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Executive Summary
The Ombuds Office grew and solidified its position at UMass over the 2017-2018 academic
year. Derek Doughty, formerly a case manager with the Dean of Students Office, began work as
the office’s third Ombuds in September, 2017. As a result of this addition and an increased
demand for services the office was able to serve a greater number of faculty, staff, and
students in FY18, and provided higher levels of service to groups, departments, and individuals.
In FY18 the Ombuds Office continued to participate as an ex officio member of the Committee
on Workplace Climate and Bullying and also now sits on the Employee Services Committee
organized through the Chancellor’s Office of Equity and Inclusion. University Ombuds Carol
Booth served as the Climate Advisor to the Chancellor’s and Provost’s areas as the University
engaged the campus in Climate Conversations during the spring 2018 semester; this role will
continue into FY19. The Ombuds Office also continued its many collaborations with other
offices across campus, including Human Resources, Workplace Learning and Development, the
Office of Equity and Inclusion, the Graduate Dean’s Office, the Provost’s Office, and several
academic departments and work units.
The Ombuds Office was able to resolve each of the challenges identified in its FY17 Annual
Report. The Office completed the process of creating a strategic plan in FY18, using its mission
and values to build a comprehensive action plan to inform the campus about Ombuds services,
expand educational offerings, and support the University’s climate initiatives. We installed
soundproofing panels throughout the offices, ensuring that all visitors receive the
confidentiality they are promised. We designed and began to use a satisfaction survey to
obtain feedback on our services. In June 2018, the Ombuds Office launched its new website,
www.umass.edu/ombuds, which is not only full of information about the Ombuds Office and its
services, but is rich with resources about communication, conflict resolution, and related topics.
The Ombuds Office looks forward to another productive year in FY19.
Respectfully submitted,

Carol Booth, J.D.
University Ombuds
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The Role of the Ombuds Office
The mission of the Ombuds Office is to promote a knowledgeable, fair, and respectful UMass
community by building faculty, staff, student, and organizational capacity for constructive
communication and conflict resolution. To accomplish this mission, the office assists faculty,
students, and staff to prevent, identify, manage, and resolve campus-related conflicts and
concerns and offers presentations and workshops about communication, conflict management,
and resolution strategies. Additionally, the Office provides insight and recommendations to
University leadership about trends and systemic issues identified through its work. The
Ombuds Office operates under the Standards of Practice and Code of Ethics of the International
Ombudsman Association (IOA) as set out in the Charter developed between the Ombuds Office
and the Chancellor’s Office in 2015.
Standards of Practice
The International Ombudsman Association (IOA) Standards of Practice and Code of Ethics are
fully described at https://www.ombudsassociation.org/About-Us/IOA-Standards-of-PracticeIOA-Best-Practices/Code-of-Ethics.aspx . The University of Massachusetts Ombuds Office
complies with IOA standards by working according to the following principles:
Confidentiality

The Ombuds Office maintains the confidentiality of its visitors’ identities and
communications with two exceptions: if there is an imminent risk of serious
harm or if required by law to disclose. All visitors have the option to speak
with the Ombuds Office without disclosing personally identifying information
if they choose. Consistent with its obligation to protect confidentiality,
Ombuds records consist of non-identifying information and statistical data.
Providing information to the Ombuds Office does not constitute legal notice
to the University.

Neutrality

The Ombuds Office supports all visitors to the office with the goal of helping
to resolve their issues; the Ombuds does not take sides, act as an advocate,
or enforce policy. The staff maintain neutrality while working with visitors to
help all parties achieve a fair resolution of their conflicts and concerns. The
Ombuds Office does not have the authority to make decisions or impose
sanctions.

Informality

The Ombuds offers a wide range of informal resolution options, such as
coaching, mediation, and facilitated dialogues. Ombuds services
complement, but do not replace, formal channels of conflict resolution on
campus. Ombuds services are always voluntary; use of the Ombuds Office
cannot be imposed or required. The office does not conduct investigations
and is not authorized to accept notice of claims against the University.
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Independence

The Ombuds reports directly to the Chancellor’s Office for administrative
purposes and is otherwise not part of a managerial chain of authority. This
allows the Ombuds to maintain its status as an unaligned, neutral resource
for the entire campus community.
Staffing

The Ombuds Office is staffed by University Ombuds Carol Booth, Associate Ombuds Martha
Patrick, Assistant Ombuds Derek Doughty, and part-time Administrative Assistant Erica Avery.
For additional information, please see https://www.umass.edu/ombuds/our-staff .
Classifications of Issue Categories
To align with standards for the profession, the Ombuds Office uses the International
Ombudsman Association (IOA) classification system for tracking the annual statistics about its
visitors and their issues. That system consists of nine broad categories and over 80
subcategories to classify the issues raised. A copy of the full IOA Uniform Reporting Categories
can be found at Appendix A.
University Community Member Consultations
Six hundred and thirty seven (637 ) visitors initiated a request for consultation with the Ombuds
Office in FY18. 1 Another fifty (50) individuals requested assistance by telephone contact only.
Ombuds staff contacted another one hundred and seventy six (176) individuals to discuss
University policy, to explore an informal resolution of an issue, to get the other’s perspective,
or to explore additional options for jointly resolving a problem. In addition to individual
services, the Ombuds Office spoke with and provided information to another one thousand one
hundred and sixty two (1,162) students, staff, and faculty in 30 sessions at resource fairs, and in
talks given in classes, training programs, and academic meetings. In total, the Ombuds Office
served two thousand and twenty five (2,025) campus constituents, or approximately five
percent (5%) of the entire population of students, staff, and faculty according to statistics
contained in ‘UMass at a Glance 2017-2018’. As compared with UMass’ peer institutions that
have Ombuds Offices this is well above the average and represents a 1% increase over FY2017.
Overview
In FY18, the Ombuds Office continued to serve all constituent groups on campus as well as
some parents, alumni, and others. Their data breaks down as follows:

1

The demographic and Issues data in this Annual Report represents this group only.
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Undergraduates
Graduate Students
Total Students
Staff
Faculty
Other
Not Identified
Women
Men
Trans/Non-Binary
Other
Not Identified

214
66

280
147
154
34
22
332
222
7
0
76

Issues Raised
By far, the highest percentage of issues raised by each group of University community members
concerned their evaluative and peer relationships. Across the constituent groups, 58% of the
concerns involved evaluative relationships and 8% involved peer and colleague relationships.
Other significant areas were administrative, career, and compliance issues. Many people
identified more than one issue that concerned them.

IOA Issue
Compensation and Benefits
Evaluative Relationships
Peer and Colleague Relationships
Career Progression &
Development
Legal, Regulatory, Financial &
Compliance
Safety, Health, & Physical
Environment
Services/Administrative Issues
Organizational, Strategic, &
Mission
Values, Ethics, & Standards
Not Identified
Totals by Constituent Group

Student Staff Faculty Other
6
4
1
1
222
95
91
14
33
32
34
4

Issue
Totals
12
422
103

9

22

15

2

48

26

10

18

9

63

6
53

2
26

1
10

4
20

13
109

9
13
9
386

14
11
18
234

8
5
15
198

5
3
0
62

72
32
42*
880

*The IOA category is not added to the database until the case is closed in order to capture the most

comprehensive information. This number represents the 42 cases that were opened but not closed in FY18. These
cases continued to be active in FY19 and this data will appear in the next annual report to avoid duplication.
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The following is a further explanation of the issues of most concern to the primary constituent
groups.
1. Students
 Evaluative Relationships: (55%) Concerns, issues, or inquiries between people in
evaluative relationships such as supervisor-supervisee or professor-student.
The most frequent student concerns in this area involved performance appraisal and
grading, academic honesty, respect, and communication.
 Peer and Colleague Relationships: (8%) Questions, concerns, issues, or inquiries
involving peers or colleagues who do not have a supervisor-employee or studentprofessor relationship (e.g., two staff members within the same department or
conflict involving members of a student organization)
The most frequent student concerns in this area involved interpersonal respect,
academic collaboration issues, work relationships and communication.
 Services/Administrative Issues: (7%) Concerns arising from the provision of
University services or administrative decision-making.
The most frequent student concerns in this area involved financial aid, billing, late
withdrawals, and other policy exceptions.

2. Faculty
 Evaluative Relationships: (47%) Concerns, issues, or inquiries between people in
evaluative relationships such as supervisor-supervisee or professor-student.
The most frequent faculty concerns in this area arose from academic honesty and
academic grievance questions, communication, and respect.
 Peer and Colleague Relationships: (15%) Concerns, issues, or inquiries between
people not in evaluative relationships, but working together such as two faculty
members within the same department or within the same research team.
The most frequent faculty concerns in this area arose from problems with
communication, trust/integrity, and respect.
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 Legal, Regulatory, Financial and Compliance: (9%) Concerns, issues, or inquiries that
may create a legal risk for the organization or its members if not addressed including
issues related to waste, fraud, or abuse.
The most frequent faculty concerns in this area arose from administrative decisions,
leadership and use of authority, responsiveness and timeliness, and organizational
climate.
3. Staff
 Evaluative Relationships: (32%) Concerns, issues, or inquiries between people in
evaluative relationships such as supervisor-supervisee or professor-student.
The most frequent staff concerns in this area were performance evaluations,
trust/integrity, supervisory effectiveness, communication, and respect.
 Peer and Colleague Relationships: (13%) Concerns, issues, or inquiries between
people not in evaluative relationships, but working together such as two staff within
the same department or within the same work unit.
The most frequent staff concerns in this area arose from problems with
communication and respect/treatment.
 Career Progression and Development: (9%) Concerns, issues, or inquiries arising
from decisions about promotion, job description, termination, etc.
The most common staff concerns in this area were job classifications and
descriptions, conduct, and change of assignment.
Assistance Provided
The Ombuds Office provided three thousand two hundred and sixty seven (3,267) services to
its visitors in FY18. Visitors often received several different services during a consultation
period with the Ombuds Office. Ombuds services are divided into three main categories as
follows:
Individual Problem Assistance includes meeting with individuals and small groups to provide
information, explain policy, discuss issues, provide conflict and communication coaching, and
develop options for resolution. The Ombuds provide these services over the course of one or
more meetings with the visitors. In general, these visitors go on to resolve their issues directly
with others, or with minimal further assistance from the Ombuds.
Conflict Resolution Services include the more structured services the Ombuds Office provides.
While still informal, conflict resolution techniques such as mediation, shuttle diplomacy,
facilitated dialogue, and restorative practices draw on specific skills and expertise of trained
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Ombuds personnel. Resolution through these methods is usually considerably more time
intensive than Individual Problem Assistance matters.
Campus Community Services and Education includes the educational talks and programs
provided by the Ombuds Office as well as the trend identification and reports we bring to
leaders’ attention.
Individual Problem
Assistance

Conflict Resolution
Services

Campus Community
Services& Education

Total

Explain Ombuds Services & Standards
Explain UMass Policies and Procedures
Discuss/Develop Resolution Options
Made Inquiry on Visitor’s Behalf;
Feedback to Visitor
Referral
Conflict Coaching

1799 2
489
511

Facilitated Dialogue
Mediation
Shuttle Diplomacy

13
3
42

Worked with Campus Partner
Brought to the Attention of Leadership
Presentations Given
Identified Trends and Goals vs. Practices

17
26
30
6
3,267

117
147
67

Outcomes
Many people who consult with our office experience more than one outcome. At the same
time, since the majority of the Ombuds Office’s services are informal and precede a final
resolution strategy reached by the parties, the Ombuds often does not know the exact nature
of the final result. The statistics contained here reflect the Ombuds’ assessment of what we
achieved with the visitor. Consultation with the Ombuds Office in FY18 resulted in the following
outcomes for our visitors and contacts:

This number includes 637 office visitors and 1162 people who attended our presentations about the Ombuds
Office and trainings.

2

10

Referral to Other Campus Resource
Referral to Off-Campus Resource
Requested Changes Occurred
Increased Understanding of
Ombuds Services
Increased Understanding of Policies
& Procedure
Increased Understanding of Options
for Resolution
Resolved Through Ombuds Conflict
Resolution Service
Increased Conflict Resolution Skills
Formal Process Initiated by Visitor
Relationships Improved
Resolved by Visitor after Ombuds
Consultation
Resolved by Other UMass
Intervention
Resolved by External Intervention
Prior Formal Process in Progress
Visitor Not Eligible
Total

143
10
58
1799 3
438
477
27
149
15
37
191
16
1
2
1
3,364

Additional Impact of Services
In addition to the specific outcomes listed above, the Ombuds Office makes daily contributions
to the ongoing work of improving our campus climate. Nearly every interaction with the people
who come to our office increases the visitor’s understanding of conflict and provides them with
skills that they can take back into the community. Through modeling, coaching, and other
services, the Ombuds teach how active listening and use of dialogue can change the course of
difficult conversations. By assisting parties through structured forms of resolution such as
mediation, Ombuds help them to use conflict as an opportunity for deeper understanding and
connection. When groups or departments use Ombuds services, they can learn to repair the
harm done by unfair treatment or group dysfunction. Not every interaction with an Ombuds
results in transformative insight, but each visitor to the Ombuds Office learns something about
new, more effective ways of resolving the issues that brought them in. The themes of attentive
listening and genuine curiosity about the other’s perspective weave into all Ombuds services;
these skills form the foundation for a community of dignity and respect.
In addition to the lessons inherent in the work the Ombuds Office does with its visitors, the
Office also added direct climate services to its repertoire in FY18. The Ombuds staff all became
3

This number includes 637 office visitors and 1162 people who attended our presentations about the Ombuds

Office and trainings.
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Climate Ambassadors through the Office of Equity and Inclusion’s Climate Conversations
initiative, using their communication skills to facilitate approximately eight group Conversations
over the spring 2018 semester. In addition, University Ombuds Carol Booth served as the
Climate Advisor for the Chancellor’s and Provost’s areas, arranging 6-8 Conversations for staff
and managers in those areas, facilitating meetings with leadership, reporting findings to the
Office of Equity and Inclusion, and participating in ongoing planning. This work directly aligns
with the educational component of Ombuds work on campus, and provides another way for the
office to be involved in improving communication and advocating for fairness.
Ombuds Office Challenges
Many UMass community members still are not aware of the existence of the Ombuds Office or
the services it offers. The Office needs to do a better job of making sure its name and purpose
are widely known by creating a comprehensive campaign to raise its campus profile.
The Ombuds Office needs better ways to track not only the number of people it serves and the
specific outcomes of its services, but the variety of impacts the office has the campus. While
there are several ways of quantifying its impact in terms of money saved in reduced use of
personal and sick time related to the stress of conflict, reduced supervisor time dedicated to
conflict resolution, and other drains on the University’s resources, that does not tell the whole
story of how the Ombuds Office supports the University’s mission and values. The Ombuds
Office will be researching additional ways to fill this need in FY19.
The Ombuds Office would also like to investigate ways of bringing additional programming to
the University that complements its work with individuals and groups. The work it has begun
through working with the Chancellor’s Office of Equity and Inclusion and Workplace Learning
and Development is a step in this direction, and the Office will continue and expand this work in
FY19.
Trend Identification and Recommendations
Civility
Civility and interpersonal relationships continued to be the primary focus of the Ombuds
Office’s work in FY18. One again, more people expressed concern about how they were being
treated than any other single issue. For a more detailed analysis of civility trends and the
Ombuds Office’s related recommendations, please refer to the Ombuds Office’s FY17 Annual
Report at https://www.umass.edu/ombuds/annual-reports-ombuds-office# .
Process Management
A significant number of the conflicts brought to the Ombuds Office in FY18 resulted directly or
indirectly from structural or procedural changes initiated unilaterally by management, and/or
announced by management without prior discussion with those affected or consultation with
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existing policy. Most of the people who raised problems related to unexpected change were
staff employees, but graduate students and faculty raised related concerns as well. When
change happened without prior communication with those affected or without following
established procedures, people felt ignored, devalued, discouraged, and unhappy. In essence,
they felt deeply disrespected.
Data and comments from those participating in the recent Climate Survey and Climate
Conversations also describe people feeling disregarded by advisors, supervisors, co-workers,
and managers. Some experienced a sense of unfairness from being subject to unannounced
policies or unwritten rules, or being unable to access existing procedural protections. Others
described being ignored by their bosses, their ideas being discounted or perceptions of unequal
treatment.
Putting the climate survey information together with the experiences of visitors to the Ombuds
Office this year has highlighted the importance of good supervisory process management as an
essential part of ensuring a respectful campus climate. Conveying and practicing fairness across
all levels of leadership on campus will address an essential element of respect on campus.
“Fair process responds to a basic human need. All of us, whatever our role in a company, want
to be valued as human beings and not as “personnel” or “human assets.” We want others to
respect our intelligence. We want our ideas to be taken seriously. And we want to understand
the rationale behind specific decisions. People are sensitive to the signals conveyed through a
company’s decision-making processes. Such processes can reveal a company’s willingness to
trust people and seek their ideas—or they can signal the opposite.” 4
Describing the elements of fair treatment isn’t easy. In their 2003 Harvard Business Review
article entitled Fair Process: Managing in the Knowledge Economy, W. Chan Kim and Renee
Mauborgne describe the three essential elements of fair process:
“…engagement, explanation, and expectation clarity.
Engagement means involving individuals in the decisions that affect them by
asking for their input and allowing them to refute the merits of one another’s
ideas and assumptions. Engagement communicates management’s respect for
individuals and their ideas. Encouraging refutation sharpens everyone’s thinking
and builds collective wisdom. Engagement results in better decisions by
management and greater commitment from all involved in executing those
decisions.

Kim, W. C., & Mauborgne, R. (2003, January). Fair process: Managing in the knowledge economy. Harvard
Business Review. Retrieved from https://hbr.org/2003/01/fair-process-managing-in-the-knowledge-economy (See
Appendix B attached to this report)
4
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Explanation means that everyone involved and affected should understand why
final decisions are made as they are. An explanation of the thinking that
underlies decisions makes people confident that managers have considered their
opinions and have made those decisions impartially in the overall interests of the
company. An explanation allows employees to trust managers’ intentions even if
their own ideas have been rejected. It also serves as a powerful feedback loop
that enhances learning.
Expectation clarity requires that once a decision is made, managers state clearly
the new rules of the game. Although the expectations may be demanding,
employees should know up front by what standards they will be judged and the
penalties for failure. What are the new targets and milestones? Who is
responsible for what? To achieve fair process, it matters less what the new rules
and policies are and more that they are clearly understood. When people clearly
understand what is expected of them, political jockeying and favoritism are
minimized, and they can focus on the job at hand.
Notice that fair process is not decision by consensus. Fair process does not set
out to achieve harmony or to win people’s support through compromises that
accommodate every individual’s opinions, needs, or interests. While fair process
gives every idea a chance, the merit of the ideas—and not consensus—is what
drives the decision making.” 5
Although this Fair Process article was written fifteen years ago, the utilization of fair process to
achieve high levels of employee engagement, productivity and positive climate has grown and
continued to receive attention. Transparent leadership communication, involving the
community in the generation of ideas, clarifying expectations, and other managerial practices
remain essential to developing a climate in which people feel respected.6 Other articles and
organizations have expressed similar ideas in slightly different terms but there is a great deal of
consistent emphasis on effective communication and individual engagement.7
The Climate Survey and Conversations results show that one root cause of poor climate is
people not feeling valued and acknowledged, whether due to explicit or implicit biases, feeling
ignored or devalued, or experiencing a failure of procedural fairness. The elements of fair
process create a framework based in University values for establishing the feeling of belonging
Kim, W. C., & Mauborgne, R. (2003, January). Fair process: Managing in the knowledge economy. Harvard
Business Review. Retrieved from https://hbr.org/2003/01/fair-process-managing-in-the-knowledge-economy (See
Appendix B attached to this report)
5

Woodward, I.C., & Van der Heyden, L. (2016). “INVOLVE” - A toolkit for fair process communication.
Retrieved from https://knowledge.insead.edu/leadership-organisations/involve-a-toolkit-for-fair-process6

communication-4739 (See Appendix C attached to this report.)
7

See Woodward, I.C., More, E.A., & Van der Heyden, L. (2016). “INVOLVE”: The foundation for fair process

leadership communication. Electronic copy available at: http://ssrn.com/abstract=2747990
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and value that can build our climate from the inside out in a way that can endure. As the
University plans for programming and develops ideas for improving our campus climate, it
would do well to look at and how to integrate managerial training in and implementation of
fair process and fair process communication practices.8 The way we speak to and engage each
other is the ultimate reflection of our respect.
Conclusion
FY18 was a successful year of expansion for the Ombuds Office. Both its increased work with
visitors and its increased involvement with University initiatives have given the office a broader
perspective on the concerns of the campus. The Ombuds Office is looking forward to
continuing to expand its horizons and work in FY19.

Woodward, I.C., More, E.A., & Van der Heyden, L. (2016). “Involve” – The foundation for fair process leadership
communication. Retrieved from
https://knowledge.insead.edu/sites/www.insead.edu/files/images/examples_of_involve_fair_process_leadership_
communication_practices.pdf (See Appendix D attached to this report)
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