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Letter from the Ombudsperson 
 

Dear Colleagues: 

2021 brought both challenges and growth to the Office of the Ombuds. While the pandemic has 
continued to dominate the life of our community, we have continued to adapt while fulfilling our 
mission to be a confidential, independent, informal, and impartial resource for managing conflict 
and raising institutional concerns.  

Overall, our second year saw a significant increase in both unique and repeat visitors. Several themes 
emerged in our visitors’ concerns. Many visitors expressed burnout, stress, and anxiety arising from 
the increased demands of working, teaching, and learning during a pandemic. We saw a marked 
increase in intragroup strain and frayed group dynamics across all constituencies, with a significant 
rise in conflicts occurring online. Finally, concerns of bias, discrimination, and inequitable treatment 
are still all too common. These trends in conflict make it clear that we as a community remain under 
a great deal of stress. 

Throughout the year, our office has continued to work to promote effective conflict management 
skills and approaches. We have introduced several new initiatives, including a “Text the Ombuds” 
communication line (“Text ‘Ombuds’ to 678.403.6991”), while continuing to expand and grow our 
core services. We have held many facilitated conversations to help both groups and individuals 
understand one another and work toward resolution, and we have held mediations allowing 
individuals to reach resolution without resorting to formal processes. We have also held confidential 
group “listening sessions” to help staff collectively and anonymously convey their perceptions and 
views to leadership. We look forward to continuing to offer and expanding upon these services in 
2022 and beyond.  

Thank you to the Emory community for continuing to trust us to listen to your concerns. We are 
grateful for the strong support we have received and the many positive interactions we have had. We 
continue to believe strongly that effective engagement with conflict will make Emory an even 
healthier, more vibrant, stronger organization for our entire community.  

 

       Best Regards, 

 

Lynell Cadray 
University Ombudsperson & Sr. Advisor to 
the President 
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Visitors By the Numbers 
 

Between January 6, 2021, and January 5, 2022, the Office of the Ombuds saw a total of 402 visits 
from 291 individual visitors—a 15% increase in overall visits and an 8% increase in unique visitors 
from 2020. The months of March and August saw the most visitors, with 49 each, while January saw 
the fewest with 18. Like 2020, most visitors elected remote visits, most of which were conducted via 
videoconference.  

Top Concern Categories 
The Ombuds Office categorizes visitors’ concerns according to the Uniform Reporting Categories 
promulgated by the International Ombuds Office (see Appendix A). This year the top category 
across the University was Organizational, Strategic, Mission-Related, which includes concerns 
about “where and how the organization is moving,” morale, change management, and related issues. 
21% of total concerns were in this category. Evaluative Relationships, which involves concerns 
about hierarchical relationships (faculty-student, supervisor-direct report), was the second-highest 
reported category (20%). Peer & Colleague Relationships, or concerns about non-hierarchical 
relationships (students within the same organization, faculty members of the same department, etc.), 
was third with 19% of total concerns. 
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Top Concern Sub-Categories 
Within each general category, the IOA Uniform Reporting Categories define several sub-categories 
to specifically identify a visitor’s topic of concern. In 2021, the top sub-category of concern was the 
Organizational, Strategic, & Mission-Related sub-category Organizational Climate. This one 
sub-category captures concerns and issues “related to organizational morale and/or capacity for 
functioning.” 9% of visitors’ concerns involved this single sub-category. Close behind was the sub-
category of Respect & Treatment within the general category Peer & Colleague Relationships. 
This sub-category captures “demonstrations of inappropriate regard for people, not listening, 
rudeness, crudeness, etc.” within non-supervisory faculty-student relationships and constituted 8% 
of all concerns raised by visitors.  

The third most identified sub-category of concerns involved Administrative Decisions & 
Interpretation/Application of Rules within the Services & Administrative Issues general 
category. This sub-category captures the “impact of non-disciplinary decisions and decisions about 
requests for administrative and academic services” and constituted 7% of total concerns. Together, 
the above three sub-categories constituted almost a quarter (24%) of total concerns. 

Although not one of the top three sub-categories, visitors also often reported concerns of Respect 
& Treatment within Evaluative Relationships (with an additional 5% of visitors’ concerns falling 
in this sub-category). The prevalence of Respect & Treatment concerns within both Peer & 
Colleague and Evaluative Relationships (together, 13% of total concerns) paint a picture of 
fraying interpersonal and group dynamics, especially when coupled with the high incidence of 
concerns regarding Organizational Climate. 
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Visitor Profiles 
Visitors to our office came from across the university and from all constituencies. 

 

Constituency 
50% of visitors to our office were staff, while 24% were faculty and 23% were students (14% 
graduate/ professional/post-doc and 9% undergraduate). 25% of concerns brought by both staff 
and faculty were Organizational, Strategic, & Mission-Related. Evaluative Relationship 
concerns were also prevalent among staff and faculty. Faculty also brought a significant number of 
Peer & Colleague Relationship concerns. Top concerns among students were Peer & Colleague 
Relationships (35% of student concerns), followed by “Services & Administrative Issues” (27%) 
and “Evaluative Relationships” (20%).   

Administrative Units 
Over 30% of all concerns involved University Administrative Units (non-academic departments 
serving the whole University). With respect to individual colleges, visitors most often raised issues 
involving the College of Arts and Sciences (23%). 22% of visitors raised concerns involving the 
School of Medicine. Constituents from these three administrative units constituted the vast 
majority of our 2021 visitors. 
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Gender 
75% of visitors to our office identified as female, while 24% identified as male and 1% identified as 
non-binary.   
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Top concerns among women were Evaluative Relationships (24% of concerns brought by 
women); Organizational, Strategic, & Mission-Related (21%); and Peer & Colleague 
Relationships (16%). Male visitors most often brought Peer & Colleague Relationships (25%) 
and Organizational, Strategic, & Mission-Related concerns (18%). Transgender and non-binary 
visitors commonly raised Organizational, Strategic, & Mission-Related and Peer & Colleague 
Relationship concerns. 

Race 
Over half (51%) of our visitors were white/Caucasian, while 31% were Black or African American, 
10% were Asian/Pacific Islander, and 4% Latinx. These percentages varied somewhat across 
constituency. For instance, among staff, 44% of our staff visitors were Black or African American 
and 47% were white/Caucasian. 45% of our student visitors were white/Caucasian, while 24% were 
Asian/Pacific Islander; Black or African American students comprised a relatively smaller 
proportion of 18%. 61% of faculty visitors were white/Caucasian while 19% were Black/African 
American. 

 

Among Black visitors, top concerns were Organizational, Strategic, Mission-Related (24% of 
concerns) or involved Evaluative Relationships (16%). Evaluative Relationship concerns were 
also prevalent among both Asian/Pacific Islander and Latinx visitors (28% and 30% respectively). 
White visitors’ top concerns involved Evaluative Relationships (21%), Organizational, 
Strategic, & Mission-Related concerns (20%), and Peer/Colleague Relationships (20%).  
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Outcomes 
In 2021 the Office of the Ombuds began tracking outcomes. These outcomes include coaching 
(providing guidance about policies, procedures, or conflict approaches); facilitated conversations 
(guided discussions between individuals or groups); shuttle diplomacy (serving as an intermediary 
between individuals); referrals (providing information about or connecting visitors to on-campus 
resources, such as CAPS or OEI); and support resources (providing information about self-help). 
The majority of our 291 visitors (72%) received coaching. We held facilitated conversations with 
33 visitors and engaged in shuttle diplomacy with an additional 17, for a total of 50 intermediated 
communication efforts (17% of our total outcomes).  

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

8 

Comparison to 2020 

 

In our second year, we saw both similarities to and differences from patterns that emerged during 
our first year. One significant change was in the top category of concern. In 2020, the largest single 
category of concerns (39%) involved Evaluative Relationships; no other category was close. This 
year, Evaluative Relationships were still significant, but the top category was instead 
Organizational, Strategic, & Mission-Related. This category of concern emerged most 
significantly among Black/African American visitors and staff, though it was a significant concern 
among faculty as well.   

The top sub-categories also changed significantly between 2020 and 2021. In 2020, the top sub-
category of concerns involved Respect & Treatment within Evaluative Relationships. As noted 
above, in 2021 our most-raised sub-category of concerns involved the Organizational Climate of a 
given office, department, or group. Visitors also commonly voiced concerns about Administrative 
Decisions and Interpretation/ Application of Rules. Respect & Treatment concerns within 
Evaluative Relationships were significant in number but were eclipsed by the number of concerns 
about Respect & Treatment within Peer & Colleague Relationships.  

The high percentage of female visitors this year (75%) was slightly higher than, but similar to, the 
ratio of female visitors in 2020 (73%). We saw an increase in the percentage of visitors who were 
white/Caucasian (51% of our 2021 visitors compared to 42% in 2020), with corresponding 
decreases in Asian/Pacific Islander (10% in 2021 vs. 14% in 2020) visitors and visitors of an 
unidentified race or ethnicity (4% in 2021 vs. 8% in 2020). The percentages of Black/African 
American and Latinx visitors remained essentially the same, with 31% of our 2021 visitors being 
Black/African American (compared to 32% in 2020) and 4% being Latinx (compared to 4% in 
2020).  
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As in 2020, the most significant proportion of our visitors were staff (unchanged from 50%). We 
saw slightly more faculty (24% of our total, compared to 20% in 2020). Students altogether were 
23% of our visitors, a slight decrease from 27% in 2020. This decrease was almost exclusively in the 
proportion of graduate students & post-docs (13% in 2021 vs. 18% in 2020). The percentage of 
undergraduate students remained the same (9% in both years).  
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Common Themes and Patterns 
 

Intragroup dynamics are strained. 
Across the University, we saw a significant pattern of groups—departments, units, student 
organizations—facing intraorganizational strain and conflict. As noted, these patterns emerged in 
the identification of several sub-categories of concern, particularly Organizational Climate 
concerns (our largest single sub-category).  The significant increase in concerns about Respect & 
Treatment within both Evaluative and Peer & Colleague Relationships also is a sign of these 
stressed intragroup dynamics. Other categories in which we saw emerging trends of group strain 
include Strategic/Mission-Related concerns within the Organizational, Strategic, & Mission-
Related category (that is, concerns about “principles, decisions, and actions related to where and 
how the organization is moving”) and Values and Culture concerns within the Values, Ethics, & 
Standards category (which captures concerns about “questions, concerns, or issues about the values 
or culture of the organization”). These categories together may capture rank-and-file concerns with 
morale and organizational direction.  

COVID-19 remains a significant factor.  
In 2021, 7.4% of our visitors had concerns directly related to the impact of Covid-19 (a decrease in 
percentage from 2020, in which 10% of our total concerns were Covid-19 related). Most visitors 
with Covid-19 related concerns were staff (65%). 80% were women; 70% were white/Caucasian and 
20% were Black. Top Covid-19 concerns were Services/Administrative issues, particularly 
administrative decisions and interpretation of rules and polices (25% of Covid-19 concerns). 
Telework/Flex-space issues (and differences in expectations for in-office vs. remote work) were also 
prevalent, as were communication issues between supervisors and supervisees on Covid-related 
expectations.  

Although the proportion of visitors’ concerns directly related to Covid-19 shrank relative to 2021, 
the strain of the pandemic on the Emory community was also evident in other concerns, particularly 
increases in “Organizational Climate” and “Respect/Treatment” concerns. While these trends 
are not explicitly tied to Covid-19, they may be indicative of the continued impact of Covid-19 on 
social and interpersonal interactions. They may also indicate other stressors such as increased 
turnover.  

Equity and diversity concerns remain.  
11% of our total concerns in 2021 were “diversity-related,” falling under the following five sub-
categories:  

1. Diversity-Related concerns within Evaluative Relationships 
2. Equity of Treatment concerns within Evaluative Relationships  
3. Diversity-Related concerns within Peer & Colleague Relationships  
4. Harassment concerns falling under Legal, Regulatory, & Compliance  
5. Discrimination concerns falling under Legal, Regulatory, & Compliance  
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65% of those bringing concerns under these five categories were women, while 31% were men and 
3% were transgender or nonbinary. 35% were white, 32% were Black, 13% Asian/Pacific Islander, 
and 4% were Latinx. Almost 40% of these concerns were brought by graduate or professional 
students, while faculty brought 32%, staff 16%, and undergraduates 10%.  

Overall, we saw a 20% increase in the number of diversity concerns relative to 2020. The most 
significant change from 2020 is an increase in Diversity-Related Peer & Colleague Relationship 
concerns and corresponding decrease in Diversity-Related Evaluative Relationship concerns. In 
2020, almost 70% (69.2%) of diversity concerns involved Evaluative Relationships; in 2021, only 
23% of such concerns involved Evaluative Relationships. These reductions mirror the increase in 
diversity concerns involving Peer & Colleague Relationships. In 2020, 23% of diversity concerns 
involved Peer & Colleague Relationships; in 2021, that proportion increased to 48%. 

Another significant change from 2020 was the increase in faculty and graduate/professional/post-
doc students voicing diversity concerns. Faculty concerns increased in all diversity categories, while 
graduate/professional/ post-doc students increased most dramatically within Peer & Colleague 
Relationships. 

Conflict management options remain unclear.  
Students, staff, and faculty alike expressed confusion and a lack of clarity on the options offered by 
Emory to help them manage conflict. Emory lacks an “integrated” conflict management system in 
which conflict procedures are understood to work together. Because of this, visitors often do not 
comprehend what formal or informal options are available to them or understand how to engage 
with those options.  

Most formal conflict adjudication procedures at Emory are either those required by law (such as 
Title IX) or created to enforce Emory policies (such as Honor Council). Relatively few options exist 
for adjudicating disputes between individuals. Most of those options that do exist take the form of 
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“grievance” procedures, in which an individual files a complaint with an appropriate office alleging 
that another individual has violated an Emory policy in some way. While available, these procedures 
are often hard to find and difficult to initiate. Those individuals who do engage with such processes 
are often unclear as to their rights (including as to confidentiality), the rights of the other part(ies), 
the standards to be applied, and/or what potential outcomes might be. Moreover, many of our 
visitors lack awareness of support resources that might be available to them and that might mitigate 
the need for formal options.  

In some cases, greater clarity on the relationships between formal procedures, support services, and 
informal options—that is, a more “integrated” conflict management system—might have mitigated 
or prevented concerns altogether. A better, more comprehensive understanding of conflict 
management resources at Emory would likely be helpful to all constituents.  
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Appendix A: International Ombuds Association Uniform 
Reporting Categories (URCs) 
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