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This special report of the Ombudsman is hereby 

presented to the Knesset (Israeli parliament), under 

Section 46(b) of State Comptroller Law, 5718-1958 

[Consolidated Version]. The report reviews the 

activity of the Office of the Ombudsman during 

the third and fourth waves of the Covid-19 crisis - 

from 1.12.20 to 15.10.21. This report follows Special 

Report "Investigating Complaints during the First 

Wave of the Covid-19 Pandemic (2020)", which detailed 

complaints relating to the Covid-19 pandemic that 

were received by the Office during the first wave 

of the crisis, from 15.3.20 - 30.6.20, and the chapter 

relating to the pandemic in Annual Report 47 of the 

Office, which reviewed the complaints received by 

the Office in 2020 pertaining to the crisis.

During the period under report, the Office received 

16,191 letters of complaint, of which 1,687 related 

to the Covid-19 crisis. Whereas during the first and 

second waves of the pandemic most of the complaints 

received concerned eligibility for unemployment 

benefit and financial assistance, during the third 

and fourth waves, which this report addresses, many 

complaints were also received on other matters 

relating to everyday life alongside the pandemic. 

These matters include the different steps taken 

to prevent the spread of the pandemic and their 

impact on the individual, and the public service 

provided by the authorities in light of the crisis.

As the report illustrates, the way in which the 

State of Israel coped with the Covid-19 crisis is 

well reflected in the complaints investigated. 

The Office, which aims to assist complainants in 

distress both in times of crisis and in normal times, 

served as an address for complainants in almost 

all their interactions with the authorities during 

the crisis, seeking to provide the complainants 

with swift relief.  This policy is reflected in the 

fact that 56.46% of the complaints relating to the 

Covid-19 pandemic that the Office was authorized to 

investigate and whose investigation was completed 

during the period under report, were rectified 

during the investigation or following it.

The Office's investigation of complaints focuses 

primarily on assisting the complainants. 

Notwithstanding, in appropriate cases, where the 

investigation of complaints discloses a systematic 

defect in the activity of the public body, the 

rectification of which can assist many others, the 

Office brings the defect to the attention of the 

public body for immediate rectification. In this way, 

the Office assists public bodies in correcting defects 

and solving problems in real time. A prominent 

example of this is illustrated in the report with 

regard to the investigation of complaints relating 

to the initiative for providing prepaid cards for 

people with low incomes, to enable them to buy 

food during the pandemic.  As detailed in the report, 

the Office received hundreds of complaints on this 

subject, and it investigated them on two levels: the 

first, by providing individual assistance for the 

complainants in order to enable them to exercise 

their right to receive the food cards; the second, 

by conducting a wide-ranging examination of the 

fundamental issues arising from the complaints, for 

the purpose, among others, of assisting potential 

beneficiaries - who for some reason had not utilized 

their eligibility for the food cards - to exercise 

their rights.

One of the challenges facing the Office during the 

Covid-19 crisis is the restriction in receiving the 

public. While most of the complaints received by the 

Office are sent via the electronic online forms that 

can be found on its website, there are complainants 

who have difficulty filing complaints in this manner 

and prefer to file a complaint verbally at the Office, 

with staff members who advise them and help them 

write their complaint. The restrictions in receiving 

the public strongly affected these complainants 

and in order to accommodate them, the Office made 

its procedure for filing complaints more flexible 

during the crisis, allowing the filing of a complaint 

by phone in appropriate cases. In its efforts to cope 

with the restrictions, it has recently launched a 

new service - reception via Zoom, when requested by 

the complainant. In the framework of this service, 

any complainant interested in filing a complaint 

against a public body may file a request for a Zoom 

meeting, via a link on the website of the Office, 

and a member of staff will get back to him/her to 

arrange the meeting. 

During the Covid-19 crisis, the Office continued with 

increased intensity to conduct different activities 

for raising the awareness of populations deserving 

special attention as to the possibility of turning 

to it. These activities included the interviewing 

of staff members in the media serving different 

communities and different language-speakers. 

During the period under report, the Office focused 

on providing information for the population of older 

persons, which has been seriously affected by the 

Covid-19 crisis. In June 2021, "National Ombudsday" 

took place, on which staff of the Office reached 

out to older persons in different facilities, giving 

lectures on the work of the Office.  These lectures, 

in addition to the ongoing awareness campaigns of 

the regional bureaus of the Office and the activity on 

social networks, exposed non-profit organizations 

that run facilities for older persons to the activity 

of the Office.

Jerusalem, December 2021

OPENING REMARKS BY THE OMBUDSMAN 
AND THE HEAD OF THE OFFICE OF THE OMBUDSMAN



Matanyahu Englman

State Comptroller
 and Ombudsman of

Israel

Dr. Esther Ben-Haim, Adv.

 Head of the
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Ombudsman

The Office of the State Comptroller and Ombudsman 

is the only institution in the world where the 

State Comptroller also serves as Ombudsman. This 

amalgamation of authority accords added value 

both to the work of state audit and to that of the 

Office of the Ombudsman, since it enhances the 

cooperation between the Office and the divisions 

of state audit. During the Covid-19 crisis, the Office 

conveyed to the state audit divisions highly valuable 

information, which assisted the audit departments in 

the preparation of a special report. This report was 

published in August 2021 and addressed a wide range 

of issues pertaining to the way state authorities 

were coping with the Covid-19 pandemic. 

The Covid-19 crisis is a global crisis, and ombuds 

institutions around the world have been coping 

with its impact on the public within their countries. 

The Office is in constant contact with ombuds 

institutions in the international community and 

cooperates with them in formulating ways in which 

ombudspersons can help populations that have 

been affected by the crisis.

We wish to thank all the staff of the Office of 

the Ombudsman, who are dedicated to helping 

complainants exercise their rights and to facilitating 

their interactions with the government authorities.  

The professional and effective service provided 

by the staff for the complainants is reflected in 

the many moving letters of thanks received by the 

Office. According to our data, approx. 34% of the 

complainants who indicated how they knew about 

the possibility of receiving assistance from the 

Office, wrote that a friend had recommended the 

service. This fact shows first and foremost that 

complainants feel they received good service from 

the staff of the Office and that they refer to it 

friends who are in need of assistance.  

The Office will continue to monitor the services 

provided by public bodies for the public during the 

Covid-19 crisis, in the hope that the crisis will soon 

be over. We call on the public to utilize the services 

of the Office whenever their rights have not been 

respected and they have not received appropriate 

service from the public body, in accordance with 

the norms expected of a public body in the State 

of Israel.

We are here at your service.

Jerusalem, December 2021
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This chapter will present data on the complaints received by the 
Office during the period under report (1.12.20 - 15.10.21).  A comparison 
of the data in this report with the data in the previous two reports 
of the Office relating to the Covid-19 crisis reflects the shift from a 
state of emergency to a state of "living with Covid-19". This transition 
is also reflected in a comparison of the data in this report with 
those in Annual Report 46 for the year 2019. It should be pointed 
out that the data relate only to complaints concerning the Covid-19 
crisis, unless stated otherwise. The data for the year 2019, prior 
to the Covid-19 crisis, relate to all the complaints received by the 
Office in that year. 

Number of letters of complaint1 received 
by the Office
During the period under report, the Office received 16,191 letters of 
complaint, including 1,687 letters concerning Covid-19. This constitutes 
a 36% drop in the number of letters of complaint relating to the 
Covid-19 crisis as compared with the nine months of the first and 
second waves, during which 2,637 letters of complaint regarding 
the crisis were received.

Chart 1: Percentage of letters of complaint relating to Covid-19 
received during the different Covid-19 waves2

Chart 2: The bodies against which the highest number of 
letters of complaint relating to Covid-19 were received during 
the first and second waves and during the period under report

The data clearly disclose a drop in the number of letters of complaint 
dealing with Covid-19 as compared with the total number of complaints 
received by the Office during the period under report. This drop is 
likely to indicate, among other things, a return to everyday life 
alongside Covid-19 and perhaps an improvement in the services 
provided by public service bodies during the crisis.

The above data illustrate a change in the identity of the public bodies 
against which the highest number of complaints relating to Covid-19 
was received. Indeed, as during the first and second waves, during 
the period under report most of the letters of complaint were 
against the National Insurance Institute (NII); in fact, the number 
of letters of complaint against the NII during the period under 
report was double the number of letters of complaint received 
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[1]	 A “letter of complaint” is a letter 
from a complainant that contains 
one or more complaints against one 
public body. This is differentiated 
in the report from the term 
“complaint”, which refers to the 
claims of the complainant against 
the public body. 

[2]	 Percentage of all letters of 
complaint  received during the same 
period.
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during the same period against the Ministry of Health, about which 
the second highest number of letters of complaint was received 
on the subject of Covid-19. Notwithstanding, the number of letters 
of complaint against the NII during the period under report was 
approx. 73% lower than the number of letters of complaint filed 
against the NII during the first and second waves. Furthermore, 
there was a 34% drop in the number of letters of complaint against 
the Tax Authority as compared with the first and second waves. 

Conversely, the number of letters of complaint against the Ministry 
of the Interior rose3. The number of letters of complaint against 
the Ministry of Health also rose by approx. 75%.

The change in identity of the public bodies illustrates that the 
complaints in the third and fourth waves deal not only with the 
demand for social security - material assistance and the receipt 
of benefits and monetary grants - but also with living a normal 
life alongside Covid-19 - exiting and entering Israel4, participation 
in events within the Green Pass restrictions, etc.

These data reveal a drop in the number of complaints about benefits; 
a possible reason for this is the success of bodies dealing with 
benefits and grants (the National Insurance Institute and the Tax 
Authority) in overcoming the difficulties posed by the Covid-19 crisis 
(see more details below) or the fact that the easing of restrictions 
during the period under report (from February 2021) led to an 

	 *	 Not including complaints about 
benefits that also raised issues 
of defective service

	**	 Grants from the Tax Authority, 
including grants to assist the 
self-employed, reimbursements 
of money by different authorities 
and public bodies, etc.

Benefits

1,677
complaints

complaints

complaints

complaints

complaints

complaints

complaints

complaints

complaints

complaints

Public service*

368

Payments and 
grants**

208

 Consumer
issues

40

Education

61

Benefits

424

 Welfare - Material
assistance

338

Freedom of 
movement

72

Public service*

552

Payments and 
grants**

161

Subjects of complaints 
Chart 3: Main subjects of complaints relating to Covid-19

First and second waves

Third and fourth waves

[3]	 Most of the letters of complaint 
against the Ministry of the Interior 
concerned the Ministry’s decision 
to distribute prepaid food cards to 
eligible populations. 

[4]	 The complaints were filed against 
the Population Authority, which was 
responsible for implementing the 
government’s policy pertaining to 
exiting and entering Israel.
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[9]	 Complainants that are not 
corporations.

*	 Office of the Ombudsman, Annual 
Report 47 (2021), p. 65.

	**	 Office of the Ombudsman, Special 
Report no.1 - Investigating Complaints 
during the First Wave of the Covid-19 
Pandemic (2020), p. 26.

	***	 Office of the Ombudsman, Annual 
Report 46 (2020), p. 44.

increase in the rate of employment and a decrease in claims for 
unemployment benefit5. There was also a noticeable drop in the 
number of complaints about education6. Conversely, the number of 
complaints about public service and freedom of movement increased, 
following the establishment of an exceptions committee dealing 
with entering and exiting Israel.

It is important to point out that 338 complaints concerned the 
decision of the Ministry of the Interior to distribute prepaid food 
cards to eligible populations7.

Characteristics of complainants
Gender

The Covid-19 crisis did not affect the different populations to the 
same extent. Data published by the Ministry of Finance disclose that 
the percentage of women whose employment was terminated during 
the lockdowns imposed due to Covid-19, out of all women employees, 
was higher than the percentage of men in the same situation (21% 
as opposed to 16%). This can be explained by the fact, among others, 
that the salary of women in the economy is lower than that of men, 
and low-salaried employees were more affected by the lockdowns. 
However, it was found that the increased disparities between the 
genders were observed only during the months of the lockdowns. 
After each lockdown, women returned to work at a higher rate 
than men, and thus there was no gender disparity in the rate of 
unemployment during the overall period of the pandemic8.

The impact of the crisis on women is also reflected in their percentage 
of the complainants turning to the Office during the first wave. In 
contrast to normal times, during which in recent years the clear 
majority of complainants have been men, during the first wave the 
clear majority of complainants were women.

56
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48
%

44
%

60
%

44
%52

%56
%

40
%

Period of 
first wave**

Period under report (third 
and fourth waves)

Year 2020*

Year 2019***

Chart 4: Breakdown of complainants by gender9

[5]	 Ministry of Finance - Chief Economist 
Division, “Update on labour market 
as of June 2021” (written in August 
2021), p.6. 

[6]	 During the period under report, 
only 15 complaints  about education 
relating to Covid-19 were filed.

[7]	 Some of the complaints were filed 
against the Ministry of the Interior 
and some were filed against the local 
authorities who were responsible 
for implementing the decision of the 
Ministry of the Interior.

[8]	 Ministry of Finance - Chief Economist 
Division, “Gender disparities in the 
labour market during the Covid-19 
crisis” (2020), p. 26.
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Chart 5: Complaints about benefits and public service
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Chart 4 illustrates that during the first wave, the percentage of 
women's complaints relating to Covid-19 was higher than in normal 
times (56%, as opposed to 40% in 2019). However, in 2020 the number of 
male complainants rose while the number of female complainants 
dropped, so that during the period under report the percentage 
of male complainants was once again higher than that of women.

The return to the trend existing before the Covid-19 crisis, where 
the percentage of male complainants was higher than the percentage 

of female complainants, is likely to indicate, as said, a shift in the 
Israeli public from a state of emergency to a state of "living with 
Covid-19". An additional explanation for this trend is likely to be 
the subjects of the complaints. The main subject of complaints 
during the first wave was benefits, an issue that more women 
complain about than men even during normal times. In contrast, 
on the subject of public service men complain more than women 
(see Chart 5 above). Since public service once again became the main 
subject of complaints during the period under report (see Chart 
3 above), the percentage of men filing complaints naturally rose, 
while the percentage of women complainants dropped.

Place of residence

The data regarding the breakdown of complaints by the complainants' 
district of residence reflect considerably the awareness of the 
residents of the different districts as to their rights and the 
possibility of exercising them. These data become more important in a 
period of financial crisis and extensive lockdowns, which are likely 
to affect more severely residents of the periphery who are unable 
to enjoy the financial and social advantages that are prevalent at 
the centre of the country10. In order to make a comparison between 
the different districts, which differ from each other in size, the 
number of complaints has been increased by 100,000 and the sum 
divided by the number of residents of each district.

[10]	 Noam Botosh, Employment and 
salary disparities between the 
periphery and the centre - data 
and possible policy tools (2020); 
Daphna Aviram-Nitzan and Yarden 
Kedar, The impact of the Covid-19 
crisis on vulnerable populations 
in the labour market - findings 
of a Covid-19 survey (2020).
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Chart 6: Number of complaints relating to the Covid-19 
crisis per 100,000 residents, according to the districts of 
the Ministry of the Interior during the third and fourth 
waves and in comparison with the first wave

In comparison with 
the first wave

(compared with 
14.23 complaints)

Haifa
12.06 complaints

7.01 complaints

(compared with 
8.36 complaints)

North

10.5 complaints

(compared with 
17.13 complaints)

South

Jerusalem
complaints 14.23

(compared with 
10.5 complaints)

Judea and Samaria
14.95 complaints

(compared with 
12.39 complaints)

Tel Aviv
complaints 18.11

(compared with 
20.95 complaints)

Centre
13.97 complaints

(compared with 
17.3 complaints)

The data disclose that during the period under report, the highest 
number of complaints relating to the Covid-19 crisis per 100,000 
residents, were from the Tel Aviv district, followed by the districts 
of Judea and Samaria and Jerusalem. With regard to the complaints 
relating to Covid-19 during the first wave, the highest number of 
complaints per 100,000 residents were from the Tel Aviv district, 
followed by the central and southern districts11. 

A prominent piece of data is the significant drop (40%) in the number 
of complaints from the southern district during the third and 
fourth waves. It is also important to note the low percentage of 
complaints in the northern district during the third and fourth 
waves - 7 complaints per 100,000 residents. These data are likely 
to reflect the disparity between residents of the periphery and 
those of the centre with regard to the exercising of their rights.

Findings of complaint investigations
56.6% of the complaints relating to the Covid-19 crisis that the 
Office was authorized to investigate and whose investigation was 
completed during the period under report, were found justified 
or were rectified in the course of the investigation.

Chart 7: Percentage of justified or rectified complaints 
whose investigation was completed, 2019 - 2021

[11]	 Ombudsman, Special Report no.1 - 
Investigating Complaints during the 
First Wave of the Covid-19 Pandemic 
(2020), p.27.

Period of report 
(15.10.21 - 1.12.20) 56.6%
Year 2020 (regarding 
Covid-19 complaints) 70.7%
Year 2019 (regarding 
all complaints) 41%

As the data disclose, the percentage of complaints whose investigation 
was completed during the period under report - whether because the 
complaint was found justified or because the matter of the complaint 
was rectified without the need to reach a decision pertaining to it 
- remains high. This is so despite the significant drop in complaints 
in comparison with the number of complaints whose investigation 
was completed for the same reasons in 2020. These data are likely 
to indicate that public bodies have become used to the demand on 
them to provide the public with new and different services during 
the pandemic.
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During the period under report, 33% of the complaints were 
investigated to the point of a final decision being reached in the 
matter12. This percentage is higher than the percentage of such 
complaints during the first wave (20.8%), and comes close to the 
percentage of such complaints during normal times - 35.7% in 2019. 
The percentage of justified complaints out of all the complaints 
whose investigation was completed was 28.1% during the period 
under report, as compared with 35.2% in 2019.

Findings of complaint investigation according to gender

The percentage of complaints of women that were found justified 
or were rectified during the period under report (61%) was higher 
than the percentage of such complaints of men (55%). It should 
be pointed out that in the year 2020 as well, the percentage of 
complaints of women that were found justified or were rectified 
(76%) was higher than such complaints of men (65%). Conversely, in 
2019 no significant disparity was found between the percentage of 
complaints of women that were found justified or were rectified 
(43%) and such complaints of men (42.8%).

Findings of complaint investigation according to public bodies

The following chart shows the public bodies relating to which the 
percentage of complaints that were found justified or were rectified 
was higher than the overall percentage of such complaints in the 
period under report (56.6%).

[12]	 Not all the complaints end in a 
decision being made. Some of the 
complaints are completed without 
the need to make a decision 
regarding them because they 
have been rectified; others are 
terminated in accordance with the 
provisions of the law that require 
the termination of the complaint.

Chart 8: The public bodies relating to which over 70 complaints 
were filed and handled, the number of complaints filed against 
them and the percentage of complaints filed against them 
that were found justified or were rectified

It should be pointed out that the Tax Authority and the Ministry of 
Transport and Road Safety were among the five public bodies against 
which the highest number of complaints regarding Covid-19 were 
received (see Chart no. 2). However, the percentage of complaints 
against these bodies that were found justified or were rectified 
was lower than the overall percentage. In contrast, the Population 
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Authority is not included among the five public bodies against 
which the highest number of letters of complaint were received, 
though the percentage of complaints filed against the Authority 
that were found justified or were rectified was higher than the 
overall percentage.

How complainants were informed about 
the Office
The Office strives to reach populations that are not aware of the 
possibility of turning to it. The Office thus asks complainants 
to specify how they heard about the Office and the possibility of 
contacting it. 50% of the people who filed complaints relating to 
Covid-19 during the period under report specified how they had heard 
about the Office. The following is a breakdown of their answers:

Chart 9: Breakdown of complainants' answer to the question 
- "How did you hear about us?"
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First and second waves
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A comparison between the complainants' answer to this question 
during the first wave (during the period of Special Report no. 1) and 
the response given during the period of the present special report, 
indicates a shift in the way the activity of the Office is made known. 
For example, the percentage of complainants who had learnt about 
the Office by word of mouth ("information received from a friend") 
rose - from about 27% during the period of Special Report no. 1 to 
about 34% during the period of the present report. Conversely, 
the percentage of complainants who had learnt about the Office's 
activity via social networks dropped significantly - from 35% during 
the period of Special Report no. 1 to approx. 12% during the period 
of the present report. This drop in the percentage of complainants 
who learnt about the Office via social networks can be explained by 
the fact that during the first wave, many communities encountered 
urgent difficulties of a collective nature, such as receiving benefits 
and grants, causing them to turn to a social network in the hope of 
finding relevant information there13. However, during the period of 
"living with Covid-19", the problems were of a less collective nature 
and thus there was less information about them on the network.

It is interesting to note the rise in the number of complainants who 
learnt about the Office after being referred to it by another body 
- from 1.7% during the period of Special Report no. 1 to 6.1% during 
the period of the present report. This indicates the recognition by 
public bodies and NGOs of the Office's contribution to the protection 
of the complainants' rights. It should be pointed out that in June 
2021, National Ombudsday14 took place, on which staff of the Office 
visited older persons in different facilities and gave lectures 
about the activity of the Office. These lectures, in addition to the 
ongoing awareness campaigns of the regional bureaus and the 
activity on the social networks15, opened a window on the work 
of the Office for non-profit organizations running the facilities 
for older persons, and it is possible that as a result these bodies 
referred complainants to the Office.

[13]	 At the outbreak of the Covid-19 crisis, 
designated Facebook groups were 
opened where problems experienced 
by people claiming benefits and 
grants were discussed.

[14]	 National Ombudsday took place in 
the Knesset (Israeli parliament), 
for the first time, in June 2020. It  
was determined that on this day the 
annual report of the Ombudsman, 
reviewing the activity of the Office 
of the Ombudsman in the preceding 
year, would be presented.

[15]	 The Office manages a Facebook page 
and conducted a webinar to publicize 
its activity.
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Year 2019 (out of 
all complaints)

First wave Year 2020 (out of 
all complaints 

relating to 
Covid-19)

Period under 
report - third 
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waves

37.8%

81.9% 79.5%
66.4%

This chart illustrates a downward trend in the number of complaints 
against the NII that were found justified or were rectified between 
the first wave of the pandemic and the period under report. 

Unemployment benefit

As mentioned, due to the extensive restrictions placed on the activity 
of the Israeli economy resulting from the Covid-19 crisis, since 
March 2020 hundreds of thousands of employees have been sent 
on unpaid leave or dismissed. In order to assist employees whose 
work has been terminated, the government decided to alleviate the 
conditions for receiving unemployment benefit from the National 
Insurance Institute. It accordingly amended National Insurance Law 
[Consolidated Version], 5755-1995 in the framework of emergency 
regulations, and laid down emergency provisions for alleviating 

Data on main subjects of complaints
Benefits

Following the extensive restrictions imposed on the activity of 
the Israeli economy due to Covid-19, from March 2020 hundreds 
of thousands of employees were sent on unpaid leave or were 
dismissed. According to the data of the Employment Service, by 
the end of May 2020 the total number of job seekers stood at 1.165 
million16. About a million of them filed claims for unemployment 
benefit with the National Insurance Institute (NII).  As a result of 
the crisis, different emergency regulations were made in order to 
assist job seekers and provide different grants for the general 
population17. 

The handling of complaints about unemployment benefit and changes 
in the terms of eligibility for other benefits and grants, cast an 
exceptional burden on the NII, which is responsible for making 
these payments, and thus it was at the centre of friction between 
the individual and the authorities. This can be learnt, among other 
things, from the number of letters of complaint received against 
the NII during the first wave, which was 500% higher than the number 
of letters of complaint received against the NII during the same 
period in 2019 18. 93.6% of the complaints against the NII relating to 
the Covid-19 crisis were about benefits.

As shown in Chart 3 above, during the first and second waves of 
the pandemic, the main subject of complaints filed with the Office 
was the benefits paid by the NII. The high number of complaints 
against the NII indicated that the Israeli public, which during the 
first days of the crisis was in need of the services of the NII more 
than during normal times, did not receive the service it expected. 
The continual drop in complaints indicate that the NII managed to 
improve its service for the public during the crisis. This trend is 
also apparent from the findings of complaint investigation19.

Chart 10: Percentage of complaints against the NII that were 
found justified or were rectified out of all the complaints 
against the NII

[16]	 See “The pulse of the labour 
market: monthly publication, 
May 2020”: HTTPS://WWW.TAASUKA.
GOV.IL/HE/INFOANDPUBLICATIONS/
IESFILESMANAGERREPORTSLIST/
PIRSUMHODSHIO520.PDF

[17]	 In addition to regulations relating 
to unemployment benefit, new 
regulations concerning a variety 
of benefits and grants were also 
made: benefits for women who gave 
birth during the pandemic, grants 
for discharged soldiers, reserve 
service benefit, income support, 
adjustment grants for peopleaged 67 
and over, prolonged unemployment 
grant, payment to employers for 
isolation days, etc.

[18]	 Ombudsman. Special Report no. 1 - 
Investigating  Complaints during the 
First Wave of the Covid-19 Pandemic 
(2020), p. 23.

[19]	 It is interesting to note that the 
percentage of justified complaints  
against the NII, out of all the 
complaints whose investigation 
was completed, stood at 21.3% during 
the period under report, which is 
close to the percentage of justified 
complaints against the NII in 2019 
(18%).
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the conditions for receiving unemployment benefit required of 
employees who have been forced to terminate their employment 
due to Covid-19 20. It was also decided to give a special adjustment 
grant to employees aged 67 and over21, whose employment had been 
terminated. 

During the period under report, the government decided on measures 
for restoring the many unemployed to the labour market. Among 
other things, a bonus was paid to people receiving unemployment 
benefit who returned to work during the Covid-19 crisis22.

As Chart 2 illustrates, the number of letters of complaint relating 
to the crisis that were filed in 2021 against the National Insurance 
Institute dropped in contrast to 2020.

Chart 11: Number of complaints about unemployment 
benefit filed against the National Insurance Institute in 
2020 and during the period under report

 Year
2020

(86% of the 
complaints 

against the NII)

1,864

 Period under
report

(70% of the 
complaints 

against the NII)

389

During the first wave, 97% of the complaints about benefits relating to 
the Covid-19 crisis concerned unemployment benefit, the percentage of 
these complaints standing at 86% throughout 2020. During the period 
under report, the percentage of complaints about unemployment 
benefit dropped to 70% of the complaints relating to benefits.

The drop in the number of letters of complaint, including complaints 
about unemployment benefit, can be accredited to the fact that most 
of those eligible for unemployment benefit filed their claims for 
the benefit in 2020 within a short space of time, and the NII found 
it difficult to cope with this wave of claims. However, after the 
claimants' eligibility had been approved, it continued automatically 
for as long as they were out of work. Another possible explanation 
is the gradual return of the unemployed to the labour market, 
together with a drop in the number of sick persons and the recovery 
of the economy.

Health Services

Chart 12: Number of complaints against the Health 
Services regarding main issues

[20]	 These and other alleviations 
have been anchored in Emergency 
Regulations (New Coronavirus)  
(Special Regulations relating to 
Unemployment Insurance), 5780-2020.

[21]	 Those who are ineligible for 
unemployment benefit because of 
their age.

[22]	 “Agreement relating to the provision 
of bonuses  for unemployed persons 
returning to the labour market”, 
signed on 15.3.21. Official Gazette 
9484 (16.3.21). The agreement was 
amended in August 2021. Vaccine

99

Isolation

64

Green Pass

64
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Coping with Covid-19 required the bodies responsible for providing 
health services to join forces in a campaign to fight the pandemic. 
Accordingly, the Ministry of Health published the health and social 
distancing directives, the health clinics vaccinated the citizens and 
Magen David Adom [Israel's national organization for emergency 
pre-hospital medical care and blood services] and the Home Front 
Command conducted testing operations for detecting the virus.

During the period under report, dramatic changes took place in the 
health and social distancing directives of the Ministry of Health. 
The central change came after the national vaccination campaign 
that began in December 2020, after which a change was made to the 
directives for the isolation of persons who had come into contact 
with people who had contracted the virus. Furthermore, the Ministry 
of Health issued a Green Pass for people who had been vaccinated or 
had recovered from the illness, and laid down that presentation of 
the pass was a prerequisite for entering places that were required 
to act in accordance with the Green Pass directives. The Ministry of 
Health also issued Covid-19 Certificates; these certificates served 
people leaving the country and were valid in the countries of the 
EU, as well as in others with which the Ministry of Health had 
reached an agreement for mutual recognition of the certificates.

During the period under report, the Office received 336 letters of 
complaint concerning Covid-19 that related to the bodies responsible 
for providing health services, 73% of them being against the Ministry 
of Health. The main issues about which complaints were filed were 
the vaccine against Covid-19, the isolation directives and the Green 
Pass.
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