deficiency which has been exposed 
through the investigation. The body subject of 
the complaint may also be given an indication 
of the way the deficiency should be corrected 
and a deadline for making the correction. 

Percentage of Justified 
Complaints

The percentage of complaints, out of the 
total  complaints as to which a ruling has 
been rendered, which the Office has decided 
are justified.

Percentage of Justified 
Complaints and Complaints 

which were Rectified

The percentage of complaints out of the 
total complaints the Office is authorized to 
investigate, which have been concluded, whether 
because the subject of the complaint was 
resolved without the need to render a ruling 
or whether because the Ombudsman's Office 
has ruled that the complaint was justified.

Complaint letter

A letter from a complainant containing one or 
more complaints against a single body subject 
of the complaint.

Complaint

The complainant’s grievances against the 
body subject of the complaint. Some of the 
letters of complaint may contain more than 
one complaint against a single body subject 
of the complaint.

Resolved complaint

A complaint which has been resolved to the 
complainant’s satisfaction, and therefore a 
ruling ON THE MERITS was not rendered. 

A Complaint as to which a 
ruling has been rendered

A complaint which has been fully investigated 
and a ruling has been reached on the merits 
as to whether or not it is justified.

Body Subject of the 
Complaint

An institution against which a complaint can 
be filed under the State Comptroller Law, 5718-
1958 [Consolidated Version]. Clause 36 of the 
State Comptroller Law states that a complaint 
can be filed with the Office of the OMBUDSMAN 
against all of the bodies which are subject 
to the audit of the State Comptroller under 
Clauses 9(1) to 9(6) of the Law:

● All of the government ministries and their 

autonomous units;

● All of the government corporations or 

other bodies in which the government takes 

part in managing;

● State industries or institutions, such as 

the National Insurance Institute, Israel 

Police, Israel Defense Forces, and the Israel 

Land Authority;

● Other bodies which have been subjected 

to state audit by law, pursuant to an act 

of the Knesset or an agreement between 

the body and the government.

According to Clauses 9(7) and 9(8) of the Law, 

bodies in which management is shared by 

one of the bodies listed above, or which 

receive support from one of these bodies, 

shall be bodies subject of the complaints 

only on condition that the OMBUDSMAN or 

the Knesset State Audit Committee have 

so decided.

GlOssary
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