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Message from the Ombudsperson

It is my pleasure to serve the Grand Rapids Public Schools (GRPS) community and
present this first annual report at the completion of my inaugural nine months in this
role. The creation of the Office of the Ombuds is a pivotal step in supporting Strategic
Theme 6 of our strategic plan: Creating a Culture of Trust, Collaboration, and
Stewardship. This initiative underscores our commitment to fostering a positive
organizational culture and enhancing communication across all levels of GRPS.

One of the most significant benefits of this office is its ability to serve as a safe and
impartial space for addressing concerns and resolving conflicts. In any organization,
conflicts can hinder progress and harmony, especially in a system that serves scholars,
families, and the community. Our strategic plan emphasizes the importance of
collaboration and trust, and the Office of the Ombuds is dedicated to supporting these
goals by providing a listening ear and offering tools and resources that facilitate
constructive resolution.

My aim is to ensure that everyone who visits our office feels welcomed, heard, and
respected. This alighs with our strategic commitment to creating an inclusive
environment where open dialogue and understanding thrive. My hope is that this
sentiment will continue to spread throughout our community, fostering a culture of
mutual respect and cooperation.

| am grateful to the GRPS community for allowing me to serve and learn in this role and
for recognizing the value of establishing this office. | also want to express my deepest
gratitude to the Superintendent, staff, community, and Board of Education for their
support and trust. Together, we are building the first-ever Office of the Ombuds in GRPS,
and | look forward to continuing this journey with you all as we work towards the goals
outlined in our strategic plan.

Thank you for the opportunity to make a difference.

Sincerely,
Maleika J. Brown, Ed.S
Ombudsperson, Grand Rapids Public Schools

"The value of the Ombuds is in the Fossibi/[‘fy; the
Ipo*enﬁa/ and the holpe that we can do better and that
we will do better if we raise issues and work fhrou_qh

them *oge?‘her — in constructive dia/o_quau
Source:The 10A Ombuds E’epor{ June 2020
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Office Overview (/=
‘

The Grand Rapids Public Schools Office of the Ombudsperson operates in accordance
with the International Ombuds Association (IOA) Code of Ethics and adheres to the inrernational

following principles: OMBUDS

ASSOCIATION

Confidentiality~Impartiality~Independence~Informality

Supporting Strategic Theme 6: Creating a Culture of trust, collaboration and stewardship,
the Office of the Ombuds seeks to empower those who contact the office to resolve issues
on their own if possible. Depending on the situation, the Ombudsperson’s office may utilize
different methods/techniques to help the visitor. Some of the common
methods/techniques used include:

« Listens and helps clarify visitor concerns

* Provides information and explores available options
* Identifies underlying issues and interests

» Facilitates discussions to resolve issues

While the Ombud’s office can assist most individuals, there are some actions the
Ombudsman CANNOT take, such as:

 Act as an individual’s advocate

* Serve as a formal office of legal notice for GRPS
» Conduct formal investigations

» Maintain records

To learn more about the office and how we can support you, please visit our website. Due to
the confidential nature of the office, visitors are seen by appointment either in-person,
virtually, or over the phone. To schedule an appointment directly, please use our online
booking system. For any questions/concerns, you can contact us in the following ways:

Email: ombuds@grps.org
Phone: 616-819-3006

The Ombudsperson’s office is located at:

Rev. Lyman S. Parks Administration Bldg.
1331 Martin Luther King Jr. St. SE
Grand Rapids, M1 49506

1 The term “Ombuds” includes all applicable nomenclature in use for an organizational
ombudsperson.

The term “visitor” is generally accepted to describe those who engage the services of the
Ombudsman.


http://www.grps.org/ombuds
https://outlook.office365.com/owa/calendar/GRPSOmbuds@grps.org/bookings/
https://outlook.office365.com/owa/calendar/GRPSOmbuds@grps.org/bookings/
https://outlook.office365.com/owa/calendar/GRPSOmbuds@grps.org/bookings/
mailto:ombuds@grps.org
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Ombuds Mission and Guiding Principles

The Office of the Ombuds at Grand Rapids Public Schools operates with unwavering commitment to the
core values set forth by the International Ombuds Association (IOA). These values—acting with honesty and
integrity, promoting fairness and supporting fair processes, remaining non-judgmental while showing
empathy and respect for individual differences, and fostering dignity, diversity, equity, inclusion, and
belonging—are integral to our daily work. We prioritize active listening to communicate an accurate
understanding, and we promote individual empowerment, self-determination, and collaborative problem-
solving.

As an accessible, trusted, and respected informal resource, our office aligns with Grand Rapids Public
Schools' mission to ensure all scholars become educated, self-directed, and productive members of
society. Additionally, we support Theme Six of the 2022-2027 Strategic Plan, which emphasizes the
importance of building trust through community engagement, transparent practices, and financial
sustainability. By integrating these values into our operations, we strive to enhance partnerships that align
with community and scholar success, ensuring that our office remains a vital and effective resource for all
school constituents. 3

Core Values

The result of our work, guided by these core values, is represented in this report which
presents data and observations that reflect the experiences of 75 visitors from our school
community over a relatively short span of nine months. As the Office of the Ombuds
continues to establish itself and expand its outreach, these insights provide a high-level
overview of the concerns brought forward during this formative period.

The observations detailed in this report represent a foundational step in our ongoing
commitment to continuous improvement within the Grand Rapids Public Schools. This
report serves as a critical starting point for our leadership to address key issues and
enhance the support provided to our diverse community.

3 The Office of the Ombudsperson is not affiliated with any compliance function of the Grand Rapids Public
Schools and does NOT serve as an agent of notice for the school district.

3
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Working with the Ombudsperson

When an individual or group contacts the office, the following steps are addressed during
the initial meeting or over several meetings.

Initial Conversation

Set up a time to meet privately and confidentially
either in person, virtually, or over the phone.

Clarify Roles

Review the standards of practice and answer any
questions about the office, role, and how the office works.

Understand the Situation

Listen and ask questions to understand the situation from the
visitor's perspective, not to decide who is right or wrong.

Work with the visitor to look at the issue in a different way by
thinking about other parties, issues, relationships, and causation.

Explore Options

Identify potential options which may help to
address the situation.

—ﬁ_

As the visitor determines their way forward, the office may
be involved as long as it is with the scope of the office.

Office of the Ombuds Annual Grand Rapids Public Schools
Report Submitted August 26, 2024 4
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Year in Review

The Office of the Ombuds for Grand Rapids Public Schools, which began its operations in September
2023 and was formally launched on October 12, 2023, has seen a steady increase in visitors
throughout its initial months. To better understand this growth, we have divided the data into three
equal parts, known as "terciles." A tercile is a way of breaking down data into three equal sections,
each representing one-third of the total.

In the first tercile, covering the earliest months of operation, the office served 21 visitors. This initial
period was foundational, as the office was still establishing its presence among all school
constituents, including students, staff, and community members. Moving into the second tercile, the
number of visitors increased to 26. This growth can be attributed to enhanced awareness through
both formal marketing efforts and the spread of information by word of mouth.

The third tercile saw a further increase, with 28 B Number of Cases by Tercile
visitors engaging with the Ombuds office. This steady P’ 35% 37%
rise in visitor numbers reflects the effectiveness of

our outreach and the growing trust and recognition
of the office as a resource for the entire school
community.

25

B Count of Month of Contact
14

12

Sept - Dec Jan - Mar Apr - June

It is important to note that this data does not

represent a full calendar year, as the office

opened in September, and therefore covers a

shorter period. Additionally, there was a

2 notable decrease in visitors during June,
following the close of the school year, as

S many school constituents were less engaged
with school-related matters during the
summer break.

The consistent increase in visitors across the terciles demonstrates the positive impact of
our efforts to connect with all members of the school community and reinforces the value
of the Office of the Ombuds in supporting the diverse needs of Grand Rapids Public
Schools.
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Year in Review
Continued

School Staff 12%
17.3%

Over the past year, the Office of the Ombuds
for the Grand Rapids Public Schools has
received 75 visitors from various parts of the
school community. Of the 75 total visitors,
50 visitors (67%) were persons who comprise
scholars’ home and community support
network: family, caregivers and community
members. In addition, the Ombuds served 25
visitors (33%) categorized as GRPS
employees.

Community
12%

Family Members
2.7%

Support Staff
4%

Parent/Guardian
52%

Family Members

4%

Community Members
18%

Parents and caregivers represented the largest group,
accounting for 52% of the visitors. Community
members comprised 12% while family members
accounted for 2.7%.

Support Staff
12%

Parents and Caregivers

25

School staff made up 17.3%, while Central Office staff

Central Office Staff

made up 12% , and other support staff members 36%
represented 4%.

School Staff
52%

GRPS Scholars are not included in this data, as the office did not market its services to the
scholar population during the first nine months. However, outreach to scholars is planned for
the upcoming year to ensure they are also supported by the Office of the Ombuds.
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Uniform Reporting Categories Data

Visitors often express concerns related to more than one category. Within each category there
are numerous subcategories. For a more detailed explanation of this data, see Appendix B.

Employee and Volunteer Cases

Safety, Health and Physical Environment

Of Employee and Volunteer visitors, the
most often expressed concerns fell within
the categories of Safety, Health and
Physical environment and Organizational
Values and Ethics. It is also worth noting
that concerns within the remaining seven
reporting categories were closely clustered
behind these top two, indicating a broad

0 s 1 5 20 range of issues that also merit attention.

Peer and Colleague Relationships

Values, Ethics and Standards

Organizational/Strategic/Mission

Evaluative Realtionships

Services/Administrative Issues

Career Progression and Development

Compensation/Benefits

Parents, Caregivers, and Community Cases

The data from GRPS parents and volunteers show Safety/Environment
that Safety and Environment were the top Misc/Other
concerns, with 12 mentions. Other key areas of penavior/bisciptine
concern include Behavior and Discipline, Policies

Policies/Regs

School Community

and Regulations, and School Community. Fewer Academics
concerns were noted in areas like Academics, Instructional Programming
Transportation, and Enrollment, with the least Transportation
focus on Discrimination/Harassment and Enroliment
Technology. This indicates a primary emphasis on prermiteres

Technology

safety-related issues. o 2 4 & & 10 1

Cases Specific to Special Education and 504

Procedures and Compliance

The data related to Special Education and 504
show that concerns were most frequently
expressed about Procedures and Compliance.
Instructional Programming also drew attention,
followed by individual mentions for Academics,
Policies and Regulations, Behavior and Discipline,
Enrollment, 504, and Miscellaneous/Other issues.
This suggests a primary focus on procedural and
compliance matters within Special Education.

Instructional Programming

Academics

Policies and Regulations

Misc/Other

Behavior and Discipline

Enrollment

504

/ \ OFFICE OF THE
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Common Subcategories
The predominant subcategories that were discussed as related to these top concerns
were:
e Communication (quality and/or quantity of communication);
e Safety (security: policies and procedures (all constituents), physical and
environmental work and learning conditions)
e Respect/Treatment (demonstrations of inappropriate regard for people, not
listening, rudeness, etc.);
e Trust/Integrity (suspicion that others are not being honest, whether or to what
extent one wishes to be honest, etc.);
e Departmental climate (prevailing behaviors, norms, or attitudes within a
department for which supervisors have responsibility);
e Organizational climate (issues related to organizational morale and/or capacity for
functioning); and
e |eadership/Management (quality and capacity of management and/or
management/leadership

OmbUdS Actions (All. Cases) To address the concerns raised, the Ombuds

employed various approaches while upholding the
core values of the profession. These actions reflect
a commitment to supporting individuals and
addressing issues in a manner consistent with the
principles of fairness, confidentiality, and
impartiality.

Coaching
Listened to Concern

Provided information

The Ombuds response to concerns is a crucial lever
in improving the culture within GRPS and aligns
directly with Strategic Theme 6 of the 2022-2027
GRPS Strategic Plan. By addressing issues with
fairness, confidentiality, and impartiality, the
Ombuds plays a vital role in fostering a more
inclusive and supportive environment. This
approach not only helps resolve individual concerns
but also contributes to the broader goal of
enhancing organizational culture and achieving the
district's strategic objectives.

Ombuds Raised Concern

Shuttle Diplomacy

Systemic issue raised

Informal mediation
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Outreach and Professional Growth

Throughout the year, the Ombudsperson has actively engaged in outreach efforts to educate the
GRPS community about the Office of the Ombuds and its role within the organization. These
efforts are crucial in building awareness and understanding of how the office can serve as a
resource for staff, parents, caregivers, and the broader community.

In collaboration with the Communications Department, a dedicated website for the Office of the
Ombuds was developed. This website was carefully organized to ensure easy navigation, making it
simple for visitors to access information about the office and the support it offers. Additionally, a
video introducing the newly formed office and the role of the Ombudsperson was created and
shared with staff, parents, caregivers, and the community, further promoting the office's presence
and purpose.

To reach an even wider audience, the Communications Department facilitated an interview with
MLive, resulting in a published story that informed the broader community about the office and
its mission. The Ombudsperson also conducted informational sessions and presentations for
Parent Action Leaders, the Superintendent’s Scholar Advisory Council, and various departments
within the organization. These presentations provided a comprehensive overview of the office and
offered valuable information that could be shared with others.

As part of the ongoing commitment to transparency and community engagement, the
Ombudsperson initiated a protocol to involve constituents from a cross-section of the community
in reviewing and providing feedback on the Office of the Ombuds charter. This protocol was
facilitated by a respected member of the education community, ensuring that the process was
guided by expertise and a deep understanding of our organizational goals. This inclusive approach
ensured that diverse perspectives were considered, fostering a sense of shared ownership and
accountability. The feedback received was instrumental in refining the charter, which was
subsequently adopted and signed by the administration during this past year. This collaborative
effort not only strengthened the foundation of the office, but also reinforced its role as a trusted
and impartial resource for the entire GRPS community.

These outreach efforts have laid a solid foundation for the Office of the Ombuds, and the
commitment to educating and engaging with the GRPS community will continue to be a priority in
the coming years.

The Ombudsperson is an active member of the International Ombudsman Association (IOA) and
the United States Ombudsman Association (USOA), participating in the IOA’s K-12 Ombudsman
group and serving on the USOA DEI committee. Regular participation in weekly mentoring
sessions, attendance at the IOA and USOA conferences, participation in numerous professional
learning opportunities, and involvement in the Michigan Caucus of Educational Ombuds have all
contributed to professional growth and networking, ensuring that the office remains informed and
effective inits role.
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Ombuds Observations

Observation 1

When respectful and trusting relationships and open lines of communication are
established, our GRPS community members feel empowered to address
concerns and explore options for resolution with greater ease and confidence.
Clear, effective, and timely communication, along with ensuring enough time is
dedicated to hearing concerns, fosters mutual understanding and a sense of
value, respect, and belonging within our district.

Observation 2

When concerns are tied to topics that are clearly outlined in policy, regulation, or
protocol, constituents often experience a sense of clarity, with defined
expectations and predictable timelines. However, when issues involve less
structured processes, there can be feelings of uncertainty and ambiguity. In
either case, it’s clear that constituents place a high value on being heard and
benefit from understanding the reasoning behind decisions that affect them or
their families.

Observation 3

Constituents appreciate the establishment of this office, recognizing it as a
valuable safe space where they can voice concerns and access essential
information. Their positive feedback underscores the importance of the support
and resources provided by this office. However, it also highlights the need for
greater awareness so that more individuals can benefit from the services and
safe space it offers.

10
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Navigating, Connecting, Empowering

Goall

Expand outreach efforts to specifically target families, caregivers, community members,
employees, and scholars who are less likely to engage in formal processes. This initiative aims
to increase awareness and accessibility, ensuring that all groups feel supported and are more
inclined to utilize available resources.

Goals 2

Build and strengthen relationships with both internal and external constituents and leadership.
These efforts include holding regularly scheduled meetings with core departments within the
district and parent and community groups. This will foster ongoing communication,
collaboration, and mutual understanding across the district.

Goal 3

Continue to read, research, and collaborate to develop and provide professional learning
opportunities that empower constituents to build their skills in communication and conflict
resolution, fostering greater independence and confidence in addressing issues on their own.

Goal 4

Create and publish resources to help constituents navigate issues and concerns more
effectively, providing clear guidance and support throughout the resolution process.

11
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Appendix A

INTERNATIONAL OMBUDSMAN ASSOCIATION

Uniform Reporting Categories

VERSION 2

October 2007

1.Compensation & Benefits

Questions, concams, issues of inguiries about the
equity, appropriateness and competifiveness of
employee compensalion, benefits and other benefit

programs.

1.a Compensation (rafe of pay, salary amount,
job salary classification/leved)
1.6 Payroll (administrafion of pay, check wrong or

delayed)

1.c Benefits (decisions related to medical, dental,
life, wacation/sick leave, education, worker's
compensation insurance, etc.)

1.d Retirement, Pension (eligibility, calculafion of
amount, refirement pension benefits)

1.2 Other [any cther employee compensation or
benefit not described by the abowve sub-
categories)

2. Evaluative Relationships

Questions, concerns, issues of inguiries arising

between people in evaluative relationships (i.e.
supervisor-employee, faculty-student.)

2.a Priorities, Values, Beliefs (differences about
what should be considerad important — or most
important — often rooted in ethical or moral
beliefs)

2b RespectTreatment (demonstrations of
inappropriate regard for people, not listening,
rudeness, crudengss, efc.)

2.c Trustiintegrity (suspicion that others are not

being honest, whether or to what extent one

wishes to be honest, efc.)

Reputation (possible impact of rumors andlor

gossip about professional or personal matiers)

Communication (guality andior quantity of

commumication)

2f Bullying, Mobbing (abusive, threatening,
andior coercive behaviors)

2.9 Diversity-Related (comments or behaviors
perceived to be insensitive, offensive, or
intolerant on the basis of an idenfity-related
difference such as race, gender, nafionality,
sesual orientafion)

2.h Retaliation (punitive behaviors for previous
actions or comments, whi

2)i Physical Violence (actual or threats of bodily
hamm to another)

2.j Assignments/Schedules (approprateness or
fairness of tasks, expected volume of work)

2k F-h:k{fmdbmturmmgrﬁmmm or
responses fo feedback received)

2.1 Consultation (requests for help in dealing with
issues between two or more individuals they
apa{m'tnat:h or with other unusual
situations in evaluative relationships)

E

b

2m Performance Appraisal/Grading
{job/academic performance in formal or
informal evaluation)

2n Departmental Climate (prevailing behaviors,
norms, or atfitudes within a department for
which supervisors or faculty have
responsbility.)

2o Supervisory Effectiveness (management of
depariment or classroom, failure to address

issues)

2p Insubordination (refusal to do what is asked)

2.q Discipline (appropriateness, timeliness,
requirements, alternatives, or options for
ressponiding)

Zr Equity of Treatment (favoriism, one or mare
indnviduals receive preferential treatment)

2.3 Other (any other evaluative relafionship not
described by the above sub-categones)

3.Peer and Colleague Relationships

Questions, concems, 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

3.a Priorities, Values, Beliefs (differences about
what should be considered important — or most
important — often rooted in ethical or moral
beliefs)

3b RespectTreatment (demonstrations of
inappropriate regard for people, not listening,
rudeness, crudeness, etc.)

3¢ Trustintegrity (suspicion that others are not
being honest, whether or to what extent one
wishes to be honest, efc.)

3.d Reputation (possible impact of rumors andfor
gossip about professional or personal matters)

3¢ Communication (quality andior quantity of
communicafion)

3f Bullying, Mobbing (abusive, threatening,
andlor coercive behaviors)

3.g Diversity-Related (comments or behavicrs
perceived to be insensifive, offensive, or
intolerant on the basis of an identity-related
difference such as race, gender, naticnality,
seual orientation)

3.h Retaliation |punitive behaviors for previous
actions or comments, whistieblower)

3i Physical Violence (actual or threats of bodily
hamm o another)

3j Other (any peer or colleague relationship not
described by the above sub-categones)

12

4.Career Progression and Development

Quesfions, concerns, issues or inquiries about
adminisirative processes and decisions regarding
entering and keaving a job, what it entails, (ie.,
recruitment, nature and place of assignment, job
security, and separafion.)

4.a Job Application/Selection and Recruitment
Processes (recruitment and selection
processes, facilitafion of job applications,
short-listing and criferia for selection, disputed
decisions linked to recruitment and selection)

4b Job Classification and Description (changes
or disagreements over requirements of
assignment, appropriate tasks)

4.c Involuntary Transfer/Change of Assignment
{motice, selection and special dislocation
nights/benefits, removal from prior duties,
unrequested change of work tasks)

4.d Tenure/Position Security/Ambiguity

(secunity of position or coniract, provision of

4.8 Career Progression (promofion,
reappointment, or tenure)

4.f Rotation and Duration of Assignment (non-
completion or over-extension of assignments in
specific seffings/countries, lack of access or
imvoluntary fransfer to specific
roleslassignments, requests for transfer fo
other places/duties/roles)

4.9 Resignation (concems about whether or how
o voluntarily terminate employment or how
such a decision might be communicated
appropriately)

4.h Termination/Mon-Renewal (end of confract,
non-renewal of contract, disputed permanent
separafion from organization)

4.i Re-employment of Former or Retired Staff
{loss of competifive advantages associated
with re-hiring refired staff, favoriism)

4. Position Elimination (elimination or abolition
of an individual's position)

4.k Career Development, Coaching, Mentoring
(classroom, on-the-job, and varied
assignments as franing and developmental
opportunities)

4. Other [any other issues linked to recruitment,
assignment, job security or separation not
described by the above sub-categories)

\ OFFICE OF THE
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5.Legal, Regulatory, Financial and
Compliance
Questions, concerns, issues or inguiries that may
create a legal risk {financial, sanchion atc.) for the
organization or its members if not addressed,
including issues related fo waste, fraud or abuse.

S.a Criminal Activity (threats or crimes plannad,
observed, or experienced, fraud)
5.b Business and Financial Practices
(inappropriate acfions that abuse or waste
organizational finances, facilities or equipment)
Harassment (unwelcome physical, verbal,
written, e-mail, audio, video psychological or
sexual conduct that creates a hostile or
intimidafing environment)
Discrimination (different treatment compared
with others or exclusion from some benefit on
the basis of, for example, gender, race, age,
nafional crigin, religion, etc.[being part of an
Equal Employment Oppaortunity protected
category - applies in the U.5])
Disability, Temporary or Permanent,
Reasonable Accommodation (exira time on
exams, provision of assistive technology,
interpreters, or Braille materials including
quesiions on policies, ete. for paople with
disabilities)
Accessibility (removal of physical bamiers,
providing ramps, elevators, elc.) )
Intellectual Property Rights (e.g., copyright
and patent infringement)
Privacy and Security of Information (relesse
or actess o indiidual or organizational privale
or confidential informafion)
Property Damage (personal property damage,
liabilifies)
Other (any cther legal, financial and
compliance issue not described by the above
sub-categories)

5f

5h

5.

5

6.Safety, Health, and Physical
Environment
(Questions, concerns, issues or inquiries about
Safety, Health and Infrastructure-related issues.

6.2 Safety (physical safety, injury, medical
evacuation, meeting federal and state
requiremenis for training and equipment)
Physical Working/Living Conditions
(temperafure, odors, noise, available space,
lighfing, etc)

Ergonomics (proper set-up of worksiafion
affeciing physical funciioning)

Cleanliness (sanitary conditions and facilities
o prevent the spread of disease)

Security (adequate lighfing in parking lots,
metal detectors, guards, limited access to
building by mlsldam, anti-termorists measures
{nok for classifying “compromise of classified or
top secref” informafion)

6.b

6.c

2

6f TeleworkiFlexplace (ability fo work from home
or ofher locafion because of business or

personal need, 8.g., in case of man-made or
natural

Safety Equipment (access fo/use of safety
equipment as well as access fo or use of
safety equipment, e.g., fire extinguisher)
Environmental Policies (policies not being
followed, being unfair neffective, cumbersome)
Work Related Stress and Work-Life
Balance (Post-Traumatic Stress, Crifical
Incident Response, internal/extemal stress,
&.g. divorce, shoofing, caring for sick, injured)
Other (any safety, health, or physical
environment issue not described by the above
sub-categories)

6.9

6.h
6.

6

7.Services/Administrative Issues
Cuestions, concems, issues or inquines about
services or administrative offices including from
extemal parties.

T.a Quality of Services (how well services were
provided, accuracy or thoroughness of
informafion, competence, etc.)
Hl:pnruiﬂmd'l'innlnlu (time: involved in
getfing a response or refum call or about the
fime for a complete response to be provided)
Interpretation/Application of Rules (impact
of non-disciplinary decisions, decisions about
requests for administrative and academic
Services, e.g., exceplions fo policy deadlines or
limits, refund requests, appeals of library or
parking fines, application for financial aid, etc.)
Behavior of Service Provider(s) (how an
adminisirator or staff member spoke o or dealt
with & constituent, customer, or client, e.g.,
rude, inatteniive, or impatient)

Other (awmu‘admlmhim issue not
described by the above sub-categories)

b

7d

8.Organizational, Strategic, and Mission
Related

Questions, concerns, issues or inquiries that relate
to the whole or some part of an organization.

8.a Strategic and Mission-Related/ Strategic
and Technical Management (principles,
decisions and actions related to where and
how the organization is moving)
Leadership and Management
(qualitylcapacity of management andlor
managementiieadership decisions, suggested
training, reassignments and reorganizations)

ib

8.c Use of Positional Power[Authority (lack or
abuse of powsr provided by individual's

position)

Communication (conient, style, timing, effects
and amount of organizational and leader's
communication, quality of communication
about strategic issues)

Restructuring and Relocation (issues related
to broad scope planned or actual restructuring
andfor relocafion affecting the whole or major
divisions of an onganization, e.g. downszing,
off shoring, outsourcing)

Organizational Climate (issues related fo
organizational morale andlor capacity for

Change Management (making, responding or
adapfing fo organizational changes, quality of
leadership in facilitating organizational change)
Pricrity Setting and/or Funding (disputes
about seffing organizational departmental
priorifies and/or allocation of funding within
programs)

Data, Methodology, Interpretation of
Results (scientific disputes about the conduct,
outcomes and interpretation of studies and
resulting data for policy)
Interdepartment/interorganization
Woerk/Territory (disputes about which
department/organization should be doing
whatitaking the lead)

Other (any organizational issue not described
by the above sub-categonies)

&d

Bf

By

&h

Bi

Bj

Bk

9.Values, Ethics, and Standards
Quesfions, concems, issues or inquiries about the
fairness of organizational values, ethics, andfor
standards, the application of related policies andlor
procedures, or the need for creafion or revision of
policies, and/or standands.

9.a Standards of Conduct (faimess, applicability
or lack of behavioral guidelines andlor Codes
of Conduct, e.g., Academic Honesty,
plagiarism, Code of Conduct, conflict of

interest)

Values and Culture (questions, concems or
issues about the values or culture of the
organization)

Scientific Conductintegrity (scientific or
research misconduct or misdemeancrs, e.g.,
authorship; falsification of results)

Policies and Procedures NOT Covered in
Broad Categories 1 thru 8 (faimess or lack of
policy or the application of the policy, policy not
followed, or needs revision, 6.0., appropriate
dress, use of intemet or cell phones)

Other (Other policy, procedure, ethics or
standards issues not described in the above

sub-categories)

b

9

9d
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Appendix B
Uniform Reporting Categories Descriptions

Below are the IOA Uniform Reporting Categories. This is a list of categories
developed by the IOA and used by Ombudsmen around the world to anonymously
classify the types of issues brought to their offices and identify trends in requests
for services. A more detailed explanation of each category and sub-category can be
found under Appendix A.

1. Compensation & Benefits
Questions, concerns, issues or inquiries about the equity, appropriateness and
competitiveness of employee compensation, benefits and other benefit
programs.

2. Evaluative Relationships
Questions, concerns, issues or inquiries arising between people in evaluative
relationships (i.e. supervisor-employee, faculty-student.)

3. Peer and Colleague Relationships
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.)

4. Career Progression and Development
Questions, concerns, issues or inquiries about administrative processes and decisions
regarding entering and leaving a job, what it entails, (i.e., recruitment, nature and
place of assignment, job security, and separation.)

5. Legal, Regulatory, Financial, and Compliance
Questions, concerns, issues or inquiries that may create a legal risk (financial, sanction

etc.) for the organization or its members if not addressed, including issues related to
waste, fraud or abuse.

6. Safety, Health, and Physical Environment
Questions, concerns, issues or inquiries about Safety, Health and Infrastructure-
related issues.

7. Services/Administrative Issues
Questions, concerns, issues or inquiries about services or administrative offices
including from external parties.

8. Organizational, Strategic, and Mission Related
Questions, concerns, issues or inquiries that relate to the whole or some part of an
organization.

9. Values, Ethics, and Standards
Questions, concerns, issues or inquiries about the fairness of 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.
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