2022-2023
ANNUAL REPORT

University Ombuds Office

1




Table of Contents

A Note From The University Ombuds 3

Standards of Practice i |
Standards of Practice Summary 6
Code of Ethics 7

University Ombuds Office Services §

Data Analysis 10




LSL)

University Ombuds Office
A Note From The University Ombuds

The 2022-23 fiscal year was one of major advancement
for the University Ombuds Office, though also one that
ended with significant change, as my colleague Retha
Niedecken, JD announced her retirement in June. We will
miss her leadership and valuable experience. As LSU's new
Universit Ombuds, | look forward to contining to build
upon the foundation she laid, by continuing to serve the
LSU community in accordance with the standards of the
profession.

Over the past year, we expanded the services offered by
the office, further investing time and energy into
providing outreach and trainings on conflict resolution and
communication to various departments across the LSU
system. In so doing, the number of individuals who
engaged with the University Ombuds Office ballooned to
more than 2,400. Of those, 737 visitors were involved in
cases, marking a 44% increase in the number of visitors to
the office served by the Ombuds team.

Another reason for the increased utilization of the
University Ombuds Office was that FY 2022-23 was the
first full fiscal year to have an Associate Ombuds, Michael
Brochu, PhD, primarily serving LSU Health — New Orleans
and LSU Health — Shreveport. Those two campuses
accounted for more than a fourth of the total cases
handled by our office, demonstrating the benefit derived
from that designated role.

The LSU University Ombuds Office is founded upon, and
each member of the office adheres to, the Standards of
Practice and Code of Ethics adopted by the International
Ombuds Association (IOA). Although there have been
delays in the examination process for the IOA Certified
Organizational Ombuds Practitioner designation, it has
been announced that the new test will be launched in
early 2024, giving me the opportunity to sit for the
certification exam and become a CO-OP®.

We provide a confidential, impartial, independent, and
informal process for faculty, staff, medical residents,
graduate and undergraduate students to seek assistance
and guidance to resolve barriers to productivity and to
increase the quality of their experience at LSU. We
encourage fairness and equity through issue resolution,
communication and outreach, and systemic change and
issue prevention identification. Through its Mission, the
University Ombuds Office helps to further LSU’s
commitment to pursuing educational excellence.

The University Ombuds Office is honored to continue to
receive the support of the LSU administration and
community. We look forward to working together to
make LSU the best place to work and learn, by valuing
every person’s unique perspective and contribution to
LSU.

Kind Regards,

T ichaet ())wofwb., PED

Retha Niedecken, JD, CO-OP®
University Ombuds

Michael Brochu, PhD
Associate Ombuds
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STANDARDS OF PRACTICE

PREAMBLE

The: Standards of Fractice are based upen the undomental principles and care valees stated in the Inlermatianal Ombuds Assaciation (XA)
Code of Ethics, These principles are independence, imporliality, informality, ond confidenfialitg. They describe the essential elements and
requirements tor operafing o sound ombuds pregram. The core valves emphasize the professional qualities underlying ombuds work. The
principles and core values guide the Ombuods’in ilfilling respansibilities such as assisting individuals at all levels of the arganization; resehing
conflict; facilitating communication; and ossisting the orgonization by swrlocing isues, and threugh feedbock on emerging or systemic
concemns. These con be opplied in different settings and jurisdictions.

In combinalion with the come volues embedded in the Code of Ethics these Standards of Practice form the foundotion necessary for the unigue
and valuahle role of an Ombuds inthe sponsaring organization.

1. GENERAL PRACTICE STANDARDS

1.1

The Ombudsis an indapandent, imparfial, infarmal, and confidential reseurca tor on crganizotion. Complianca with these Stondards
of Procticeis essential for any Ombuds program

The Qmbuds assists prople through veluntary cansulbation and provides infarmation, quidance, and asssdance indeveloping oplions
fer address their concerns, Whan possihle, the Ombuds facililates aubeomes that build trust enhance relatianships, and improve
communicaficn within the crganization.

The Cmbuds assists the organization by idenfifying procedural irregulorities ond systemic prablems. This may include identifying
emerging frends, palicy gaps, and potterns of problematic behavior in ways that da nol disclose confidentiol communications o
intarmation. The Ombuds moy provide general recommendations to the organization for addressing thesa concamns.

Eoch Ombuds pragrom shall have o charter, terms of reference, or o detoiled progrom descripion opproved by executive leodeship
af the arganization that complies with the pravisions of the 104 Code of Ethics and Standards of Pracice and thet aniculotes the
basis on which the Ombueds operates.

The Ombuds keeps professonally current thraugh relevan confinving education, and provides opperunifies for Ombueds stoll
prafessional development

2. INDEPENDENCE
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The Ombuds is indepandent in appearance, purpase, pracice, and decision-making. The Ombeds operates independently of line
and stalf reparting structures and withaut influence from ather funclions or enfities within the argonization.

The Ombuds progrom reports fo the highest outhority possible within the organization. In execufing the Ombuds’ roles and
responsibilifes, he Ombuds doss net report pragrammatically fo any funclion that offects, or is perceived as offecting, the Ombuds’
independence.

The CGmbuds helds no other position that compromises, or could be reosonably perceived as compromising, the Ombuds’
independence, If the Ombuds hos norombuds duties, those dufies must not inferlere with their ombuds duties. The Ombueds must
elearly communicate when they areand are netacling o3 the Dmbuds

The Ombuds hos the autharity ta selact Ombuds pragram staff and to managa the Ombuds program budget and operafions without
undue axternal influence arlimiations. Hewever, the Ombuds has no formal policemaking, enfarcement, or disciplinary role except
internalby within the Ombuds pragram,

The Ombuds hos sole discration aver whather or how to engoge regarding individual, group, or systemic concarns. Acting on thair
awn intliative, anQOmbuds may bring o concern ko the altention af appropriote individuals

The Ombuds hes secess to relevent individuals and information within the erganizalionas necessary 1o fullill their informal rele and
as permithed by low.




Standards of Practice

3. IMPARTIALITY

3.1
3.2

3.3

34

The Cmbuds functions as animportial, neutral, and urbicsed resource

The Cmbuds has ne persenal interestin, and incurs ne goin or loss fram, he outeame of o matter. The Ombuds declines invalvement
when the Ombuds detarmines that they may have a real or perceived conflict of interest.

The Ombuds fairly and abjechely considers issues and people wha moy be alfected, The Ombuds promates equitalbly administensd
pracesses bul does net advacate an behalf of anyone.

The Ombuds facilitates communication, dizlogue, ond colloborofive problem-salving ond helps identify a range of reasonaoble
aplians bo surbace or resohe issues or concerns,

4. INFORMALITY

4.1

4.2
4.3

The Ombuedsis an informal ond offthe-record resource. The Ombudsdoes nol make business or palicy decisions, adjedicale issees,
participate in disciplinary o grievance processes, or conduct formal investigations far the arganization.

Caonsultation with the Ombuds is not a required step in any formal disciplinary process or grievance palicy.

The Crmbuds bakes specific aclion related 1o an individual s ssue anby with the individual’s express permission and anby o the exient
permitled, and even then, at the sole discretion of the Ombuds, unless such aclion can be laken in o way that safeguards the identity
of the individual contacting the Ombuds Office.

Caonsishant with these standards, consulting with the Ombuds is completaly voluntary. Feople who use the servicas of tha Ombuds
are undergtoad 1o hove agreed to obide by the terms, condilions, and principles under which the pragram was created and nedt call
the Ombudsta festify or disclase confidantial informatian in anyformal, lagal, or ather mattar,

The Ombuds is not an agent of the crganizafion authorized to receiva notice of claims, complaints, ar grievances against the
arganization unbess specifically and axpressly required by low. The Ombuds mey refer individuals 1o he appropriate place where
fermal notice of cloims can be made

The Ombuds creates no permanent records containing confidenfiol information. The Cmbuds has a consistent practice for the timely
destruction of econfidential informatan.

5. CONFIDENTIALITY

3.1

5.2

The idenkity of those seeking osistance from the Ombeds, os well as communications and infarmation specifically relating o them is
confidential infarmation,

To the maximum extent permitted by low, the Ombuds shall pratect confidential infarmation and others cannat waive this
reguirement. The Ombuds and the orgonization that established the progrom sholl toke reasonoble meosures to safeguard the
security af conbdential infarmation,

Except as providad in thesa stondards, the Ombuds does not disclose confidential information in any mattar within the organization.
The Ombuds shall sppese disclesing confidential infarmation in any formal adminisrative, o legal mater edeemal 1o the
arganization, unless on apprapriote judicial o regulatory autharity determines that diselasure is necessary fo prevent a manilest
injustice or that disclosure is required becouse the inferasts served by disclosure clearly outweigh the interests served by ombuds
confidentiality.

Thee Cmbuds may disclase confidential information as necessary if the Ombuds determines that the failure ta da so could result in
imminent risk of serious harm.

The Ombuds may disclosa confidential infomation about o specific motter to the extent the ombuds determines it is necessary fo
defand themselves againg afarmal complaint of prafessianal miscanduet,

Confidential infermation relating to an individual may be disclosed with theirpermission o ossist with informal resalution of @ concem
but at the sole discretion of the Cmbuds.

The Cmbuds may provide nen-confidential information abaut the ombuds program in any appropriale lorum, The Ombueds shares
data, trends, ar repodts in o manner that protects conbdential infarmatian,

Adopled 17 March 2022 by the Boord of Directors of the International Ombuds Associofion, Efective 17 March, 2022,
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Standards of
Practice Summar

The Ombuds Office utilizes the Standards of Practice that are put forward by the

International Ombuds Association.

Confidential - LSU has designated the University Ombuds Office as confidential. The
Ombudsperson is not a mandatory reporter under LSU policies. Notifying the
Ombuds Office about a situation does not put the university on notice. You will never
be identified or named without your consent. However. exceptions include matters
of safety or imminent harm.

Voluntary - Working with the Ombuds Office is voluntary. Individuals may consult
with the Ombuds Office without retaliation. You will not be identified or named to
your supervisor or colleagues, nor will they be contacted without your consent.

Informal - Visiting with the Ombuds is voluntary and off-the-record. We are not
involved in investigations, mandates, or witness testimonies. The Ombuds does not
determine the "guilt" or "innocence" of those accused of wrongdoing. If you decide
you want to use a formal dispute process like a grievance or an appeal, we will refer
you to other offices that handle those processes.

Neutral - The Ombuds Office represents the side of fairness and equity. It is not
aligned with any person or department and is not an advocate for any person, group,
issue, or cause.

Independent - The Ombuds Office is a stand-alone office, serving every LSU campus,
including both Health Science Centers and Pennington. We can help you find
organizations - both on and off campus - that provide you with the assistance or
service you need.
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CODE OF ETHICS

PREAMBLE

The Infernaticnal Ombuds Associalion |I0A)i: dedicated o axcellance in Grganizafional Ombuds' proclice. The Code of Ethics
provides Fractice Principles and Care Values that are the fsundation far the 104 Standards of Praclics.

This Code of Ethicsreflacts | 3A's commitmant fo the establishmant of consistently structurad Ombuds programs, ethical conduct
b Cmbuds, and the integrity of the Orgaonizational Ombuds profession.

CORE VALUES

The Ombuds rele requires Ombuds to conduct thamsebves as prafessionals. The following Core Valuas are essentiol fo the wark of
Ombuds:

Actwith hanesty and integrity;

Promete fairness and suppord Fair process,

kemainnon{judgmental, with empathy and raspect for individual differences;

Promate dignity, diversity, equity. inclusion, and belanging;

Communicate accurote understanding through active lissaning;

Fromote individual empowarmant, selkdetermination, and collabostive problem-sclving; and

Endeavor ko be an accessible, trusted, ond respected informal rescurce.

FUNDAMENTAL PRIMCIPLES

IMDEPERDEMCE

The Ombuds is indepandent in struciurg funclion, appearance, and decisicn-making. The Ombuds reperis o the highest pessibla
lewvalwithin the crgonizotion and doesnot report fo o fundlion or entity that could offect or be perceived as offecting, the Ombuds’
indepandanca.

IMPARTIALITY
The Ombwds is a designated neutral and imparfial resource whe doas nel koke sides or serve 03 an advocate for any person or
endity. The Ombuds avoids conflick of inferest and condwd that could be parceived as o conflict of inferast,

INFORMALITY

The Cmbuds doas not porficipate in onyevaluative, disciplinary legal, or odministrative proceadings related to concarns brought
fo the Ombuds' atention. The Ombuds is not authoreed 1o moke business and policy decisions or conduct formal investigafions
an behalf af the usngunizuliuu.Thr Cimbuds is notan ugeufuhhe urgﬂnimlir.mlur purposes af receiving nolice af claims acpainst
the crganization andis notauthorized to be a formal raporting channel for the crganization on maters brought fo the Ombuds'
altenticn except when spacilically and expresshy mandated by low.

COMFIDERTIAUTY

Cenfidantiality isthe defining characteristie ol Ombuds prackice, The identity of those seeking assistancelrom the Ombuds and all
communications with tham are cenfidential to the maximum extent permittad by low. The Ombuds may, at their scle discretian,
disclose confidential information when tha person seeking assistonca gives permission fo do so whean Failure to do so might result
in an imminent risk of sarious hamr or s necessary to defand against a formal complaintof professional misconduect,

T The term “Cmbuds” includes all applicable nomenclaiurs in use for an ergonizational ombudspersan,

"
I I P
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University Ombuds

Office Services

The LSU University Ombuds Office is a system-wide office, serving all LSU campuses,

including both Health Science Centers and Pennington, and all employees and all students.

-

oY

Communication Strategies
The Ombuds can provide guidance identifying the best strategy for opening a
dialogue without inflaming an already difficult situation.

Facilitation or Mediation
As a neutral party, the Ombuds can work for collaborative agreements through
negotiation or mediation.

Shuttle Diplomacy
The Ombuds can communicate individually between parties to help resolve a
conflict.

Policy Assistance

The Ombuds can offer information about University policies, procedures, and
programs, as well as, make recommendations for review of policies or
procedures to appropriate leadership.

Sounding Board
The Ombuds can listen to your questions and concerns and advise you on steps
to help resolve the problem informally.




University Ombuds
Office Services

Continued from page 8.

Conflict Coaching
The Ombuds can provides feedback, insight, and strategies to approaching
conflict situations.

Develop Options
A review of your situation by a neutral party can help identify and evaluate a
range of options to address the issue or conflict.

Correspondence Review
The Ombuds can review draft correspondence and assist with conveying your
message in a professional manner.

Provide Training

The Ombuds can provide training on various topics, including Having Difficult
Conversations; Understanding Your Conflict Style; Establishing and Maintaining
Professional Boundaries; Bullying and Incivility Awareness.

Resource and Referral Information

The Ombuds can help you find organizations - both on and off campus - that
provide you with the assistance or service that you need.
https://www.lsu.edu/ombuds/index.php
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Data Analysis

"Engagers” are people who attend trainings or outreach conducted by the Ombudes.

"Visitors" are people who seek out and/or receive Ombuds services.

During FY 2022-23, the Ombuds Office
facilitated a total of 465 cases, involving a
total of 737 visitors. This marked a 58%
increase in the number of cases addressed in
FY 2021-22, as well as a 44% increase in the

number of visitors to the office served by the Visitors: 30.5 %
Ombuds team.

Additionally, a total of 1,681 individuals

participated in trainings and outreach @ visitors
conducted by the Ombuds Office, a staggering

476% increase in use of these services.

2022-2023 Totals

Engagers: 69.5 %

Engagers

Ombuds Office Utilization Year-Over-Year
2,500

2,000 —

1,500 —

1,000 —

500 —

2018-19 2019-20 2020-21

2021-22 2022-23

Engagers @ Visitors



Data Analysis

The Ombuds Office evaluates each visitor's case and assigns a category based on

complexity and risk level.

Risk Level

0o, Low:Fairly straight forward, concerns
32%

quickly addressed. Low: 32.0 % High: 32.0 %

0, Moderate: Increase in complexity; Two or
36 /O more people involved.

High: Increase in complexity; High Risk for Moderate: 36.0 %

32% legal concerns or HR complaints. High
Risk for unwanted turnover. ® High " Moderate @ Low

Means of Address for High Risk Cases:

Of the 465 cases this year, thirty-two percent (32%) were deemed High Risk. The High Risk cases
were resolved through various means, including:

e Informal mediations;

« Conflict coaching;

 Referral to the LSU Ethics & Integrity Hotline;

« Referral to HRM, LSU Office of Civil Rights & Title IX, if the party decided to pursue filing a
complaint or grievance; and

 Referral to the appropriate police department.



Data Analysis

Below is a breakdown of the conflicts and issues that brought visitors into the Ombuds Office
in FY 2022-23.

Conflicts/Issues

Poor Communication Skills 28.48%
Possible Race/Bias Discrimination 2.36%

Possible Retaliation . 1.93%

Possible Gender (M) |~ . The specific conflicts and issues that visitors
Bias/Discrimination . . . .
bring to the Ombuds Office are diverse in
Possible Gender (F) I 0.86% complexity and nature. In terms of year-over-
Blos/Dlscrlmlnotlon . .
year trends, the top three categories of issues
Possible Safety Threat | 0.86% remained the same as compared to FY 2021-22.
However, there were some notable shifts in
Possible Fraud I 0.43% concentration, as "Policy or Process
Clarification" experienced an uptick of more
Possible ADA Discrimination | 0.43% than 10 percentage points. Likewise, the number
, , . of cases involving "Abuses of Power" increased
Possible National Origin 0.43 . .
Discrimination A43% by more than five percent. When one considers
the commensurate increase in the number of
COVID Isolation Conditions | 0.21% cases from FY 2021-22 to this year, both of
possible Religious | thes.e.lncrejases reprfasent a st.at'lstlcally
Bias/Discrimination | %% significant increase in cases fitting these
parameters.

Possible Research Misconduct 0.21%

Possible Title IX Violation 0.21%




Data Analysis

The University Ombuds Office serves every campus in the LSU System, including the
Health Science Centers and Pennington. The office is a valuable resource available to
Faculty, Staff, Administration, Students, and Medical Residents.

Visits by Campus
60
40 —
20
13.55% 13.33%
9.03%
2.37% 1.72%
0- | | |
LSU - AM HSC New Orleans HSC Shreveport LSU-A LSU-S Ag Center

The majority of the visitors were associated with the main campus in Baton Rouge (60%).
Following LSU - A&M, HSC-New Orleans (13.55%) and HSC-Shreveport (13.33&), which are
each served by the Associate Ombuds, accounted for more than a fourth of all visits to the
University Ombuds Office. The other campus that represented a significant number of
visitors was LSU-Alexandria (9.03%). A nominal amount of visitors came from LSU-
Shreveport and the LSU AgCenter, and both Pennington and LSU-Eunice had no recorded
visitors during the 2022-23 FY.




Data Analysis

Visitor Type

Medical Residents: 0.4 %
Undergraduate Students: 4.8 %
Administrator: 13.2 %

Faculty: 36.8 %

Graduate / Professional Students: 15.2 %

Staff: 29.7 %

® Faculty @ Staff Graduate / Professional Students Administrator Undergraduate Students
@ Medical Residents

The maijority of the visitors to the University Ombuds Office remain Faculty (36.8%),
followed by Staff (29.7%). Following that, Graduate / Professional Students (15.2%) and
Administrators (13.2%) also made up a sizeable demographic of visitors. The
percentage of undergraduate students who visited the office increased somewhat, while
the percentage of visitors among Medical Residents remained marginal.




University Ombuds Office
University Administration Building | Baton Rouge, LA 170808

mbrochu@Isu.edu | ombuds@lsu.edu | Isu.edu/ombuds
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