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Executive Summary 

The inaugural report of the Office of the Ombuds at Gallaudet University introduces and clarifies 

the concept of the ombuds, which is a relatively new concept in the United States as well as in 

the academic setting. This report elaborates on the history of the concept of the ombuds, the 

best practices in defining the purpose and scope of the office’s services, and the adherence of 

the office to internationally recognized standards of practice and code of ethics of ombudsing as 

delineated by the International Ombudsman Association (IOA). The Office of the Ombuds was 

launched at Gallaudet University in January 2008 as a conflict management resource which is 

accessible, confidential, neutral, independent, and informal in nature in order to expedite 

resolution of campus‐related concerns and conflicts. 

The report then addresses the specific activities and endeavors of the Office of the Ombuds in 

order to set the framework, protocols, procedures, and visibility of this new office. This 

involves multiple orientation workshops, conflict management training, presentations on special 

topics, hiring a student to serve as the outreach specialist, networking, and developing effective 

marketing strategies. 

The bulk of this report focuses on the statistics and patterns tracked by the Office of the 

Ombuds regarding the utilization of the office, as well as demographics of visitors and their 

issues and concerns (without revealing the identity of visitors). The ombuds launched a formal 

database system on July 1, 2008, and for its first twelve months received 362 visitors and 1,069 

issues, concerns, or inquiries. In comparison to other academic ombuds offices in the nation, 

the utilization of the Gallaudet ombuds is higher than average. 

The eighteen graphs in this report illustrate the utilization of the office, demographics of the 

visitors, and the various issues which have been brought to the attention of the campus 

ombuds. In order to organize and track issues, the Gallaudet ombuds adopted the IOA uniform 

reporting categories. Accordingly, in the order of concerns received, the graphs of the 

categories of issues are: evaluative relationships; service and administrative issues; peer and 

colleague relationships; organizational, strategic, and mission‐related issues; legal, regulatory, 

and financial compliance; career progression and development; safety, health, and physical 

environment; values, ethics, and standards; and employee compensation and benefits. 

The report then summarizes actions taken to follow up on such concerns, and identifies notable 

patterns and trends based on issues brought to the attention of the ombuds. The ombuds 

provides recommendations to University administrators for policy changes, needed training, or 

other measures to enhance the campus climate. The report then concludes with identifying 

future goals and challenges, including meaningful collaboration with other campus units and 

departments and effective marketing and training activities. 
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Introduction 

The Office of the Ombuds1 at Gallaudet University was created in January 2008. In launching 

this office, Gallaudet University employed internationally recognized best practices of providing 

an ombuds office as a conflict management resource for members of its University community. 

This accessible, confidential, neutral, independent, and informal resource facilitates the 

expeditious resolution of campus‐related issues, inquiries, concerns, and conflicts. 

The ombuds office is staffed by one full‐time ombudsperson with an independent budget. At 

the time the office was established, plans were announced to add an office assistant at a later 

time. As a stand‐alone unit, the ombuds acknowledges and conveys great appreciation for the 

generous support of other campus offices and units, such as the Office of the Provost, Campus 

Activities, Academic Technology, and Enrollment Marketing, which provided indispensable 

administrative assistance such as furnishing office supplies, handling logistical details for office 

events and workshops, technical assistance for developing reports and statistics, computer and 

web assistance, and creating flyers, banners, and other marketing tools.2 

Because this is the inaugural report issued by the campus ombuds, introductory details about 

the history of this office as well as its parameters will be provided in this report for orientation 

purposes. Such information may also be obtained by visiting the website maintained by this 

office at http://ombuds.gallaudet.edu. 

This report will examine the profile of the visitors of the Office of the Ombuds, issues and 

concerns brought to the attention of the ombuds, activities undertaken by the office, issues and 

trends identified by the office, and future goals and challenges. Appendices are attached to 

share detailed information about the practices and ethics adopted by the office. 

History 

The first historical record of an ombuds dates to 1809, when the Swedish parliament appointed 

an ombuds to resolve problems in absence of the country's king. The concept of an ombuds 

reemerged in 1953 when Denmark established an ombuds office to deal with its citizens' 

complaints regarding the government. In the 21st century, offices of ombuds proliferated on 

1 Initially, the University advertised the position as an “ombudsman”. Upon launching the office, the 
current ombuds revised the position to read “ombuds” in order to reflect the best practices in the field of 
ombudsing. For instance, a 2008 poll was taken to survey existing ombuds about their preferences about 
“ombudsman” as compared to “ombuds”, and 43% preferred ombuds, 38% preferred ombudsman, and 
19% had no opinion. International Ombudsman Association 2008 Membership Needs Assessment, 
http://www.ombudsassociation.org/members/documents/Membership_Needs_Assessment_Results.pdf. 
2 For this report, special thanks go to Jane Jonas of Eyeth Studios, LLC, for her mastery in developing the 
graphs, to Shannon Augustine of Academic Technology for her formatting expertise, and to many others 
who assisted in providing invaluable data and materials for comparison. 
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University campuses across the nation, and now there are at least two hundred sixty‐five (265)3 

educational institutions which offer the services of an ombuds as a campus conflict 

management resource. 

The concept of establishing an ombuds office at Gallaudet University appears to have first 

surfaced in the Campus Climate Process of 2003. As a result of this process, eight appointed 

workgroups submitted a total of forty recommendations per their mandate to submit five 

recommendations per group. Several workgroups in this process specifically identified the need 

of creating a campus ombuds office. For instance, workgroup #1 (focused on 

respect/trust/fairness) recommended on page 14 of its report that an ombuds office be 

established in order to provide the campus with an impartial, informal, and confidential conflict 

management resource. Workgroup #7 (focused on community building) elaborated further on 

the importance of creating a campus ombuds office by ranking this recommendation its top 

priority. These reports were dated March 2003, and may be located at: 

http://web.archive.org/web/20040202023957/campusclimate.gallaudet.edu/WorkGroupsTopic 

s.asp. 

Subsequently on September 17, 2003, past President I. King Jordan announced at a town hall 

meeting the selection of ten recommendations from the total group for implementation, and 

one of the selected recommendations was to establish a university ombuds office. Past 

President I. King Jordan decreed that there would be two ombuds offices: one primarily to serve 

students, and one to serve employees. Apparently this recommendation did not come to 

fruition; however, shortly afterwards, an existing employee had a part‐time role as a Student 

Advocate. 

Another reason for the establishment of the ombuds office may be attributed to the University 

mission, vision, and strategic goals and objectives which guide the allocation of campus 

resources. One of the five Gallaudet strategic goals developed to implement its vision is to 

“create and sustain a climate that fosters respect among students, faculty, staff and 

administrators for the full range of human diversity, educational backgrounds, ideas, and 

perspectives.” This goal mirrors the sixth of the fourteen accreditation standards for 

educational and institutional quality established by the Middle States Commission on Higher 

Education (MSCHE). In the MSCHE monitoring report on April 1, 20084, Gallaudet reported that 

the Office of the Ombuds, which was launched in January 2008, is one of the committed 

resources in order to meet this particular strategic goal and accreditation standard of creating a 

climate that fosters respect among members of the campus community. Gallaudet’s sage 

3 This number is derived from the Ombuds Blog Directory,
 
http://ombudsblogdirectory.blogspot.com/search/label/Colleges%20and%20Universities, as displayed on
 
September 21, 2009. This directory does not include academic ombuds offices without websites, so the
 
actual number of existing academic ombuds offices may be greater.
 
4 “Monitoring Report to the MSCHE”, Page 18, http://aaweb.gallaudet.edu/documents/MSCHE/2008‐04‐
Gallaudet‐MSCHE‐MonitoringReport.pdf.
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efforts in creating new programs (such as the Office of the Ombuds) and initiatives (such as the 

Diversity Action Plan) may be solid catalysts leading to the unusually quick reaffirmation of 

accreditation on June 26, 2008. 

Purpose and Scope of Services5 

The ombuds provides a neutral, confidential, informal and independent environment to the 

extent possible based on the laws and policies governing the office. The ombuds office is a 

confidential place where members of the University community can seek guidance regarding 

issues, questions, or concerns which hinder their ability to excel academically and/or in the 

workplace. 

Standards of Practice and Code of Ethics 

The ombuds adheres to the International Ombudsman Association (“IOA”) Standards of Practice, 

Code of Ethics, and Best Practices. These tenets require that the ombuds functions 

independently of their organization, be confidential and neutral, and limits the scope of her 

services to informal means of dispute resolution. The ombuds acts with integrity, fosters respect 

for all members of the University and promotes procedural fairness in the content and 

administration of the University’s practices, processes and policies. The ombuds is a member of 

the IOA and attends regular trainings and the annual IOA conferences. 

The ombuds publicizes the confidential, independent, neutral and informal nature of her 

services through a website, promotional materials, orientation workshops, and/or other 

mechanisms and means as appropriate. 

A. Independence 

The ombuds must be free from interference in the performance of her duties. This 

independence is ensured primarily through organizational recognition, reporting structure, and 

neutrality. The ombuds operates independent of ordinary line and staff structures. The ombuds 

exercises sole discretion over whether and how to act regarding individual matters or systemic 

5 The principles indicated in this purported purpose and scope of services were mainly derived from the 
November 2006 Declaration of Best Practices for University of California Ombuds Offices 
(http://www2.ucsc.edu/ombuds/about/BestPracticesDeclaration.pdf), the August 2006 Charter 
Agreement for the Claremont Graduate University Ombuds Office 
(http://www.cgu.edu/PDFFiles/PresidentsOffice/Ombuds/CharterFinal.pdf), and the May 2007 charter 
agreement for the Ombuds Office of the California State Polytechnic University, Pomona 
(http://www.csupomona.edu/~ombuds/charter.shtml). Language from other terms of reference and 
charters may have been incorporated, such as those for West Georgia University, Concordia University, 
the University of Arizona, Massachusetts Institute of Technology, and McMaster University. 
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concerns. The ombuds has access to all information and all individuals in the organization, as 

permitted by law. 

To fulfill her functions, the ombuds has a specific allocated budget, adequate space, and 

sufficient resources to meet operating needs and to pursue continuing professional 

development. The ombuds has the authority to manage the budget and operations of the Office 

of the Ombuds. During this timeframe, the ombuds reports to the office of the University 

Provost for administrative and budgetary matters and trends affecting the University climate. 

Starting January 1, 2010, the ombuds reports directly to the President in accordance to 

recognized best practices as identified in Section 2.3 of the IOA Standards of Practice. 

B. Confidentiality 

The ombuds does not disclose and cannot be required to disclose any information provided in 

confidence, except to address an imminent risk of serious harm. The decision whether an 

imminent risk of serious harm exists in order to make such disclosure rests solely at the 

discretion of the ombuds, and usually means the existence of an imminent risk to human life. 

The ombuds asserts that there is a privilege with respect to the identity of visitors and their 

issues. The ombuds does not confirm communicating with any party or parties, or disclose any 

confidential information without the party’s or parties’ express permission provided, and at the 

discretion of the ombuds. The ombuds does not participate as witness with respect to any 

confidential communication, or participate in any formal process inside or outside the 

University. 

C. Neutrality 

The ombuds is neutral in her/his activities, and does not take sides in any conflict, dispute or 

issue. The ombuds impartially considers the interests and concerns of all parties involved in a 

situation with the aim of facilitating communication and assisting the parties in reaching 

mutually acceptable agreements that are fair and equitable, and consistent with the mission and 

policies of the University. The ombuds avoids involvement in matters where there may be a 

conflict of interest. (A conflict of interest occurs when the ombuds’ private interests, real or 

perceived, supersede or compete with her dedication to the neutral and independent role of the 

ombuds.) When a conflict of interest exists, the ombuds takes all steps necessary to disclose 

and/or avoid the conflict. 

D. Informality 

The ombuds is a resource for informal dispute resolution only. The ombuds does not formally 

investigate, arbitrate, adjudicate or in any other way participate in any internal or external 

formal process or action. Use of the ombuds is voluntary and not a required step in any 

grievance process or University policy. 
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Authority and Limits of the Ombuds 

The authority of the ombuds derives from the University administration as manifest by the 

endorsement of the University. 

A. Authority of the Ombuds 

1. Initiating Informal Inquiries 

The ombuds is entitled to inquire informally about any issue concerning the University and 

affecting any member of the University community. Therefore, the ombuds may initiate 

informal inquiries into matters that come to her attention without having received a specific 

complaint from an affected member of the University community. 

2. Access to Information 

The ombuds has access to all information and all individuals in the organization, as permitted by 

law, from files and offices of the University, and preserves and respects the confidentiality of 

that information. Requests by the ombuds for information are handled with reasonable 

promptness by University departments and units. 

3. Ending Involvement in Matters 

The ombuds may withdraw from or decline to look into a matter if she believes involvement 

would be inappropriate for any reason. 

4. Discussions with Visitors and Others 

The ombuds has the authority to discuss a range of options available to her visitors, including 

both informal and formal processes. The ombuds may make any recommendations she deems 

appropriate with regard to resolving problems or improving policies, rules or procedures. 

However, the ombuds has no actual authority to impose remedies or sanctions or to enforce or 

change any policy, rule or procedure. 

5. Access to Legal Counsel 

On occasion, the ombuds may require legal advice or representation, from time to time, in order 

to fulfill her required functions. The ombuds is provided with legal counsel separate and 

independent from the University in the event she is asked for documents or testimony related 

to any litigation or other formal process arising out of ombuds’ activities, or when any other 

conflict of interest arises between the ombuds office and the administration or the University. 
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B. Limitations on the Authority of the Ombuds 

1. Receiving Notice for the University 

Communication to the ombuds does not constitute notice to the University. This includes 

allegations that may be perceived to be violations of laws, regulations or policies, such as sexual 

harassment, issues covered by the whistleblower policy, or incidents subject to reporting under 

the Clery Act6. Although the ombuds may receive information about such allegations, she is not 

a “campus security authority” as defined in the Clery Act, nor is she required to report these 

allegations to the University. If a visitor would like to put the University on notice or make a 

formal report, the ombuds provides the visitor with information about the appropriate 

measures to do so accordingly. 

2. Formal Processes and Investigations 

The ombuds does not conduct formal investigations of any kind. The ombuds also does not 

participate in the substance of any formal dispute processes, outside agency complaints or 

lawsuits, either on behalf of a visitor to the ombuds or on behalf of the University. Because 

confidentiality and informality are critically important to the ombuds office, all communications 

with the ombuds are made with the understanding that they are confidential, off‐the‐record, 

and that the ombuds will not be called to testify as a witness in any formal or legal proceeding 

to reveal confidential communications. The Office of the Ombuds provides an alternate channel 

for dispute resolution, and all use of ombuds services shall be voluntary. 

3. Record Keeping 

The ombuds does not keep records for the University, and does not create or maintain 

documents or records for the University about individual case issues, questions, or concerns. 

Notes and any other materials developed during the course of working on a case are maintained 

in a secure location and manner, and routinely destroyed at regular intervals as determined by 

the ombuds once the case is concluded. The ombuds may maintain anonymous statistical data 

to assist the ombuds in reporting trends and giving feedback. 

4. Advocacy for Parties 

The ombuds does not act as an advocate or representative for any party in a dispute. 

6 The Jeanne Clery Disclosure of Campus Security Policy and Campus Crime Statistics Act (The Clery Act) is 
a federal statute codified at 20 U.S.C. §1092(f), with implementing regulations at 34 CFR §668.46. Under 
this Act, all postsecondary institutions which participate in federal student financial aid programs are 
required to maintain and disclose certain information about crime on and near their respective campuses. 
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5. Adjudication of Issues 

The ombuds does not have authority to adjudicate, impose remedies or sanctions, or to enforce 

or change University policies or rules. 

Protection from Retaliation for Using the Ombuds Office 

All members of the University community have the right to consult the ombuds without reprisal. 

The ombuds works with the University to create policies to protect visitors from retaliation for 

using the services of the ombuds office. 

Outreach Efforts 

Given that the campus community continues to receive new students and other community 

members, effective outreach activities are paramount in order to ensure that the campus 

community is constantly and comprehensively apprised regarding the availability and 

appropriateness of the ombuds office as a conflict management resource. This is especially true 

in light of the relative novelty of this office on campus and in the United States. 

The ombuds office conducts numerous orientation activities for the campus community, 

especially new students. Such orientation activities are provided in small group settings in order 

to cater to the particular needs and interests of various community members. For example, 

separate orientation workshops are provided to the following new students: undergraduate, 

graduate, international, Jumpstart participants, new signers, new student organization officers, 

Bison leaders, English Language Institute (ELI) students, honor program students, continuing 

education students, paraprofessionals, and students with disabilities, as well as their families 

and parents, and others as appropriate. Additional orientation workshops are provided to 

faculty and staff members. 

Further, the ombuds office accepts numerous invitations to provide legal training and guest 

presentations for the campus community, such as: 

1. First Year Seminar Course 

2. Advocacy Course for Office of Students with Disabilities 

3. Business Law and/or Ethics 

4. Employment Rights 

5. Group Conflict Management Strategies 

6. Disability Rights 

7. Professional Development for Managers: Managing Conflict 

8. Mediation, Dialogue, and Deliberation 

9. Conflict Strategies Inventory 

10. DC Disability Awareness Day in Partnership with D.C. Government 
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Marketing efforts were amplified by the hire of a prodigious student assistant for outreach 

purposes for the Spring 2008 semester. This student, Christine Parrotte, created advertisements 

for the student newspaper, campus television, bookmarks and pens, and a large wall banner (a 

copy of the banner is displayed on the front cover of this report.) The ombuds office endeavors 

to continue the employment of students in order to enhance their marketability post‐

graduation, and to market the office more effectively. 

Profile of Visitors and Issues Brought to Attention of the Ombuds 

In the first stage of the office’s inception from January 15, 2008 to June 30, 2008, the Gallaudet
 

ombuds office focused on launching this office which included setting up the framework of this
 

office, establishing a website, researching best practices of ombudsing, creating an intake form
 

and other procedural protocols, developing an independent Internet‐based electronic database
 

in order to cull and categorize concerns of visitors, becoming oriented with the University with
 

many informational meetings, and networking with other academic ombuds at local universities,
 

conferences, and training programs.
 

A formal database system which reflected current best practices was launched on July 1, 2008,
 

so the statistics culled in this analysis involves the pilot year of this database program, from July
 

1, 2008 to June 30, 2009. Within this timeframe, the ombuds office was visited by a total of
 

three‐hundred and sixty‐two (362) visitors. During this specific timeframe, there were
 

approximately 203 faculty members and 881 staff members. Hence, the ombuds office received
 

a total of 137 employees as visitors, which is approximately 12.6% of campus employees. This
 

timeframe also involved approximately 1,581 students, and the ombuds served a total of 192
 

students, i.e., approximately 8.2% of the student population during its first year of data
 

collection.
 

Accordingly to a 2003 survey of academic ombuds offices, the utilization of the ombuds office by
 

the campus community is usually around four percent (4%).7 Moreover, a 2008 survey of
 

ombuds offices indicated that the average number of cases handled per year is in the range of
 

101‐300 cases per year with 48% of the respondents within this category.8
 

In sum, ombuds offices in the 2008 survey reported their respective caseloads as follows:
 

Less than 100 cases per year: 30.5%
 
101‐300 cases: 48%
 
301‐600 cases: 17%
 
600+ cases: 4.5%
 

7 2003 The Ombuds Association (TOA) Compensation Survey, 2003. TOA is now known as the
 
International Ombudsman Association (IOA).
 
8 2008 The International Ombudsman Association (IOA) Job Analysis Report, as conducted by the
 
Schroeder Measurement Technologies, Inc., and available online via the IOA members‐only website.
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The Gallaudet University ombuds office handled three‐hundred and sixty‐two (362) visitors, 

which ranks the utilization of the office as higher than normal. Such higher than normal 

utilization may be a result of effective marketing, interest in conflict management, and/or 

accessible and meaningful office programs and services. In fact the number of visitors per 

month continues to grow steadily as this report is being completed. 

Graph of Utilization of the Ombuds Office 

The below demographics regarding the visitors’ status quo, ethnicity, hearing status, and gender 

were self‐identified by the visitors themselves. 

Graph of Visitors’ Status Quo 
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Graph of Students as Visitors 

Graph of Employees as Visitors 

Graph of Other Visitors 
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Graph of Visitors’ Ethnicity 

Graph of Visitors’ Hearing Status 

Graph of Visitors’ Gender 
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Graph of Various Issue Categories Brought to the Attention of the Ombuds 

The visitors brought to the attention of the campus ombuds a total of one thousand and sixty‐

nine (1,069) issues. In reviewing the profile analysis of concerns below, please bear in mind that 

the data in this report results from self‐selected individuals who chose to visit the ombuds 

office, rather than a random and unbiased survey, so such data may not be statistically 

representative of the campus as a whole. Additionally, the issues identified may be 

unsubstantiated and unverified because the ombuds, in adherence with the International 

Ombudsman Association (IOA) Standards of Practice, cannot conduct formal investigations to 

validate such issues. Hence, such alleged issues may be individuals’ subjective perceptions 

rather than objective judgments. 

In order to organize and categorize the one thousand and sixty‐nine (1,069) issues brought to 

the attention of the ombuds, the Office of the Ombuds adopted the IOA uniform reporting 

categories (URC) which are quite detailed and complementary to the issues which were raised 

on our campus which were tracked through the use of the office’s own intake forms.9 

Accordingly, the nine IOA URC categories of issues which were brought to the attention of the 

campus ombuds are illustrated in the next graph. 

9 The IOA Uniform Reporting Categories document in its entirety is attached as Appendix A, and the 
Gallaudet University Office of the Ombuds intake form is attached as Appendix B. 

16 | P a g e  



               

     

 

               

                           

                       

                   

                          

         

  

           

                         

                       

                            

 

       
 

        
             

            

          

             

     

      
             

            

              

  

Office of the Ombuds / 2008‐2009 Annual Report
 

Graph of Concerns about Employee Compensation and Benefits 
The first Uniform Reporting Category (URC) of the International Ombuds Association (IOA) is 

compensation and benefits, which addresses questions, concerns, issues, or inquires about the 

equity, appropriateness and competitiveness of employee compensation, benefits, and other 

benefit programs. The Office of the Ombuds tallied the number of concerns about 

compensation and benefits as follows: 

Graph of Concerns about Evaluative Relationships 
The second IOA URC category focuses on concerns about evaluative relationships and pertinent 

questions, concerns, issues, or inquiries arising between people in evaluative relationships (e.g., 

supervisor‐employee, or faculty‐student). The tally by the Office of the Ombuds is as follows: 
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Graph of Concerns about Peer Relationships 
The third URC IOA category addresses peer and collegial relationships, and pertinent questions, 

concerns, issues, or inquiries involving peers or colleagues who do not have a supervisory‐

employee or student‐professor relationship (e.g., two staff members within the same 

department or conflict involving members of a student organization.) The tally is as follows: 

Graph of Concerns about Career Progression and Development 
The fourth IOA URC category identifies career progression and development, and correlating 

questions, concerns, issues, or inquiries about administrative processes and decisions regarding 

entering and leaving a job, and what it entails (e.g., recruitment, nature and place of 

assignment, job security, and termination.) The tally is as follows: 
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Graph of Concerns about Legal, Regulatory, and Financial Compliance 
The fifth IOA URC category addresses legal, regulatory, and financial compliance, and related 

questions, concerns, issues, or inquiries that may create a legal risk for the organization or its 

members if not addressed. The tally by the ombuds office is as follows: 

Graph of Concerns about Safety, Health, and the Physical Environment 
The sixth IOA URC category relates to safety, health and the physical environment and pertinent 

questions, concerns, issues or inquiries. The tally by the ombuds office is as follows: 
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Graph of Concerns about Service and Administrative Issues 
The seventh IOA URC category addresses service and administrative issues, and related 

questions, concerns, issues or inquiries about services or administrative offices. The tally by the 

ombuds office is as follows: 

Graph of Concerns about Organizational, Strategic, and Mission‐Related Issues 
The eighth IOA URC category identifies organizational, strategic, and mission related issues, and 

pertinent questions, concerns, issues or inquiries that relate to the whole or some part of the 

institution. The ombuds’ tally is as follows: 
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Graph of Concerns about Institutional Values, Ethics, and Standards 
The ninth and final IOA URC category focuses on values, ethics and standards, and questions, 

concerns, issues, or inquiries about the fairness of the organizational values, ethics, and/or 

standards, the application of related policies and/or procedures, or the need for creation or 

revision of policies and/or standards. The ombuds’ tally is as follows: 

Following Up on Concerns 

The ombuds confidentially receives all visitors’ questions, concerns, issues, or inquiries. The 

ombuds explains policies, answers questions, and offers options to the visitor. The response of 

the ombuds is tailored to the dynamics of the situation and the visitor’s concerns. The ombuds 

listens, makes informal inquiries or otherwise reviews matters received, offers resolution 

options, makes referrals, and mediates disputes independently and impartially. The ombuds 

assists parties in reaching resolutions that are consistent with the ideals and objectives of the 

University. Services of the ombuds supplement, but do not supplant, any formal processes 

available to the University community. The ombuds also provides feedback to the University 

administrators and others as appropriate, with any trends or issues without identifying any 

parties to those issues. In addition, the ombuds makes recommendations to the University 

administrators and others as appropriate, for policy changes, needed training, or other 

procedures that may enhance the campus climate. 

Issues and Trends 

The ombuds provides monthly reports to the Provost, and starting January 1, 2010, to the 

President, to identify in great detail the issues, trends, and recommendations, along with 

statistics on concerns raised in the nine given reporting categories listed above. This section will 

analyze the aggregated data as compiled over the twelve‐month time period covered in this 

report. 

Evaluative relationships on campus resulted in the greatest number of questions, concerns, 

issues, and/or conflicts (such as these between supervisors and employees, or professors and 

students). Three‐hundred and eighty‐five (385) issues out of one thousand and sixty‐nine 

(1,069) issues were related to evaluative relationships (i.e., 36% of the total). In specific, the 
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issues dominated in the areas of respect and treatment, departmental and/or workplace 

climate, assignments/schedules, priorities, values and beliefs, and supervisory effectiveness. 

Three categories follow with approximately the same amount of concerns after the first highest 

ranked category of evaluative relationships. 

1.	 Service and administrative issues. One hundred and forty‐three (143) concerns 

specifically related to the quality of campus services, the responsiveness and timeliness 

of such services, and administrative decisions which are non‐disciplinary in nature. 

2.	 Peer and colleague relationships. One hundred and thirty‐four (134) concerns were 

raised in the category of peer relationships (such as these relationships which are not 

supervisory or evaluative in nature, such as two staff members within the same 

department, or conflict involving members of a student organization.) The area of 

respect and treatment garnered 32% of the concerns in the category of peer 

relationships. This is followed by concerns in the areas of trust and integrity, and the 

quality and/or quantity of communication. Personal coaching and third party 

intervention services, such as mediation, shuttle diplomacy, and facilitation, were 

mechanisms often successfully employed to resolve such conflicts. 

3.	 Organizational and strategic issues. One hundred and twenty‐four (124) concerns 

related to the whole or some part of the University regarding demonstrated principles, 

decisions, and actions, its leadership and management, the institutional climate, and the 

quality, content, timing, effects, and amount of the institution’s communications about 

policies and strategic issues. 

Other notable trends were reflected in the profile of issues as follows: 

 In the area of career progression and development, emphasis was strong on the 

interest of career development and mentoring, including the need of available 

internships and employment for students, as well as mentoring and professional 

development opportunities for employees. 

	 External non‐campus related conflicts (such as legal matters, critical domestic crises, 

discrimination, and medical issues) also resulted in visitors seeking out the ombuds’ 

assistance. 

	 Issues about student‐based disability accessibility and accommodations, diversity‐

related discrimination (such as different treatment based on gender, race, age, national 

origin, religion, and/or disability,) and general harassment made up the bulk of the 

concerns under the category of institutional liability. 

	 The category of employee compensation and benefits had the least number of 

concerns. This may mean that, relatively speaking, concerns about the equity, 

appropriateness, and competitiveness of employee compensation and benefit programs 

did not come to the attention of the ombuds in great numbers. 
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Future Goals and Challenges 

The Office of the Ombuds is a conflict management resource for the campus community in 

order to promote excellence at the University; hence, in order to serve as an effective and 

invaluable service, the office identifies the following future goals and challenges: 

	 Continue to conduct activities that ensure effective collaboration with groups, units, and 

departments which represent the various constituents of the campus community, 

including students, faculty, staff, students’ families, alumni, applicants, and others as 

appropriate. Such collaboration will assist in clarifying and prioritizing the areas of need 

which may be met by the Office of the Ombuds and in assessing the programs and 

services of the campus ombuds. 

	 Continue to promote comprehensive marketing and orientation workshops, events, and 

tools in order to apprise the continuously evolving campus community of this relatively 

novel resource available for their perusal. This may include advertisements in various 

means of campus media such as the student newspaper, the campus television, 

banners, and so forth. Also, the office should continue to sponsor the annual 

International Conflict Resolution Day which falls on the third Thursday of October; the 

most recent celebration involved an all‐student panel which was well‐attended. 

	 Continue with professional development training activities and conferences to ensure 

that the office adheres to best practices of the International Ombudsman Association 

(IOA) and the National Association of College and University Attorneys (NACUA). 

	 Address the need for administrative support for logistical and administrative purposes 

(such as office supplies, logistics for events and workshops, general report development 

and dissemination, student payroll and hours, office’s anonymous database, travel 

plans, and social media marketing.) . 

	 Address the need for appropriate office space that ensures multiple exit points,
 

adequate visibility, privacy, and proximity to pedestrian traffic.
 

Should you have any questions, concerns, or thoughts you would like to share about this 

inaugural report, please do not hesitate to contact the ombuds. 

Appendices 

IOA Uniform Reporting Categories (URC)………………..Appendix A 

Office of the Ombuds Intake Form………………………….Appendix B 

IOA Code of Ethics…………………………………………………..Appendix C 

IOA Standards of Practice………………………………………..Appendix D 
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	Executive Summary 
	Executive Summary 
	The inaugural report of the Office of the Ombuds at Gallaudet University introduces and clarifies the concept of the ombuds, which is a relatively new concept in the United States as well as in the academic setting. This report elaborates on the history of the concept of the ombuds, the best practices in defining the purpose and scope of the office’s services, and the adherence of the office to internationally recognized standards of practice and code of ethics of ombudsing as delineated by the Internationa
	The report then addresses the specific activities and endeavors of the Office of the Ombuds in order to set the framework, protocols, procedures, and visibility of this new office. This involves multiple orientation workshops, conflict management training, presentations on special topics, hiring a student to serve as the outreach specialist, networking, and developing effective marketing strategies. 
	The bulk of this report focuses on the statistics and patterns tracked by the Office of the Ombuds regarding the utilization of the office, as well as demographics of visitors and their issues and concerns (without revealing the identity of visitors). The ombuds launched a formal database system on July 1, 2008, and for its first twelve months received 362 visitors and 1,069 issues, concerns, or inquiries. In comparison to other academic ombuds offices in the nation, the utilization of the Gallaudet ombuds 
	The eighteen graphs in this report illustrate the utilization of the office, demographics of the visitors, and the various issues which have been brought to the attention of the campus ombuds. In order to organize and track issues, the Gallaudet ombuds adopted the IOA uniform reporting categories. Accordingly, in the order of concerns received, the graphs of the categories of issues are: evaluative relationships; service and administrative issues; peer and colleague relationships; organizational, strategic,
	The report then summarizes actions taken to follow up on such concerns, and identifies notable patterns and trends based on issues brought to the attention of the ombuds. The ombuds provides recommendations to University administrators for policy changes, needed training, or other measures to enhance the campus climate. The report then concludes with identifying future goals and challenges, including meaningful collaboration with other campus units and departments and effective marketing and training activi

	Introduction 
	Introduction 
	The Office of the Ombudsat Gallaudet University was created in January 2008. In launching this office, Gallaudet University employed internationally recognized best practices of providing an ombuds office as a conflict management resource for members of its University community. This accessible, confidential, neutral, independent, and informal resource facilitates the expeditious resolution of campus‐related issues, inquiries, concerns, and conflicts. 
	1 

	The ombuds office is staffed by one full‐time ombudsperson with an independent budget. At the time the office was established, plans were announced to add an office assistant at a later time. As a stand‐alone unit, the ombuds acknowledges and conveys great appreciation for the generous support of other campus offices and units, such as the Office of the Provost, Campus Activities, Academic Technology, and Enrollment Marketing, which provided indispensable administrative assistance such as furnishing office 
	2 

	Because this is the inaugural report issued by the campus ombuds, introductory details about the history of this office as well as its parameters will be provided in this report for orientation purposes. Such information may also be obtained by visiting the website maintained by this office at . 
	http://ombuds.gallaudet.edu
	http://ombuds.gallaudet.edu


	This report will examine the profile of the visitors of the Office of the Ombuds, issues and concerns brought to the attention of the ombuds, activities undertaken by the office, issues and trends identified by the office, and future goals and challenges. Appendices are attached to share detailed information about the practices and ethics adopted by the office. 
	Initially, the University advertised the position as an “ombudsman”. Upon launching the office, the current ombuds revised the position to read “ombuds” in order to reflect the best practices in the field of ombudsing. For instance, a 2008 poll was taken to survey existing ombuds about their preferences about “ombudsman” as compared to “ombuds”, and 43% preferred ombuds, 38% preferred ombudsman, and 19% had no opinion. International Ombudsman Association 2008 Membership Needs Assessment, . For this report, 
	1 
	http://www.ombudsassociation.org/members/documents/Membership_Needs_Assessment_Results.pdf
	http://www.ombudsassociation.org/members/documents/Membership_Needs_Assessment_Results.pdf

	2 


	History 
	History 
	The first historical record of an ombuds dates to 1809, when the Swedish parliament appointed an ombuds to resolve problems in absence of the country's king. The concept of an ombuds reemerged in 1953 when Denmark established an ombuds office to deal with its citizens' complaints regarding the government. In the 21st century, offices of ombuds proliferated on 
	University campuses across the nation, and now there are at least two hundred sixty‐five (265)educational institutions which offer the services of an ombuds as a campus conflict management resource. 
	3 

	The concept of establishing an ombuds office at Gallaudet University appears to have first surfaced in the Campus Climate Process of 2003. As a result of this process, eight appointed workgroups submitted a total of forty recommendations per their mandate to submit five recommendations per group. Several workgroups in this process specifically identified the need of creating a campus ombuds office. For instance, workgroup #1 (focused on respect/trust/fairness) recommended on page 14 of its report that an om
	. 
	s.asp
	http://web.archive.org/web/20040202023957/campusclimate.gallaudet.edu/WorkGroupsTopic 


	Subsequently on September 17, 2003, past President I. King Jordan announced at a town hall meeting the selection of ten recommendations from the total group for implementation, and one of the selected recommendations was to establish a university ombuds office. Past President I. King Jordan decreed that there would be two ombuds offices: one primarily to serve students, and one to serve employees. Apparently this recommendation did not come to fruition; however, shortly afterwards, an existing employee had 
	Another reason for the establishment of the ombuds office may be attributed to the University mission, vision, and strategic goals and objectives which guide the allocation of campus resources. One of the five Gallaudet strategic goals developed to implement its vision is to “create and sustain a climate that fosters respect among students, faculty, staff and administrators for the full range of human diversity, educational backgrounds, ideas, and perspectives.” This goal mirrors the sixth of the fourteen a
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	efforts in creating new programs (such as the Office of the Ombuds) and initiatives (such as the Diversity Action Plan) may be solid catalysts leading to the unusually quick reaffirmation of accreditation on June 26, 2008. 
	This number is derived from the Ombuds Blog Directory,. , as displayed on. September 21, 2009. This directory does not include academic ombuds offices without websites, so the. actual number of existing academic ombuds offices may be greater.. “Monitoring Report to the MSCHE”, Page 18, .. 
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	http://ombudsblogdirectory.blogspot.com/search/label/Colleges%20and%20Universities
	http://ombudsblogdirectory.blogspot.com/search/label/Colleges%20and%20Universities
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	Gallaudet‐MSCHE‐MonitoringReport.pdf
	http://aaweb.gallaudet.edu/documents/MSCHE/2008‐04
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	Purpose and Scope of Services
	Purpose and Scope of Services
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	The ombuds provides a neutral, confidential, informal and independent environment to the extent possible based on the laws and policies governing the office. The ombuds office is a confidential place where members of the University community can seek guidance regarding issues, questions, or concerns which hinder their ability to excel academically and/or in the workplace. 
	The principles indicated in this purported purpose and scope of services were mainly derived from the November 2006 Declaration of Best Practices for University of California Ombuds Offices (), the August 2006 Charter Agreement for the Claremont Graduate University Ombuds Office (), and the May 2007 charter agreement for the Ombuds Office of the California State Polytechnic University, Pomona (). Language from other terms of reference and charters may have been incorporated, such as those for West Georgia U
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	http://www2.ucsc.edu/ombuds/about/BestPracticesDeclaration.pdf
	http://www.cgu.edu/PDFFiles/PresidentsOffice/Ombuds/CharterFinal.pdf
	http://www.csupomona.edu/~ombuds/charter.shtml


	Standards of Practice and Code of Ethics 
	Standards of Practice and Code of Ethics 
	The ombuds adheres to the International Ombudsman Association (“IOA”) , , and . These tenets require that the ombuds functions independently of their organization, be confidential and neutral, and limits the scope of her services to informal means of dispute resolution. The ombuds acts with integrity, fosters respect for all members of the University and promotes procedural fairness in the content and administration of the University’s practices, processes and policies. The ombuds is a member of the IOA and
	Standards of Practice
	Code of Ethics
	Best Practices

	The ombuds publicizes the confidential, independent, neutral and informal nature of her services through a website, promotional materials, orientation workshops, and/or other mechanisms and means as appropriate. 
	A. Independence 
	A. Independence 
	The ombuds must be free from interference in the performance of her duties. This independence is ensured primarily through organizational recognition, reporting structure, and neutrality. The ombuds operates independent of ordinary line and staff structures. The ombuds exercises sole discretion over whether and how to act regarding individual matters or systemic 
	concerns. The ombuds has access to all information and all individuals in the organization, as permitted by law. 
	To fulfill her functions, the ombuds has a specific allocated budget, adequate space, and sufficient resources to meet operating needs and to pursue continuing professional development. The ombuds has the authority to manage the budget and operations of the Office of the Ombuds. During this timeframe, the ombuds reports to the office of the University Provost for administrative and budgetary matters and trends affecting the University climate. Starting January 1, 2010, the ombuds reports directly to the Pre
	Section 2.3 of the IOA Standards of Practice


	B. Confidentiality 
	B. Confidentiality 
	The ombuds does not disclose and cannot be required to disclose any information provided in confidence, except to address an imminent risk of serious harm. The decision whether an imminent risk of serious harm exists in order to make such disclosure rests solely at the discretion of the ombuds, and usually means the existence of an imminent risk to human life. The ombuds asserts that there is a privilege with respect to the identity of visitors and their issues. The ombuds does not confirm communicating wit

	C. Neutrality 
	C. Neutrality 
	The ombuds is neutral in her/his activities, and does not take sides in any conflict, dispute or issue. The ombuds impartially considers the interests and concerns of all parties involved in a situation with the aim of facilitating communication and assisting the parties in reaching mutually acceptable agreements that are fair and equitable, and consistent with the mission and policies of the University. The ombuds avoids involvement in matters where there may be a conflict of interest. (A conflict of inter

	D. Informality 
	D. Informality 
	The ombuds is a resource for informal dispute resolution only. The ombuds does not formally investigate, arbitrate, adjudicate or in any other way participate in any internal or external formal process or action. Use of the ombuds is voluntary and not a required step in any grievance process or University policy. 


	Authority and Limits of the Ombuds 
	Authority and Limits of the Ombuds 
	The authority of the ombuds derives from the University administration as manifest by the endorsement of the University. 
	A. Authority of the Ombuds 
	A. Authority of the Ombuds 
	1. Initiating Informal Inquiries 
	1. Initiating Informal Inquiries 
	The ombuds is entitled to inquire informally about any issue concerning the University and affecting any member of the University community. Therefore, the ombuds may initiate informal inquiries into matters that come to her attention without having received a specific complaint from an affected member of the University community. 

	2. Access to Information 
	2. Access to Information 
	The ombuds has access to all information and all individuals in the organization, as permitted by law, from files and offices of the University, and preserves and respects the confidentiality of that information. Requests by the ombuds for information are handled with reasonable promptness by University departments and units. 

	3. Ending Involvement in Matters 
	3. Ending Involvement in Matters 
	The ombuds may withdraw from or decline to look into a matter if she believes involvement would be inappropriate for any reason. 

	4. Discussions with Visitors and Others 
	4. Discussions with Visitors and Others 
	The ombuds has the authority to discuss a range of options available to her visitors, including both informal and formal processes. The ombuds may make any recommendations she deems appropriate with regard to resolving problems or improving policies, rules or procedures. However, the ombuds has no actual authority to impose remedies or sanctions or to enforce or change any policy, rule or procedure. 

	5. Access to Legal Counsel 
	5. Access to Legal Counsel 
	On occasion, the ombuds may require legal advice or representation, from time to time, in order to fulfill her required functions. The ombuds is provided with legal counsel separate and independent from the University in the event she is asked for documents or testimony related to any litigation or other formal process arising out of ombuds’ activities, or when any other conflict of interest arises between the ombuds office and the administration or the University. 
	B. Limitations on the Authority of the Ombuds 
	1. Receiving Notice for the University 
	Communication to the ombuds does not constitute notice to the University. This includes allegations that may be perceived to be violations of laws, regulations or policies, such as sexual harassment, issues covered by the whistleblower policy, or incidents subject to reporting under the Clery Act. Although the ombuds may receive information about such allegations, she is not a “campus security authority” as defined in the Clery Act, nor is she required to report these allegations to the University. If a vis
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	2. Formal Processes and Investigations 
	The ombuds does not conduct formal investigations of any kind. The ombuds also does not participate in the substance of any formal dispute processes, outside agency complaints or lawsuits, either on behalf of a visitor to the ombuds or on behalf of the University. Because confidentiality and informality are critically important to the ombuds office, all communications with the ombuds are made with the understanding that they are confidential, off‐the‐record, and that the ombuds will not be called to testify
	3. Record Keeping 
	The ombuds does not keep records for the University, and does not create or maintain documents or records for the University about individual case issues, questions, or concerns. Notes and any other materials developed during the course of working on a case are maintained in a secure location and manner, and routinely destroyed at regular intervals as determined by the ombuds once the case is concluded. The ombuds may maintain anonymous statistical data to assist the ombuds in reporting trends and giving fe
	4. Advocacy for Parties 
	The ombuds does not act as an advocate or representative for any party in a dispute. 
	The Jeanne Clery Disclosure of Campus Security Policy and Campus Crime Statistics Act (The Clery Act) is a federal statute codified at 20 U.S.C. §1092(f), with implementing regulations at 34 CFR §668.46. Under this Act, all postsecondary institutions which participate in federal student financial aid programs are required to maintain and disclose certain information about crime on and near their respective campuses. 
	6 


	5. Adjudication of Issues 
	5. Adjudication of Issues 
	The ombuds does not have authority to adjudicate, impose remedies or sanctions, or to enforce or change University policies or rules. 



	Protection from Retaliation for Using the Ombuds Office 
	Protection from Retaliation for Using the Ombuds Office 
	All members of the University community have the right to consult the ombuds without reprisal. The ombuds works with the University to create policies to protect visitors from retaliation for using the services of the ombuds office. 

	Outreach Efforts 
	Outreach Efforts 
	Given that the campus community continues to receive new students and other community members, effective outreach activities are paramount in order to ensure that the campus community is constantly and comprehensively apprised regarding the availability and appropriateness of the ombuds office as a conflict management resource. This is especially true in light of the relative novelty of this office on campus and in the United States. 
	The ombuds office conducts numerous orientation activities for the campus community, especially new students. Such orientation activities are provided in small group settings in order to cater to the particular needs and interests of various community members. For example, separate orientation workshops are provided to the following new students: undergraduate, graduate, international, Jumpstart participants, new signers, new student organization officers, Bison leaders, English Language Institute (ELI) stu
	Further, the ombuds office accepts numerous invitations to provide legal training and guest presentations for the campus community, such as: 
	1. 
	1. 
	1. 
	First Year Seminar Course 

	2. 
	2. 
	Advocacy Course for Office of Students with Disabilities 

	3. 
	3. 
	Business Law and/or Ethics 

	4. 
	4. 
	Employment Rights 

	5. 
	5. 
	Group Conflict Management Strategies 

	6. 
	6. 
	Disability Rights 

	7. 
	7. 
	Professional Development for Managers: Managing Conflict 

	8. 
	8. 
	Mediation, Dialogue, and Deliberation 

	9. 
	9. 
	Conflict Strategies Inventory 

	10. 
	10. 
	DC Disability Awareness Day in Partnership with D.C. Government 


	Marketing efforts were amplified by the hire of a prodigious student assistant for outreach purposes for the Spring 2008 semester. This student, Christine Parrotte, created advertisements for the student newspaper, campus television, bookmarks and pens, and a large wall banner (a copy of the banner is displayed on the front cover of this report.) The ombuds office endeavors to continue the employment of students in order to enhance their marketability post‐graduation, and to market the office more effective

	Profile of Visitors and Issues Brought to Attention of the Ombuds 
	Profile of Visitors and Issues Brought to Attention of the Ombuds 
	In the first stage of the office’s inception from January 15, 2008 to June 30, 2008, the Gallaudet. ombuds office focused on launching this office which included setting up the framework of this. office, establishing a website, researching best practices of ombudsing, creating an intake form. and other procedural protocols, developing an independent Internet‐based electronic database. in order to cull and categorize concerns of visitors, becoming oriented with the University with. many informational meeting
	A formal database system which reflected current best practices was launched on July 1, 2008,. so the statistics culled in this analysis involves the pilot year of this database program, from July. 1, 2008 to June 30, 2009. Within this timeframe, the ombuds office was visited by a total of. three‐hundred and sixty‐two (362) visitors. During this specific timeframe, there were. approximately 203 faculty members and 881 staff members. Hence, the ombuds office received. a total of 137 employees as visitors, wh
	Accordingly to a 2003 survey of academic ombuds offices, the utilization of the ombuds office by. the campus community is usually around four percent (4%).Moreover, a 2008 survey of. ombuds offices indicated that the average number of cases handled per year is in the range of. 101‐300 cases per year with 48% of the respondents within this category.
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	In sum, ombuds offices in the 2008 survey reported their respective caseloads as follows:. 
	Less than 100 cases per year: 30.5%. 101‐300 cases: 48%. 301‐600 cases: 17%. 600+ cases: 4.5%. 
	The Gallaudet University ombuds office handled three‐hundred and sixty‐two (362) visitors, which ranks the utilization of the office as higher than normal. Such higher than normal utilization may be a result of effective marketing, interest in conflict management, and/or accessible and meaningful office programs and services. In fact the number of visitors per month continues to grow steadily as this report is being completed. 
	2003 The Ombuds Association (TOA) Compensation Survey, 2003. TOA is now known as the. International Ombudsman Association (IOA).. 2008 The International Ombudsman Association (IOA) Job Analysis Report, as conducted by the. Schroeder Measurement Technologies, Inc., and available online via the IOA members‐only website.. 
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	Graph of Utilization of the Ombuds Office 
	Graph of Utilization of the Ombuds Office 
	Figure
	The below demographics regarding the visitors’ status quo, ethnicity, hearing status, and gender were self‐identified by the visitors themselves. 

	Graph of Visitors’ Status Quo 
	Graph of Visitors’ Status Quo 
	Figure

	Graph of Students as Visitors 
	Graph of Students as Visitors 
	Figure

	Graph of Employees as Visitors 
	Graph of Employees as Visitors 
	Figure

	Graph of Other Visitors 
	Graph of Other Visitors 
	Graph of Other Visitors 
	Graph of Visitors’ Ethnicity 

	Figure

	Sect
	Figure

	Graph of Visitors’ Hearing Status 
	Graph of Visitors’ Hearing Status 
	Figure

	Graph of Visitors’ Gender 
	Graph of Visitors’ Gender 
	Figure

	Graph of Various Issue Categories Brought to the Attention of the Ombuds 
	Graph of Various Issue Categories Brought to the Attention of the Ombuds 
	The visitors brought to the attention of the campus ombuds a total of one thousand and sixty‐nine (1,069) issues. In reviewing the profile analysis of concerns below, please bear in mind that the data in this report results from self‐selected individuals who chose to visit the ombuds office, rather than a random and unbiased survey, so such data may not be statistically representative of the campus as a whole. Additionally, the issues identified may be unsubstantiated and unverified because the ombuds, in a
	Standards of Practice

	In order to organize and categorize the one thousand and sixty‐nine (1,069) issues brought to the attention of the ombuds, the Office of the Ombuds adopted the IOA uniform reporting categories (URC) which are quite detailed and complementary to the issues which were raised on our campus which were tracked through the use of the office’s own intake forms.Accordingly, the nine IOA URC categories of issues which were brought to the attention of the campus ombuds are illustrated in the next graph. 
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	Figure
	The IOA Uniform Reporting Categories document in its entirety is attached as Appendix A, and the Gallaudet University Office of the Ombuds intake form is attached as Appendix B. 
	9 


	Graph of Concerns about Employee Compensation and Benefits 
	Graph of Concerns about Employee Compensation and Benefits 
	The first Uniform Reporting Category (URC) of the International Ombuds Association (IOA) is compensation and benefits, which addresses questions, concerns, issues, or inquires about the equity, appropriateness and competitiveness of employee compensation, benefits, and other benefit programs. The Office of the Ombuds tallied the number of concerns about compensation and benefits as follows: 
	Figure

	Graph of Concerns about Evaluative Relationships 
	Graph of Concerns about Evaluative Relationships 
	The second IOA URC category focuses on concerns about evaluative relationships and pertinent questions, concerns, issues, or inquiries arising between people in evaluative relationships (e.g., supervisor‐employee, or faculty‐student). The tally by the Office of the Ombuds is as follows: 
	Figure

	Graph of Concerns about Peer Relationships 
	Graph of Concerns about Peer Relationships 
	The third URC IOA category addresses peer and collegial relationships, and pertinent questions, concerns, issues, or inquiries involving peers or colleagues who do not have a supervisory‐employee or student‐professor relationship (e.g., two staff members within the same department or conflict involving members of a student organization.) The tally is as follows: 
	Figure

	Graph of Concerns about Career Progression and Development 
	Graph of Concerns about Career Progression and Development 
	The fourth IOA URC category identifies career progression and development, and correlating questions, concerns, issues, or inquiries about administrative processes and decisions regarding entering and leaving a job, and what it entails (e.g., recruitment, nature and place of assignment, job security, and termination.) The tally is as follows: 
	Figure

	Graph of Concerns about Legal, Regulatory, and Financial Compliance 
	Graph of Concerns about Legal, Regulatory, and Financial Compliance 
	The fifth IOA URC category addresses legal, regulatory, and financial compliance, and related questions, concerns, issues, or inquiries that may create a legal risk for the organization or its members if not addressed. The tally by the ombuds office is as follows: 
	Figure

	Graph of Concerns about Safety, Health, and the Physical Environment 
	Graph of Concerns about Safety, Health, and the Physical Environment 
	The sixth IOA URC category relates to safety, health and the physical environment and pertinent questions, concerns, issues or inquiries. The tally by the ombuds office is as follows: 
	Figure

	Graph of Concerns about Service and Administrative Issues 
	Graph of Concerns about Service and Administrative Issues 
	The seventh IOA URC category addresses service and administrative issues, and related questions, concerns, issues or inquiries about services or administrative offices. The tally by the ombuds office is as follows: 
	Figure

	Graph of Concerns about Organizational, Strategic, and Mission‐Related Issues 
	Graph of Concerns about Organizational, Strategic, and Mission‐Related Issues 
	The eighth IOA URC category identifies organizational, strategic, and mission related issues, and pertinent questions, concerns, issues or inquiries that relate to the whole or some part of the institution. The ombuds’ tally is as follows: 
	Figure

	Graph of Concerns about Institutional Values, Ethics, and Standards 
	Graph of Concerns about Institutional Values, Ethics, and Standards 
	The ninth and final IOA URC category focuses on values, ethics and standards, and questions, concerns, issues, or inquiries about the fairness of the organizational values, ethics, and/or standards, the application of related policies and/or procedures, or the need for creation or revision of policies and/or standards. The ombuds’ tally is as follows: 
	Figure


	Following Up on Concerns 
	Following Up on Concerns 
	The ombuds confidentially receives all visitors’ questions, concerns, issues, or inquiries. The ombuds explains policies, answers questions, and offers options to the visitor. The response of the ombuds is tailored to the dynamics of the situation and the visitor’s concerns. The ombuds listens, makes informal inquiries or otherwise reviews matters received, offers resolution options, makes referrals, and mediates disputes independently and impartially. The ombuds assists parties in reaching resolutions that

	Issues and Trends 
	Issues and Trends 
	The ombuds provides monthly reports to the Provost, and starting January 1, 2010, to the President, to identify in great detail the issues, trends, and recommendations, along with statistics on concerns raised in the nine given reporting categories listed above. This section will analyze the aggregated data as compiled over the twelve‐month time period covered in this report. 
	Evaluative relationships on campus resulted in the greatest number of questions, concerns, issues, and/or conflicts (such as these between supervisors and employees, or professors and students). Three‐hundred and eighty‐five (385) issues out of one thousand and sixty‐nine (1,069) issues were related to evaluative relationships (i.e., 36% of the total). In specific, the 
	Evaluative relationships on campus resulted in the greatest number of questions, concerns, issues, and/or conflicts (such as these between supervisors and employees, or professors and students). Three‐hundred and eighty‐five (385) issues out of one thousand and sixty‐nine (1,069) issues were related to evaluative relationships (i.e., 36% of the total). In specific, the 
	issues dominated in the areas of respect and treatment, departmental and/or workplace climate, assignments/schedules, priorities, values and beliefs, and supervisory effectiveness. 

	Three categories follow with approximately the same amount of concerns after the first highest ranked category of evaluative relationships. 
	1.. 
	1.. 
	1.. 
	Service and administrative issues. One hundred and forty‐three (143) concerns specifically related to the quality of campus services, the responsiveness and timeliness of such services, and administrative decisions which are non‐disciplinary in nature. 

	2.. 
	2.. 
	Peer and colleague relationships. One hundred and thirty‐four (134) concerns were raised in the category of peer relationships (such as these relationships which are not supervisory or evaluative in nature, such as two staff members within the same department, or conflict involving members of a student organization.) The area of respect and treatment garnered 32% of the concerns in the category of peer relationships. This is followed by concerns in the areas of trust and integrity, and the quality and/or qu

	3.. 
	3.. 
	Organizational and strategic issues. One hundred and twenty‐four (124) concerns related to the whole or some part of the University regarding demonstrated principles, decisions, and actions, its leadership and management, the institutional climate, and the quality, content, timing, effects, and amount of the institution’s communications about policies and strategic issues. 


	Other notable trends were reflected in the profile of issues as follows: 
	 In the area of career progression and development, emphasis was strong on the interest of career development and mentoring, including the need of available internships and employment for students, as well as mentoring and professional development opportunities for employees. 
	. External non‐campus related conflicts (such as legal matters, critical domestic crises, discrimination, and medical issues) also resulted in visitors seeking out the ombuds’ assistance. 
	. Issues about student‐based disability accessibility and accommodations, diversity‐related discrimination (such as different treatment based on gender, race, age, national origin, religion, and/or disability,) and general harassment made up the bulk of the concerns under the category of institutional liability. 
	. The category of employee compensation and benefits had the least number of concerns. This may mean that, relatively speaking, concerns about the equity, appropriateness, and competitiveness of employee compensation and benefit programs did not come to the attention of the ombuds in great numbers. 

	Future Goals and Challenges 
	Future Goals and Challenges 
	The Office of the Ombuds is a conflict management resource for the campus community in order to promote excellence at the University; hence, in order to serve as an effective and invaluable service, the office identifies the following future goals and challenges: 
	. Continue to conduct activities that ensure effective collaboration with groups, units, and departments which represent the various constituents of the campus community, including students, faculty, staff, students’ families, alumni, applicants, and others as appropriate. Such collaboration will assist in clarifying and prioritizing the areas of need which may be met by the Office of the Ombuds and in assessing the programs and services of the campus ombuds. 
	. Continue to promote comprehensive marketing and orientation workshops, events, and tools in order to apprise the continuously evolving campus community of this relatively novel resource available for their perusal. This may include advertisements in various means of campus media such as the student newspaper, the campus television, banners, and so forth. Also, the office should continue to sponsor the annual International Conflict Resolution Day which falls on the third Thursday of October; the most rece
	. Continue with professional development training activities and conferences to ensure that the office adheres to best practices of the International Ombudsman Association (IOA) and the National Association of College and University Attorneys (NACUA). 
	. Address the need for administrative support for logistical and administrative purposes (such as office supplies, logistics for events and workshops, general report development and dissemination, student payroll and hours, office’s anonymous database, travel plans, and social media marketing.) . 
	. Address the need for appropriate office space that ensures multiple exit points,. adequate visibility, privacy, and proximity to pedestrian traffic.. 
	Should you have any questions, concerns, or thoughts you would like to share about this inaugural report, please do not hesitate to contact the ombuds. 
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