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“Workpro is easy to 
navigate for end users and 
reflects how we want our 
workflows to operate”

C O M P L A I N T S  C A S E  M A N A G E M E N T  |  C A S E  S T U D Y 

At a glance:
Client: Patient Ombudsman Ontario 
Location: Ontario, Canada 
Industry: Healthcare Ombudsman

Challenge:
The Patient Ombudsman investigates health sector complaints in Ontario. The 
Ombudsman aims to ensure “Every Experience Is Important” and to prevent 
issues from recurring. The team require an end-to-end case management solution 
to support their frontline team, investigators, and management in every stage of 
the process.

Solution:
Workpro is used to document and track enquiries and complaints, standardise 
and streamline workflows, and provide management with real-time data and 
reports.
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Established in 2015, the Patient 
Ombudsman resolves complaints about 
health sector organisations in Ontario, from 
hospitals to care homes and community 
care.

An end-to-end case management system 
that could support their processes was a 
key requirement from day one. A robust 
procurement exercise led to the selection 
of Workpro case management software in 
2016. 

As the organisation has matured and evolved, 
their Workpro solution has adapted to changing 
process and reporting needs.  

End to End Case 
Management
Workpro is used to document and track 
complaints, standardise, and streamline 
workflows and provide management reporting 
and information
•	 Cases can be received from a variety of sources 

e.g., web form, letter, e-mail, or telephone
•	 Validation tools ensure data is accurate and 

complete, saving time & reducing errors
•	 All documentation is securely stored within the 

case record for easy retrieval
•	 E-mail and document templates ensure 

consistent, professional correspondence
•	 Alerts and reminders prompt case progress
•	 Dashboards allow managers to review case 

progress to quickly identify any issues.

“Workpro was selected 
following an open, competitive 
procurement process. In 
addition to meeting our technical 
requirements, we were impressed 
by the user feedback provided by 
current Workpro clients. Workpro 
emerged as the solution to best 
serve our needs. We have enjoyed 
a close working relationship with 
the Workpro team and very much 
appreciate their support and 
expertise.”  
Craig Thompson, Patient Ombudsman Ontario

“Workpro has adapted to changing 
process and reporting needs 
overtime, supporting the team with 
end-to-end case management.”
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Learning and 
improvement
Workpro’s key strength is the level of management 
information provided by the system. The insights 
gained from the data collected are vital for 
learning and improvement initiatives. Workpro 
supports the Patient Ombudsman to:
•	 Capture and record every case and its outcome 

for reporting purposes
•	 Categorise data during the workflow, for trend 

tracking and analysis.

Web form integration
An online submission form was developed for the 
Patient Ombudsman to allow complainants to 
easily record a complaint using a web form.

Upon submission, the complainant is immediately 
provided with a case reference number and a 
case is automatically created in the Workpro 
complaints management system.

The complainant is guided on the web form to 
provide the right information, selecting items 
from lookup lists, such as the health service 
organisation they have an issue with. The case is 
pre-populated with this information, avoiding the 
need for staff to type in details from a paper form. 
This saves time and removes the risk of manual 
errors.

Cloud based case 
management
With Canadian in-country hosting now available, 
Patient Ombudsman is moving from an on-
premise server to a cloud-hosted solution for 
their Workpro system. This ensures the Patient 
Ombudsman can benefit from lower hosting costs 
as well as:
•	 A more easily scalable solution – it’s easy to 

increase (or decrease) resources in the hosted 
environment.

•	 Built in “redundancy” - all components have 
fail-over backups.

•	 A single stop shop for managing the 
infrastructure and the application. The Workpro 
team manage the entire platform leading to 
better system performance and faster fix / 
response times for issues and requests. 

Workpro is easy to navigate 
for end users and reflects how 
Patient Ombudsman needs their 
workflows to operate.

“Workpro works seamlessly across 
platforms as a browser-based 
implementation and is easy for our 
team to navigate. The product is 
also highly customizable, allowing 
us to reflect how we want our 
workflows to operate within the 
system. The Workpro team has 
been insightful and responsive as 
we’ve adapted the system to our 
changing needs over time.”  
Michelle Rossi, Executive Director, Patient Ombudsman Ontario



Workpro case management system is developed by 
CAS - an employee-owned technology company. 
www.workpro.com

Computer Application Services Ltd 
Quantum Court, Heriot-Watt Research Park South, 
Edinburgh, Scotland, EH14 4AP 
 
VAT: 634 9697 88 
Company No: SC102278

Ready for a more reliable 
complaints case management 
system? 

or email us on for a free demo at workpro@casltd.com
Find out more about Workpro Case Management Software at workpro.com,

https://www.workpro.com
mailto:workpro%40casltd.com?subject=%5BOPO%20Case%20Study%5D%20Request%20a%20demo
https://www.workpro.com/

