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Letter from the Ombudsperson 
 

Dear Colleagues: 

We are now approaching three years since we opened our office in January 2020 (right before the 
pandemic!). During that time, we have held nearly 1,200 sessions with almost 900 individual visitors. 
These visitors have brought a wide variety of concerns, from issues with management decisions to 
classroom difficulties and everything in between. It is immensely gratifying and humbling to have 
had so many people trust us to help them raise and address conflict constructively within their 
offices, classrooms, laboratories, and departments.  

This year has shown continued and steady growth in utilization of our office. Since September 1, 
2021, we have had 409 visits with 303 individual visitors—a 5.9% increase in visits compared to the 
previous academic year. Most of these visitors have come seeking coaching and guidance on policies, 
procedures, and how to engage in productive problem-solving approaches. Many have also sought 
mediation or facilitated conversations to help improve communication and find common ground. It 
says a great deal about our community that so many are proactive in finding ways to address 
concerns. We hope that you find our AY 2021-2022 Annual Report informative. 

As always, if you have any kind of concern and are not sure where to turn, please reach out to our 
office—we are here to listen! 

 

       Best Regards, 

 

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

In Academic Year 2021-2022 (September 1, 2021, and August 31, 2022), the Office of the Ombuds 
saw a total of 409 visits from 303 individual visitors—a 5.9% increase in overall visits and a 2% 
increase in unique visitors from AY 2020-2021. This rate of increase was lower than in previous 
years but may reflect the shift from a calendar year to an academic year tabulation. February and 
August saw the highest number of visitors (47 and 50 respectively), in keeping with previous years’ 
pattern of peaking in early spring and late summer as academic semesters begin. As was the case in 
both 2020 and 2021, most visitors requested virtual visits; however, we saw significant more in-
person visits than in previous years.  

 

Top Concerns 
The Ombuds Office categorizes visitors’ concerns according to the Uniform Reporting Categories 
promulgated by the International Ombuds Office (see Appendix). The URC’s organize conflicts into 
general “types” to better identify trends in the concerns our office is seeing. In AY 2021-22, the two 
largest URC categories we saw both involved interpersonal relationships: Evaluative Relationships 
(that is, supervisor-supervisee or faculty-student) and Peer & Colleague Relationships. These 
were typically about interpersonal communication, misunderstandings, and unhealthy relational 
dynamics. Often, visitors wanted to discuss how to have a conversation about a sensitive subject, or 
to find a way to improve the relationship as much as possible. Though these concerns could weigh 
heavily on our visitors, most sought to engage in constructive efforts to improve their situations. 

As in previous years, we also saw a high number Organizational, Strategic, & Mission-Related 
concerns. These concerns are more global in nature, involving disagreements about the general 
direction or environment of a department or unit. Visitors who brought these concerns were often 
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Figure 1: Top Concern Categories
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worried about changes to their unit or concerned about recent decisions regarding long-term 
strategy (including personnel decisions, priorities, and assignments). However, we saw fewer such 
concerns than in the last year of the pandemic. Data from future years will help us to understand if 
the extraordinary high number of Organizational concerns during that year was a peak, possibly one 
related to the workplace and classroom disruptions caused by COVID-19. 
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Visitor Profiles 
Visitors to our office came from across the university and from all constituencies. 

 

 

Constituency 
48% of visitors to our office were staff, while 22% were faculty and 28% were students (17% 
graduate/ professional/post-doc and 11% undergraduate). These numbers reflect a significant 
increase in student visits compared to CY 2021, in which 23% of visitors were students. 33% of staff 
concerns involved Evaluative Relationships. Faculty also brought concerns about Evaluative 
Relationships, but in lower numbers (16%); faculty were generally more concerned about 
Organizational, Strategic, & Mission-related issues (22% of faculty concerns). Among graduate 
and professional students, the top concern was Peer & Colleague Relationships (34%), while 
among undergraduates the top concern was Evaluative Relationships (27%--although Peer & 
Colleague Relationship concerns were also significant, at 24%).  

 

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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Fig. 2: Visitors by Constituency
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Gender 
69% of visitors to our office identified as female, while 30% identified as male—A significant 
increase in male visitors over previous years. 1% of visitors to our office self-identified as 
transgender or non-binary. 
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Top concerns among women were Evaluative Relationships (32% of concerns brought by 
women); Organizational, Strategic, & Mission-Related (13%); and Peer & Colleague 
Relationships (13%). Male visitors most often brought Peer & Colleague Relationships (20%). 
Among men, Evaluative Relationships (17%) and Values, Ethics, Standards (17%) concerns were 
also prevalent. Transgender and non-binary visitors raised Organizational, Strategic, & Mission-
Related, Peer & Colleague Relationship, and Compensation & Benefits concerns. 

Race 
The percentage of white/European descent visitors to our office fell to 45% in AY 2021-22 
(compared to 51% in CY 2021). 32% identified as Black/African American, 12% as Asian/Pacific 
Islander, and 5% as Latinx. When broken down by constituency, a plurality of staff visitors (47%) 
were Black/African American, while 45% were white/European descent. 40% of our student 
visitors were white/European descent, while 29% were Asian/Pacific Islander. Student visitors who 
identified as Black/African American comprised 18% of our total student visitors—essentially 
unchanged from CY 2021. Among faculty, 54% of visitors were white/European descent, while 
18% self-identified as 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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Fig. 5: Visitors by Race/Ethnicity
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Outcomes 
In CY 2021 the Office of the Ombuds began tracking outcomes, which we continued to do in AY 
2021-22. 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 303 visitors (73%) 
received coaching. We held facilitated conversations with 20 visitors and engaged in shuttle 
diplomacy with an additional 12, for a total of 32 intermediated communication efforts (11% of our 
total outcomes).  
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Comparison to CY2020 & CY2021 
 

 

 

Over our first 32 months, the Office of the Ombuds has seen a total of 1,162 visits from 854 
visitors. From the data we have collected over this time, certain patterns have begun to emerge. A 
significant majority of our visitors in all years have identified as female, averaging 72% of our 
visitors each year. Around a third of our visitors each year, between 31-33%, identify as 
Black/African American. Around 50% of our visitors each year are staff. 

Top concern categories are also tending to follow certain patterns. Evaluative Relationship 
concerns are among the most numerous each year, with Peer & Colleague Relationships and 
Organizational, Strategic, & Mission-Related Concerns also reported often.  
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In our third year, we saw both similarities to and differences from patterns that emerged during our 
first and years 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. In 
2021, 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. Finally, in AY2021-2022, Evaluative Relationships was again the top 
concern category across all groups, while Organizational, Strategic, & Mission-Related concerns fell 
to third.  

Fig.7: Comparison of Self-Identified Gender Among Visitors 
Across CY 2020, CY 2021, and AY 2021-22 
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Common Themes and Patterns 
 

Back to (The New) Normal 
As noted above, we observed a decrease in the overall number of Organizational, Strategic, & 
Mission-Related concerns relative to CY 2021. While these numbers are not generalizable to the 
University as a whole, it is striking that this category of concerns increased so substantially from 
2020 to 2021 (from the first impact of COVID) and then decreased. The timing coincides with a 
period of re-entry back to the classroom and office in-person after having been largely remote for 
over a year. While not all the Organizational concerns we observed were directly related to COVID-
19, it may be that the pandemic prompted an increase in “big-picture” thinking across all divisions—
a hypothesis that also seems consistent with larger societal trends, including the “great resignation”. 
These numbers may indicate an increase in the overall number of individuals who were evaluating 
their place within the organization. Time will tell if these concerns reached their peak in 2021. 

The decrease also coincides with changes to the communication strategy regarding big decisions. 
Rather than relying primarily on weekly communications, administrators have moved toward 
engaging in multiple media avenues to convey decision-making rationale. The resulting increase in 
communication and transparency may be having an effect of decreasing “concerns” about 
organizational decisions, as individuals feel more informed about what decisions are being made. 

 

Conflict Literacy  
 We continue to meet with a high number of visitors who need clarity on how formal processes 
(such as complaint procedures or committee adjudications) work, including what standards are 
applied and what “rights” (if any) apply to individuals within those processes. Many visitors hope 
that by filing a grievance they can receive an adjudication in their favor by someone with the power 
to enforce that decision. However, such visitors may be less clear that grievance procedures, like 
complaints, are not typically concerned with questions of general “fairness,” but with policy 
violations. In other words, while procedures exist to adjudicate specific allegations of policy or legal 
breaches (such as with student conduct or Equity & Compliance), there is typically no procedure to 
question whether a particular action by a decision-making authority is “fair” or “correct.” Such 
questions are best addressed through informal means where an attempt can be made to persuade or 
negotiate, by developing alternative options, or by obtaining support. The Office of the Ombuds is 
working with our partners to develop trainings and tools to help visitors identify the narrow range of 
situations in which formal processes are most likely to be effective and to build confidence and 
experience in using more informal options. 
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Diversity Concerns  
 

Within the larger URC Categories, five sub-categories capture “Diversity-Related” concerns: 

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  

 

In AY 2021-22, 5% of total concerns fell within one of these five categories. This number is a 
significant decrease from CY 2021, in which 11% of our total concerns were diversity-related—A 
55% decrease overall. This year, 77% f those bringing concerns under these five categories were 
women, while 18% were men and 5% were transgender or nonbinary. 27% were white, 45% were 
Black, 5% Asian/Pacific Islander, and 5% were Latinx. 45% of these concerns were brought by 
staff.  

Overall, we saw a 55% decrease in the number of diversity concerns relative to 2021.  

 

 

 

 

 

Fig. 11: Diversity-Related Concerns
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Appendix: International Ombuds Association Uniform Reporting 
Categories (URCs) 
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