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THE CORPORATE OMBUDSMAN ASSOCIATION:
A BRIEF HISTORY

In the beginning there were seven people who shared a
vision. They wanted to provide an association for those who
vere Ombudspeople in the private sector. Spearheaded by Lee
Robbins from Wharton and Dr. Mary Rowe from MIT, they
gathered in 1982 to develop just such an organization. The
founders of the Corporate Ombudsman Association were:

Dr. Mary Rowe
Martha Maselko
Lee Robbins
Michael Baker
Fred Olsen
Clarence Williams
“hris McEachern

MIT
AT&amp;T
Nharton
Educational Fund for Individual Rights
Control Data
MIT
Anheuser-Busch

#ith these people in attendance, the COA was born in 1982 in
the President's Conference Room at MIT. Part of their
mission was to define a role which comes in many shapes and
sizes and uses many titles such as: Director of Personnel
Communications, Special Assistant to the President, Employee
Relations Manager or many others.

In 1983 conference calls flew around the country to locate
other private sector Ombudsmen and make plans for them to
meet in 1984 at the first ever Corporate Ombudsman
Association conference.

There were thirty enthusiastic participants at the meeting
in Falmouth, Massachusetts in 1984. Since then conferences
nave been held in Dallas, 1985, St. Louis, 1986, Marina del
Rey, 1987, Cambridge, 1988, Raleigh, 1989 and Hershey, 1990.
Attendance has grown from the modest beginning of thirty in
1984 to 83 in 1990.

The COA was founded to give the private sector practitioner
a forum; a group designed to share experiences and knowledge
so that all who participated could come away with improved
skills and. a strong sense of comradeship and support. It is
an association dedicated to helping its members to grow and
learn in the very specialized field in which they function.
Members of the COA recognize that their jobs are unique and
present unique problems. Coming together at the conferences
helps everyone to find solutions to those unique problems
without violating the essence of the position.

In 1987 a handbook for the COA was compiled and presented to
the membership by Jim Hendry, Ombudsman of the World Bank.
It included the Code of Ethics for the COA as well as
chapters on how to set up the office, cost, record-keeping
and other valuable information.



Important issues have been undertaken by the COA; issues
like researching a shield law to protect the ombudsperson
from being forced to testify in formal grievance processes,
nelping members to develop negotiation skills, addressing
the issues of diversity in the workplace in a proactive
nanner, and sharing case studies to strengthen
problem-solving skills. These are but a few of the many
valuable reasons for belonging to the Corporate Ombudsman
Association. Probably the most important reason though, is
the people met and the friendships made as common ground is
axplored and skills are improved.

Membership has grown from those seven founding members to a
current membership of well over a hundred. The COA is
growing every year as more and more companies are
recognizing the need for this very special position and its
7alue to their operations.
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The ombudsman function has a long and honorable tradition as a means to protect
against abuses, malpractice, or error by officials designated to administer the laws.

Although it is relatively new to the corporate setting, the number of ombudsmen and the
number of firms employing them have grown quite rapidly in recent years. Until the first
national meeting of the Corporate Ombudsman Association in 1984, there was no ready
means by which a corporate ombudsman could learn from the experience of others.

Because the role of ombudsman requires that he or she deal with clients in a way that
ensures the confidentiality of the matters discussed between them, an ombudsman cannot
readily share experiences and ideas with others in his or her own workplace.

A major function of the Association has therefore been to provide a forum in which those
serving in the capacity of ombudsman could come together and exchange their experiences,
‘heir ideas, and their different approaches to the resolution of problems.

The principal means for doing this has been the Annual Conference. This not only
provides an opportunity to share views, but also brings in skilled professionals in areas
such as law and mediation to talk about topics of interest and relevance to ombudsmen.
Another means of education is through the publication of a Newsletter at least twice a year.

A second major function of the Association is to conduct research. The Research
Committee of the Association conducts surveys to study the functions of corporate ombuds
practitioners, the reporting relationships, their cost effectiveness and their contributions to
employees, managers, employers and society. These surveys have resulted in the
publication of a number of academic and professional articles and other materials, as well
as an Ombudsman Handbook that is distributed solely by the Association.

Che primary objectives of the Association, achieved through the activities of a number of
specialized Board Committees, are (a) to educate practicing ombudsmen with respect to the
latest developments in the profession, (b) to conduct research regarding the ombudsman
function in order to assess how that function is actually growing and evolving in the
corporate environment and how it might better serve the public, (c) to set standards of
excellence for practitioners, (d) to develop and disseminate ethical guidelines for the
profession. and (e) to enhance the quality and value of the ombudsman function.

To become a member of the Association, one must be acting as a neutral in resolving
complaints within his or her organization, and must subscribe to the Association’s Code of
Ethics.

Current members come from a large number of major corporations in the U.S. and
Canada, as well as from public sector organizations, educational institutions and health
care facilities.

All members receive a copy of the Ombudsman Handbook as part of the initial
membership fee, as well as the Newslerter, a membership Certificate, a wallet-size
membership card, and an 8 x 10 copy of the Code of Ethics suitable for framing.

For further information, please contact Eugene T. Herbert, Executive Officer, Corporate
Ombudsman Association, P. O. Box 1246, McClean, VA 22101-1246; Telephone (202) 623-
1660.

ombudsman\Gm-bodz-men\One skilled in dealing with reported
complaints to help achieve equitable settlements



THE OMBUDSMAN ASSOCIATION

CODE OF ETHICS
This Code of Ethics was adopted in
1986 by the Board of Directors.
i. The Ombudsman, as a designated
neutral, has the responsibility of
maintaining strict confidentiality con-
zerning matters that are brought to
his/her attention. The only exception,
at the sole discretion of the om-
budsman, is the instance of threat to
the physical safety of others and/or
threat to company assets. This duty to
warn, however, shall be initiated only
after the ombudsman has strongly
counseled with the client involved to
encourage the client to personally
come forth. In the event the client still
-efuses, the ombudsman has an obli-
gation to notify the client of the in-
tended breach of confidentiality in
this situation. Even then, the om-
budsman has the responsibility and
obligation to discuss the situation
only with those who have a need tc
know.

I. The ombudsman has the responsi-
bility to insure that any records or files
pertaining to confidential discussions
with clients are safe from inspection
at all times by other employees, in-
cluding management at all levels
ill. The ombudsman has the responsi-
bility, when recommending actions as
a result of impartial investigations, to
make recommendations that will be
equitable to all parties and reflect
good business practice.
IV. The ombudsman has the responsi-
pility to behave in a professional man-
ner at all times, to maintain the credi:
bility of the ombudsman function.



AN OMBUDSMAN IS . ..

pmbudsman/ om-bedz-man/
One skilled in dealing with
reported complaints to help
achieve equitable settlements

A CORPORATE OMBUDSMANIS.. .

A person designated as a neutral or impartial dispute resolution practitioner within a
corporation whose major function is to provide confidential and informal assistance to
managers and employees in resolving work-related concerns and who may serve as a
counselor, go between, mediator, formal or informal fact finder, upward feedback
mechanism and change agent, and whose function as an Ombudsman is located outside
ordinary line management structures.

The Ombudsman Association



COA Conferences

1990

(Hershey)
5/22 (1PM) - 5/24 (1230)

Orientation 1hr

Training-Investigations 4 hrs

Ethics Cases - "What 1-1/4 hrs
are the Essential

Questions?"

Mental Illness &amp; 1-1/2 hrs
Violence-"What the
Ombudsman Needs
to Know"

Drugs, Including 2 hrs
Alcohol-" How to
[dentify &amp; Deal with
Affected Employees"

Waste, Fraud &amp;
Abuse-"The Corporate
Hotline-Success Thru
Development of a
Positive Image"

3/4 hr

Annual Meeting 3/4 hr

Diversity-" Dealing 3-3/4 hrs
with the Changing
Faces of the
Corporate Workforce"

Crystal Ball

Closing Remarks 1/4 hr

1991

(Minneapolis)
5/14 (0330) - 5/16 (Noon)

Orientation 2 hrs

Crystal Ball {zk r

Legislative Initiatives 3/4 hr
&amp; Legal Decisions that

will Impact the
Dmbudsman in the 90’s"

Leading by Values 2 hrs

Coping with Difficult 2-1/2 hrs
People

Annual Meeting 50 mins

Mediating Sexual
Harassment
Complaints

1-1/2 hrs

Confidentiality,
Privilege &amp; the
Ombudsman

Cost Effectiveness &amp; 1hr
Cost Avoidance-Cost
Saving Contributions
of Ombudsman Programs
to their Organizations

J/Z ar

Closing Remarks 1/4 hr



COA Conferences

1987

{Los Angeles)
5/20 (0830AM) - 5/21 (SPM)

Ethics

Research

Peer Review

Working with Human 2-1/4 hrs
Resources

[mmoral, Unsafe &amp;
Illegal Problems

1-3/4 hrs

Legal Perspective

System Feedback

1-1/2 hrs

1-1/4 hrs

The 3 R’s 1 hr

Looking Ahead | hr

1988
‘Boston)
5/23 (3PM) - 5/25 (SPM)

Orientation 1hr

Ethics 1-1/2 hrs

Research 1hr

Mediation Skills 4 hrs

Legal

Influencing Corporate 1-1/2 hrs
Culture

Defense Industry - 1hr
Ethics

Downsizing
Crystal Ball

Annual Meeting

1989
(Raleigh)
5/22 (4PM) - 5/24 (0330PM)

Orientation

Ethics

Legal

Confidentiality

Research

Tools of the Trade

Catalyst for Change

Crystal Ball

Annual Meeting

1-12 hrs

1-1/2 hrs

1hr

2 hrs

1-1/4 hrs

1-1/2 hrs

1-1/2 hrs

3/4 hr

1-1/4 hrs



COA Conferences

1984

(Cape Coed)
7/22 (3PM) - 7/24 (Noon)

Orientation 1-1/2 hrs

Techniques of Complaint 2 hrs
Resolution

Legal - Employment at 1-1/4 hrs
will

Reporting Structures 1hr

Legal - Confidentiality 2 hrs
Duty to Warn

Upward and Downward 1-1/2 hrs
Communications

What's Next? 11/2 hrs

1985
Dallas)
4/24 (Noon) - 4/26 (Noon)

Case Study-
Wrongful Discharge

Who Are We?
Update

What is an Ombudsman?
How are we Different?

Workshop on
Sensitive Issues

Research Report

1986

{St. Louis)
5/14 (0830AM) - 5/16 (Noon)

Tours

Ethics bh ¢

Differences in Corporate 1-1/2 hrs
Culture

Practical Considerations 1-1/2 hrs
of an Ombuds’ Office

Mediation Skills 3 hrs

McDonnell Douglas Startup 1hr

Legal Update

How to set up an
Ombuds Office

AIDS - Legal &amp; Medical 2 hrs

What’s Next? l hr

(mpact &amp; Effectiveness

Association Meeting





CORPORATE OMBUDSMAN ASSOCIATION
BOARD OF DIRECTORS

(1991-1992)

PRESIDENT

Vincent J. Riley, Ombudsman
The World Bank
1818 H Street, N.W.,
Room E1145
Washington, DC 20433
202) 458-1056
Fax (202) 477-7624

VICE PRESIDENT AND
PRESIDENT-ELECT

Robert J. Morrissey
Corporate Ombudsman
United Technologies Corporation
lL Financial Plaza
Hartford, CT 06101
203) 728-6444
Fax (203) 728-6448

vICE PRESIDENT

Catherine I. Buckler, Ombudsperson
GE, Aircraft Engines
L Neumann Way
Mail Drop N-19
Cincinnati, Ohio 45215
(513) 243-3561
Fax (513) 243-9679

RECORDING SECRETARY

John D. Murphy, Corporate Employee
Relations Consultant

Digital Equipment Corporation
111 Powdermill Road
Mail Stop MSO2-1/C4
Maynard, MA 01754
S08) 493-9590
Fax (508) 493-7374

TREASURER
AND BOARD MEMBER EMERITA

Mary P. Rowe, Special Assistant
to the President

Massachusetts Institute of Technology
77 Massachusetts Avenue
Room 10-213
Cambridge, MA 02139
(617) 253-5921
FAX (617) 253-8544

EXECUTIVE OFFICER
AND ASSISTANT TREASURER

Eugene T. Herbert, Ombudsman
{nternational Monetary Fund
700 19th Street, N.W.
Washington, DC 20433
202) 623-4660
Fax (202) 623-4661
P. O. Box 1246
McLean, VA 22101-1246
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Thomas A. Bolden, Jr., Ombudsman
AT&amp;T American Transtech
3000 Baymeadows Way
Room 4-2-41
Jacksonville, FL 32256
904) 636-2330
Fax (904) 636-2096

Dawn L. Duquet, Ombudsman
Human Rights &amp; MBTI Counsellor

(18 Bathurst
Pointe-Claire, Quebec
Canada H9S 4Z8
514) 697-1296
Fax (514) 694-7892

ly 8, 1991



Louis R. Garcia, Chief Ombudsman
and Vice President

[TAA-CREF
730 Third Avenue
New York, NY 10017
(212) 916-4640
Fax (212) 916-6335

Brian F. Gimlett
Special Assistant to the Director
U. S. Secret Service
Office of the Director
1800 G Street, N.-W., Room 800
Washington, DC 20223
202) 377-6623
Fax (202) 535-5006

Alma O. Montgomery
Associate Ombudsman
McDonnell Douglas Missile Systems Co.
P. O. Box 516
mc 1064184
St. Louis, MO 63166
(314) 233-4059
Fax (314) 234-6666

Janet L. Newcomb
Sr. Principal Specialist - Ombudsman
Douglas Aircraft Company
McDonnell Douglas Corporation
18311 Gum Tree Lane
Huntington Beach, CA 92646
213) 496-7218
Fax (213) 982-2260

Mary G. Simon, Ombudsperson
AT&amp;T
1600 Osgood Street
Room 3S-5
North Andover, MA 01845
508) 960-6490
Fax (508) 960-1284

EX-OFFICIO BOARD MEMBER
CLERK

Jerome N. Weinstein, Esquire
Palmer and Dodge
1 Beacon Street
Boston, MA 02108
(617) 573-0100
Fax (617) 227-4420

Ella W. Thurman, Employee Advisor
University Hospitals of Cleveland
2074 Abington Road
Cleveland, OH 44106
216) 844-1485
Fax (216) 844-5805

July 8, 1991



CORPORATE OMBUDSMAN ASSOCIATION
BOARD OF DIRECTORS

(Previous Years)

1986
Name

K Buckler
Jim Hendry
Virg Marti
Martha Maselko
Lee Pledger
Lewis Redding
Mary Rowe
Carole Trocchio

jerry Weinstein

1987
Ann Bensinger
K Buckler
jim Hendry
Kitt Kitterman
Virg Marti
Tony Perneski
Greg Raudabaugh
Lewis Redding
Mary Rowe
Carole Trocchio
Jerry Weinstein

(988
Ann Bensinger
K Buckler
Jim Hendry
Kitt Kitterman
Virg Marti
lony Perneski
Greg Raudabaugh
Lewis Redding
Mary Rowe
Carole Trocchio

jerry Weinstein

Office

Board Member
Board Member
Board Member
Pres.-Elect &amp; Treas.
Board Member
Board Member
President
VP &amp; Clerk

Clerk/Ex-Officio

Board Member
Board Member
Board Member
3oard Member
Pres.-Elect
Board Member
Board Member
Board Member
Board Member
President

Clerk/Ex-Officio

Secretary
Board Member
Board Member
YP &amp; Pres.-Elect
President
Board Member
Board Member
Board Member
Board Member
Board Member

Clerk/Ex-Officio

Term
1986-1989
1986-1989
1986-1989
1986-1989
1986-1989
1986-1989
1986-1989
[986-1989

1986-

1987-1990
1986-1989
1986-1989
1987-1990
[986-1989
1987-1990
1987-1990
[986-1989
1986-1989
[986-1989

1986-

1987-1990
1986-1989
[986-1989
1987-1990
1986-1989
1987-1990
1987-1990
1986-1989
1986-1989
1986-1989

1986-

No. Term(s)
oo Lst

Resigned 1987
Resigned 1987

1st

} |

9

Hy

Resigned 1988
| ot

Company
GE, Aircraft Engines
The World Bank
VicDonnell Aircraft
AT&amp;T
Digital Equipment Corp.
MIT/Lincoln Laboratory
MIT
The Southland Corp.
Palmer &amp; Dodge

United Technologies Corp.
GE, Aircraft Engines
The World Bank
AT&amp;T
McDonnell Aircraft
AT&amp;T
The Southland Corporation
MIT/Lincoln Laboratory
MIT
The Southland Corp.

Palmer &amp; Dodge

United Technologies Corp.
GE, Aircraft Engines
The World Bank
AT&amp;T
VMicDonnell Aircraft
AT&amp;T
Fhe Southland Corporation
MIT/Lincoln Laboratory
IIT
The Southland Corp.
Palmer &amp; Dodge



1989

Name

Ann Bensinger
K Buckler
Luge Luetjen
Virg Marti
john Murphy
Tony Perneski
Greg Raudabaugh
Lewis Redding
Mary Simon
Carole Trocchio

Jim Hendry
Mary Rowe
Jerry Weinstein

1990
Fom Bolden
K Buckler
Dawn Duquet
Brian Gimlett
Luge Luetjen
john Murphy
Jan Newcomb
Vince Riley
Mary Simon
Carole Trocchio

Jane Denbow
Lou Garcia
Bob Morrissey
Jim Hendry
Virg Marti
Mary Rowe
Jerry Weinstein

Office

Secretary
Board Member
Board Member
President
3oard Member
3oard Member
3oard Member
3oard Member
VP &amp; Pres.-Elect
Board Member

EO &amp; Assist. Treas.
Treas. &amp; Emerita
Clerk/Ex Officio

Board Member
Board Member
3oard Member
Board Member
Board Member
Board Member
Secretary
VP &amp; Pres.-Elect
President
Board Member

Member-Elect
Member-Elect
Member-Elect

EO &amp; Assist. Treas.
Ex Officio
I'reas. &amp; Emerita
Clerk/Ex Officio

Term

1987-1990
(989-1992
[989-1992
1989-1990
(989-1992
1987-1990
(987-1990
1989-1992
1989-1992
1989-1992

1990-1993
1989-1992
1990-1993
1990-1993
1989-1992
[989-1992
1990-1993
[990-1993
[989-1992
[989.1992

[990-1991

No. Term(s)
1st
2nd

st
t

It

2nd(Res.1990)
1st
2nd

Ist
2nd
Ist

Resigned
Ist

”

of

Resigned
[St

Company
United Technologies Corp.
GE, Aircraft Engines
McDonnell Douglas Missile Sys.
McDonnell Aircraft
Digital Equipment Corp.
AT&amp;T
The Southland Corp.
VIT/Lincoln Laboratory
\T&amp;T
The Southland Corp.

AT&amp;T
GE, Aircraft Engines
formerly w/Air Canada
U.S. Secret Service
VMicDonnell Douglas Missile Sys.
Digital Equipment Corp.
Douglas Aircraft Company
The World Bank
AT&amp;T
The Southland Corp.

Maryland Casualty Company
[TAA-CREF
[Jnited Technologies Corp.



1991
Name

Tom Bolden
K Buckler
Dawn Duquet
Lou Garcia
Brian Gimlett
Gene Herbert
Alma Montgomery
Bob Morrissey
John Murphy
Jan Newcomb
Vince Riley
Mary Simon
Ella Thurman

Mary Rowe
Jerry Weinstein

Office

Board Member
Vice President
Board Member
Board Member
Board Member
EO &amp; Assist. Treas.
Board Member
7P &amp; Pres.-Elect
Secretary
Board Member
President
Board Member
Board Member

Treas.&amp; Emerita
Clerk/Ex Officio

Term
1990-1993
1989-1992
1990-1993
(991-1994
1990-1993
(991-1992
1991-1994
(991-1992
(989-1992
1990-1993
1990-1993
1989-1992
1991-1994

No. Term(s)
Ist
2nd
1st

Company
AT&amp;T
GE, Aircraft Engines
formerly w/Air Canada
TTAA-CREF
U.S. Secret Service
[nternational Monetary Fund
McDonald Douglas Missile Systems
United Technologies Corp.
Digital Equipment Corp.
Douglas Aircraft
The World Bank
AT&amp;T
University Hospital of Cleveland





1991/1992 TOA MEMBERSHIP

Jaiv £1 "53;95

Charles Alfano
Sikorsky Aircraft UTC
N. Main Street
Stratford, CT 06880
203/386-5644

John Barrow
Florida Power &amp; Light Co.
P. 0. Box 14000
Juno Beach, FL 33408-0420
407/694-3605

Ann Bensinger
United Technologies Corp
l Financial Plaza
Hartford, CT 06101
203/728-6447

Geraldine Bottomly
Seattle School District #1
815 - 4th Avenue, No
Seattle, WA 98109
206/298-7121

Paul Brennen
Raytheon Service Company
2 Wayside Road
Burlington, MA 01803
517/272-9300

Norma Anderson
Control Data Corporation
8100 34th Avenue, So.
Minneapolis,, MN 55440
512/853-6032

Judy Bashor
Group Health Coop of Puget Sound
521 Wall Street
Seattle, WA 98109
206/448-2719

Thomas Bolden
AT&amp;T American Transtech
8000 Baymeadows Way 4-2-41
Jacksonville, FL 32256
904/636-2330

Mel Bradford
McDonnell Douglas (MDAIS)
P. 0. Box 516 MC 281-1080
St. Louis,, MO 63166-0516
314/233-0388

Gloria Brickner
McDonnell Douglas Missile Systems
701 Columbia Blvd.
Titusville, FL 32780

407/268-7592



James Brier
McDonnell Douglas Helicopter Co
5000 E. McDowell Blvd
Mesa, AZ 85205

Jasper Butler
The Upjohn Company
7000 Portage Road
Kalamazoo, MI 49001
616/329-3581

Tom Castaldi
Essex Group, Inc.
P. 0. Box 1601
Ft. Wayne, IN 46801
219/461-4389

Elizabeth Clark
The Upjohn Company
7000 Portage Road
Kalamazoo, MI 49001
516/323-5539

Richard Cutshaw
Science Applications Intl Corp
1345 ORTP #169
Dak Ridge, TN 37830
515/481-2817

Catherine Buckler
General Electric Aircraft Engines
1 Neumann Way
Cincinnati, OH 45215
513/243-3561

}

Daniel Carr
Norden Systems, Inc.
P. O. Box 5300
Norwalk, CT 06856
203/852-5011 :

Suzette Charron
The Upjohn Company
7000 Portage Road
Kalamazoo, MI 49001
516/323-7435

Therese Clemente
McDonnell Aircraft Corp.
P. 0. Box 516 (0013022)
St. Louis, MO 63166-0516
314/234-7085

L. Richard Daignault
Air Canada
Place Air Canada
Montreal, Quebec H221X5
514/879-7478



Jack Davies
McDonnell Douglas Aerospace Info Ctr
3300 Spring Street
Long Beach, CA 90806
213/988-4140

Jane Denbow
Maryland Casualty Company
3910 Keswick Road
Baltimore, MD 21211
301/338-9470

Donald Dossinger
McDonnell Douglas Space Systems
5301 Bolsa Avenue M/S A3-010-11/1
Huntington Beach, CA 92647-2048
114/896-1996

Jeri Emahiser
McDonnell Aircraft Corp.
P. 0. Box 516 (0013022)
St. Louis, MO 63166-0516

314/234-7054

Susan Fagan
AT&amp;T
307 Middletown-Lincroft Road
Lincroft, NJ 07738

908/957-6240

Anne DeBriere
Rockwell International Corp.
2230 E. Imperial Highway
El Segundo,, CA 90245
213/647-5508

George Dirksen
AT&amp;T
1100 E Warrenville Road
Naperville, IL 60566-7044
708/979-7174

Dawn Duquet

118 Bathurst
Quebec H9S4Z8, Canada

514/697-1296

Camille Emig
Anheuser-Busch Companies, Inc.
One Busch Place
St. Louis, MO 63118

314/577-3374

Creighton Fricek
Federal Reserve Bank of Cleveland
P. O. Box 6387
Cleveland. OH 44101



Louis Garcia
TIAA-CREF
730 Third Avenue
New York, NY 10017

212/916-4640

Allan Gentry
Tennessee Valley Authority-Watts Bar
Nuclear
PMO 1A-WBN
Spring City, TN 37381
515/365-3507

Brian Gimlett
U. S. Secret Service
1800 G Street, NW
Washington, DC 20223
202/377-6623

Walter Gooch
Ashland Petroleum Company
P. 0. Box 391
Ashland, KY 41114
506/329-4612

Gilroye Griffin, Jr.
Bristol-Myers Squibb Co
345 Park Avenue
New York, NY 10154

Vito Genovese
Sundstrand Corporation
4949 Harrison Avenue
Rockford, IL 61125

815/226-5990

Linda Gessay
United Technologies
1 Financial Plaza
Hartford, Ct 06101

203/728-6446

Sal Golemi
New York Power Authority
P. 0. Box 215
Buchanan, NY 10511

314/736-8180

Rena Grant
University of California
470C McHenry Library
Santa Cruz, CA 95064

408/459-2073

Gary Hall {
McDonnell Douglas Electronic Systems
1801 East Street Andrew Place
Santa Ana, CA 92705-6520

714/566-5700



Jerri Harris
dashington Gas Light Company
5801 Industrial Road
Springfield, VA 22151
703/750-5574

Chandra Heilman
Smithsonian Institution
900 Jefferson Drive, SW
Jashington, DC 20036
202/357-3261

J. Walter Hyer, III
J S West, Inc.
7785 Maroon Circle, Ste 400
Englewood, CO 80111
303/792-4722

Alfred Jackson
NBC
30 Rockefeller Plaza
New York, NY 10112
212/664-3263

Edward Jaferian
Digital Equipment Corporation
129 Parker Street
Maynard, MA 01754
508/493-6736

Franklin Head

1049 E. Stanford Avenue
Gilbert,, AZ 85234
502/497-9053

Eugene Herbert
International Monetary Fund
700 - 19th Street, NW 11-112
Washington, DC 20431
202/623-4660

Dr. Myra Isenhart
Organizational Communication
4770 East Iliff Ave., Ste 101
Denver,, CO 80222
303/796-8113

Douglas Jackson
[VA-Watts Bar Nuclear Plant
PMO Bldg
Spring City, TN 37381

William James
Douglas Aircraft Company
3855 Lakewood Blvd.
Long Beach, CA 90712
213/593-3999



C. Robert Jones
Control Data Corporation
8100 34th Avenue, South
Minneapolis, MN 55440

William Kieffer
Foster Parents Plan Intl
8304 Quaker Lane
East Greenwich, RI 02818

Donald Kramer
AT&amp;T
NFNW200000 Warrenville Road
Lisle, IL 60532
708/224-4351

H. Luetjen
McDonnell Douglas Missile Systems Co.
P. O. Box 1899
Titusville, FL 32781
107/269-0744

Georganne MacNab
McDonnell Douglas Corp.
P. O. Box 516
St. Louis, MO 63166
314/233-6645

Patricia Kaufmann
AT&amp;T Bell Labs
P. 0. Box 3030 Rm 1-J 529
Holmdel, NJ 07733

201/834-1043

Melinda Kohn
AT&amp;T Bell Labs
1247 South Cedar Crest Blvd
Allentown, PA 18103

215/770-2862

George Lane
Harris Corporation
1025 West NASA Blvd
Melbourne, FL 32919
407/727-9237

Patricia Lynch
Pratt &amp; Whitney
400 Main Street
East Hartford, CT 06108

203/565-7612

Wes Marden
General Dynamics Corporation
Camden Facility
East Camden, AR 71701

501/574-4210



Ellen Marques
Stone &amp; Webster Engineering Corp.
245 Summer Street
Boston, MA 02107

517/589-2354

Virgil Marti
McDonnell Douglas Co.
39 Club Grounds North Drive
Florissant, MO 63033
314/837-2284

Judith Matthews
Douglas Aircraft Company
Mail Code 802-10
Long Beach, CA 90846
213/593-3999

Professor Douglas McCabe
Georgetown University
37th &amp; O Streets, NW
Washington, DC 20057
202/687-3778

Joan McEwen

1275 W. 6th Ave. Ste 300
Vancouver, B.C. V6H1A6

Alexander Marshall
McDonnell Douglas Aircraft Corp.
P. 0. Box 516 (0013022)
St. Louis, MO 63166-0516

314/234-7052

Margaret Martin
Carrier Corporation
P. O. Box 4808
Syracuse, NY 13221
315/432-7559

Rosemary McBride
General Dynamics/Electric Boat Div.
75 Eastern Point Road
Groton, CT 06340
203/433-8110

Barbara McDonald
General Dynamics - Convair
P. 0. Box 85357
San Diego, CA 92186
519/573-9529

Ronald McIntosh
McDonnell Douglas Sapce Systems
589 Discovery Drive
Huntsville, AL 35806
205/922-7516



Karen McKenzie
Air Canada
P. 0. Box 6002 Lester B. Pearson Intl
Airport
Ontario, L5P1B4
416/676-4432

Ralph Miles
General Dynamics Corporation
L745 Jefferson Davis Hwy, Ste 1000
Arlington, VA 22202

Sam Miller
Orrick, Herrington &amp; Sutcliffe
599 Lexington Avenue
New York, NY 10022

212/326-8800

Alma Montgomery
McDonnell Douglas Missile Systems Co.
P. 0. Box 516
Bridgeton, MO 63166
314/233-4059

W. Mower, Jr.
Seneral Electric Company
3135 Easton Tpke - W3M
Fairfield, CT 06431

203/373-2343

Dennis Metcalf
McDonnell Douglas - Tulsa
2000 N. Memorial Drive
Tulsa, OK 74115

)18/838-6171

Beverly Miller
General Electric Appliances
Bldg 3 Room 175
Louisville, KY 40225

502/452-3646

James Mitchell
AT&amp;T Bell Laboratories
Room 8C-161, Whippany Road
Whippany, NJ 07981

201/386-6121

Robert Morrissey
United Technologies
1 Financial Plaza
Hartford, CT 06101

203/728-6444

Walter Mullins Co
The Dime Savings Bank of New York, ob
589 Fifth Avenue
New York, NY 10017

212/326-6092



John Murphy
Digital Equipment Corporation
111 Powdermill Road MS02-1/C4
Maynard, MA 01754
508/264-1317

Janet Newcomb
douglas Aircraft Company
18311 Gum Tree Lane
Huntington Beach, CA 92646
213/496-7218

Pat O'Keefe
McDonnell Douglas Missile Systems
701 Columbia Blvd
Titusville, FL 32780

407/268-7109

Kenneth Oard
United Technologies
P. 0. Box 1100
Huntsville, AL 35807

205/830-7531

Tony Permeski
AT&amp;T Bell Labs
Rm 6D421
Murray Hill,, NJ 07974

308/582-6795

David Nassef
Pitney Bowes, Inc.
1 Elmcroft Road (62-11)
Stamford, CT 06926-0700

203/351-6471

Ronald Nicolette
Anheuser-Busch Companies, Inc.
One Busch Place
St. Louis, MO 63118

314/577-4479

J. O'Neill
TIAA-CREF
730 Third Avenue
New York, NY 10017

212/490-9000, x2465

Guy Parent
Central Arizona Water Conservation Dist.
1035 West Mission Lane
Phoenix, AZ 85021

Rob Portnoy
McDonnell Douglas
P. 0. Box 516
St. Louis, MO 63166-0516



Phillip PremDas
D. C. Public Schools
2400 Shannon Place, SE, Rm 306
Jashington, DC 20020

Lewis Redding
MIT/Lincoln Laboratory
244 Wood Street
Lexington, MA 02173
517/981-7064

Vincent Riley
The World Bank
L818 H Street, NW
dashington, DC 20433
703/536-7939

Mellon Robertson
Arizona Public Service Company
10055 W. Mariposa Street
Phoenix, AZ 85039
502/877-8308

Frank Robles
Lawrence Livermore Natl Lab
P. 0. Box 808, L-155
Livermore, CA 94550

415/423-6471

Gregg Raudabaugh
The Southland Corporation
2711 North Haskell Avenue
Dallas, TX 75204

214/828-7945

Robert Reid
Martin Marietta Corporation
P. 0. Box 555837
Orlando, FL 32855-5837

407/356-9400

Jack Risewick
Kodak Apparatus Division
301 Elmgrove Road
Rochester, NY 14653-5018

716/726-3399

Toni Robinson
Social Security Administration
5401 Security Blvd
Baltimore, MD 21235

William Rogers
Social Security Administration
6401 Security Blvd
Baltimore, MD 21235



Mary Rowe
Massachusetts Institute of Technology
77 Massachusetts Ave., Rm 10-213
Cambridge,, MA 02139
617/253-5921

Gary Saar
Pensylvania Blue Shield
L800 Center Street
Camp Hill, PA 17089-0089

717/763-3429

Peter Santoro
Northeast Utilities
P. 0. Box 525
East Lyme, CT 06333
203/444-4335

Jeanne Scott
Pennsylvania Blue Shield
L800 Center Street
Camp Hill, PA 17011
117/763-3413

Louis Slade
AT&amp;T Bell Laboratories
Room 8C-157 Whippany Road
Whippany, NJ 07981
201/386-2826

William Rowles
Toledo Edison Company
Mail Stop 3200
Toledo, OH 43652

419/249-2423

George Sammet, Jr.
Martin Marietta Corporation
P. 0. Box 555837
Orlando, FL 32855-5837

407/356-9400

Carolyn Scott
The Johns Hopkins University
34th &amp; Charles Streets
Baltimore, MD
301/338-5300

Mary Simon
AT&amp;T
1600 Osgood Street
North Andover, MA 01845
508/960-6490

Burt Slesinger
McDonnell Douglas Space Systems
P. 0. Box 21233
Kennedy Space Ctr, FL 32815

407/867-4260



Billy Sofley
McDonnell Douglas Space Systems
Crystal Plaza 1, Suite 1101
Arlington, VA 22202
103/415-1744

Sheila Sprague
McDonnell Douglas Corporation
Dept. HO61/M.C. 1003292
St. Louis, MO 63166

Sigmund Suskind
The Johns Hopkins University
J4th &amp; Charles Sts.
Baltimore, MD 21218

301/338-5300

Ella Thurman
University Hospitals of Cleveland
2074 Abington Road
Cleveland, OH 44106

216/844-1485

Al Turner
Hamilton Standard, Division of UTC
L Hamilton Road
windsor Locks, CT 06096

Elizabeth Spencer
Madison Gas and Electric
2. 0. Box 1231
Madison, WI 53701-1231

608/252-4755

Lionel Stevens
Bristol-Myers Squibb Co.
345 Park Avenue
New York, NY 10154

212/546-5644

John Swanson
Dow Corning Corporation
Dow Corning Center
Midland, MI 48640

517/496-4612

Carole Trocchio
The Southland Corporation
2711 No. Haskell Avenue
Dallas, TX 75204

214/828-7944

Sr. Elizabeth Veenhuis
Borgess Medical Center
1521 Gull Road
Xalamazoo, MI 49001



Marsha Wagner
Columbia University
300 Kent Hall, East Asian Library
New York, NY 10027

212/854-2578

Walter Wesley
General Electric - Aircraft Engine
L000 Western Avenue
Lynn, MA 01910

317/594-5212

N. Westmore
Pacific Bell
140 New Montgomery
San Francisco, CA 94105
415/542-3813

Jane Waterman
Federal Reserve Bank of San Francisco
101 Market Street
San Francisco, CA 94105

415/974-2138

Madeleine Wessels
United Health Services Hospitals
Mitchell Avenue
Binghampton, NY 13903
507/762-2217

Kathy Woodrome
General Dynamics Corporation
7733 Forsyth Blvd
St. Louis, MO 63105
314/889-8481

Mitzi Yates-Waterhouse
Society for Savings
31 Pratt Street
Hartford. CT 06103



COA MEMBERSHIP

YEAR

1886

1987

1988

1989

1990

NEMBERS

ny

23

33

110

120%

ASSOCIATES

* As of 5/20/90
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1990 COA MEMBERSHIP, BY REGION

As of the above date, the COA membership consisted of 120 members and came from four
~ggions of North America as shown below:

FAST

CAN
oT
JC
1A
“1D
\WJ L
\Y 10
PA °
{A 2

(number)

Totals 53

Percent 44

MIDWEST
(number)

1%
.

52

37

i

f

CY
Mi
MN
MO
OH
Wi

SOUTH WEST
(number) (number) Totals

AL 2 CA 13
. WA 3

IN
IX

2 16 120

100A | 3

COA 1990 MEMBERSHIP, BY YEAR OF INITIAL MEMBERSHIP

The year 1986 was selected as the initial year of the COA because that is the year when the
Association became incorporated; prior to that year the COA cannot be said to have legal
sxistence, although conferences were held in 1984 and 1985. The 1990 COA membership, as of
the above date and distributed according to the year in which the first membership is recorded,
is as follows:

(ear ofInitial Membership
"986

"G87

G88

1989

1900

a) 3)

NumberofMembers~~Percent
) 23

3

24 20

23 9

39 72

20 IFTN



[nformation taken from 1990 COA Membership, by state (Membership total 117)

NORTHEAST

Connecticut
Maine
Massachusetts
New Hampshire
New York
Rhode Island
Vermont
Canada (Quebec)
Total

MIDDLE ATLANTIC STATES
Delaware
Washington, DC
Maryland
New Jersey
North Carolina
Pennsylvania
South Carolina
Virginia
West Virginia
Total

SOUTH ATJ.ANTIC STATES
Alabama
Georgia
Florida
Tennessee
Kentucky
Total

SOUTHWEST AND SOUTH CENTRAL

Arkansas
Colorado
Kansas
Louisiana
Missouri
New Mexico
Oklahoma
Texas

Total

)
0

v

)

VU
J

27

)

ys

2
0

28

0
J

1

12

y

GREAT LAKES REGION

Illinois
Indiana
Michigan
Ohio
Wisconsin
Canada (Ontario)
Total

CALIFORNIA AND THEWEST
Arizona
California
Nevada
Utah

Total

NORTHWEST AND GREAT PLAINS

Idaho
Iowa
Minnesota
Montana
Nebraska
North Dakota
Oregon
South Dakota
Washington
Wyoming
Canada (Toronto)
Total

J

0
12
0
0

9

J

1 |
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1990 COA MEMBERSHIP, BY AFFILIATION

As of the above date, the COA membership came from 63 different organizations. The
breakdown below shows the membership under ten different types of organization.

Type ofOrganization

Manufacturing

Utilities

Defense-related

Health-related

Hi-Tech

Organizations
Number|Percent

| 18

§ ~
i 16

132
wl

rlempers
Number|Percent

ME {0

1

~4

12

41

J

Cy

Public Service

University

School Districts

lnsurance

Other

[otals

10 16

100

2

653

-

13 11

120 100

5

nt

2

-
-

J

-—

&gt;





THE OMBUDSMAN ASSOCIATION 1992 MEMBERSHIP APPLICATION

“ull membership is available to practicing ombudspersons. To become a member we ask that you
.e acting as a neutral party in resolving complaints and subscribe to the Ombudsman Code of
Ethics.

NAME

ATLE _

AFFILIATION

ADDRESS

TELEPHONE ( )
NEW MEMBERSHIP RENEWED MEMBERSHIP MEMBER SINCF

Make check payable to: The Ombudsman Association -- Annual Fee $85 (U.S. Currency) and
forward with this form to Eugene T. Herbert, P. 0. Box 1246, Mclean, VA 22101-1246.

(OOFOFETHICS
I. The Ombudsman, as a designated neutral, has the responsibility of maintaining strict confidentiality concerning matters that
ire brought to his/her attention. The only exception, at the sole discretion of the ombudsman, is the instance of threat to the
physical safety of others and/or serious threat to property. This duty to warn, however, shall be initiated only after the
smbudsman has strongly counseled with the client involved to encourage the client to personally come forth. In the event the
slient still refuses, the ombudsman has an obligation to notify the client of the intended breach of confidentiality in this
situation. ' Even then, the ombudsman has the responsibility and cbligation to discuss the situation only with those who have a need

» know,

+. The ombudsman has the responsibility to ensure that any records of files pertaining to confidential discussions with clients
are safe from inspection at all times by others, including employees and management, at all levels.

[II. The ombudsman has the responsibility, when recommending actions as a result of impartial investigations, to make
recommendations that will be equitable to all parties and reflect good professional practice.

iV. The ombudsman has the responsibility to behave in a professional manner at all times to maintain the credibility of the
mmbudsman function.

[ subscribe to The Ombudsman Association’s Code of Ethics and agree to respect the
confidentiality rules protecting the privacy of its members and their employers.

SIGNATURE
™

Please provide the following information:

Are you a designated neutral or an impartial problem solving channel for employees outside the
usual management channel with the Primary function of resolving disputes? Yes __ No
[£ no, please explain your function further.

Do you maintain confidentiality in the course of addressing concerns and/or resolving
disputes? Yes No If no, please explain your rationale.

THE OMBUDSMAN ASSOCIATION 1992 MEMBERSHIP APPLICATION



ASSOCIATION JAN 2 1992

P.O. Box 1246
McLean, VA 22101-1246

December 12, 1991

Dear Colleague:

THE CORPORATE OMBUDSMAN ASSOCIATION IS CHANGING ITS NAME EFFECTIVE
JANUARY 1. 1992 TO:

"THE OMBUDSMAN ASSOCIATION" (TOA)

Membership in TOA for the year 1992 is now open! Speaking on behalf of
the Officers and Board members, we would welcome your continued participation
In the activities of the Association, and hope your past membership has proven
valuable to you. Enclosed please find a membership application for your
convenience.

The application form should be returned to me with a check for US $85.00
made payable to The Ombudsman Association. We would also again like to
receive names and addresses of people you feel are qualified for membership in
the Association. We will be happy to send them information about joining.

Next year’s Annual Meeting and Conference will be held in the Omni
Netherland Plaza in Cincinnati, Ohio from May llth through May 13th. Details
about the Conference will be sent to all members early next year. The
tentative agenda will again seek to provide topics which member evaluations of
previous Conferences have identified as most interesting and useful.

If you have any questions, please contact me at the address shown above
or by phone at (202) 623-4660. I look forward to receiving your renewal
application, the names of any potential new members you may wish to recommend,
and to seeing you at next year's Conference.

Beet regards,

( Li
-rfugere T. Herbert
Executive Officer

ombudsman\om-bodz-men\One skilled in dealing with reported
complaints to help achieve equitable settlements



History of discussions &amp; decisions regarding membership in COA

I. Minutes - May 23, 1990

)

The membership agreed that phone numbers could be added to the address list.
The list should include a reminder to all members not to give this list out to
anyone. If anyone does not want their number to appear on this list, they are
asked to advise Jim Hendry.

Jim Hendry, K. Buckler and Luege Luetjen will serve on the Search Committee.

The new form helped to identify additional skills of members.

it was recommended that COA have an attorney review any substantive changes
in future membership applications.

COA Meeting - December 2, 1988

The board reaffirmed an earlier resolution to allow any ombudsman, once
accepted for membership, who has been a practicing ombudsman, who continues
to pay dues and who supports the COA code of ethics may remain a member of
the association.

I'he guidelines for eligibility to attend the conference will be:

a. Any COA member.

Representatives of a company considering an internal ombudsman function.

Persons who accept confidentiality restrictions on the use of COA
membership list and the attendees list.

Those ombudsmen newly come to notice who are practicing within
recognizably similar context. |

Individuals interested in becoming or learning about the corporate ombudsman
should be provided with articles and conversation, but should not be encouraged
lo come to the conferences or become members. Anyone who is interested in
learning more about corporate ombudsmen will be permitted to buy the handbook
at designated fee.

Membership in COA will be restricted to former ombudsmen as previously
defined and practicing ombudsmen who operate in recognizably similar
employment contexts.

COA Board Meeting - October 11, 1988

Premise: An individual must be a practicing ombudsman, i.e., an individual who
deals with reported complaints in an effort to achieve equitable solutions.

What if an individual is a practicing ombudsman part of the time? What is an
acceptable % for membership...10%, 25%, 50%, 90%?
What if an individual is a practicing ombudsman, by our definition, but is not a
designated neutral, as in a Human Resource Manager, who occasionally deals with
complaints?



1

5.

6.

~— What if an individual is a practicing ombudsman, by our definition, but serves as
an advocate for one party or the other?

What if an individual is interested in becoming an ombudsman? Can they be a
full member?

What if an individual is not a practicing ombudsman, but manages an individual
who is? Can they become a member?

What about an individual who wants to set up an ombudsman office, but has not
as yet taken steps to do so? Should they be a full member?

Premise: Our Code of Ethics provides that ombudsmen must maintain
confidentiality except in cases of physical harm or misappropriation of Company
funds.

What if an individual offers no confidentiality? What if they develop a candid
report and share it with all of management? Can they be a member of the
Association?

Associate members would pay the same membership as a full member as they
receive all the material benefits. However, associate members would not have
voting power on any issues that required a vote by the association membership.

By-Laws - Revised: 5/26/88

Qualification for membership shall be determined by the Board of Directors
which shall consider whether such person will further the ideals and aims of the
Corporation. Any person accepted as a Member shall remain a Member, for so
long as such Member regularly and timely pays the Membership dues established
by the Board of Directors for such Member’s class of Membership, until his or her
death, resignation or removal.

COA Minutes - May 26, 1988

— Marti established a committee to discuss membership criteria. Marti requests that
the committee revise the form, evaluate criteria and consider outreach.

COA Minutes - May 25, 1988

There was some discussion about the definition of an ombudsman of the corporate
ombudsman’s role. Virg Marti will be forming a committee of COA members to
address the issue of membership criteria. Members were requested to let Virg
Marti or Jim Hendry know if they would be interested in participating.

Annual Meeting of the Board of Directors - 1987

After much discussion the members agreed to eliminate the Associate Member
level and agreed to grandfather existing associate members.

Members also agreed that the duration of annual membership would run from
January through December. To qualify for annual membership the membership
must be received by February 15th of the membership year. K. Buckler will
include such information in the membership application. Any exceptions will be
decided by the Membership Chairman. The membership drive will take place in
November of each year.



8.

D.

New members will receive a Welcome Letter from the President, a copy of the
Code of Ethics, the membership certificate and wallet size membership card, the
Handbook and the most current newsletter. Continuing members will receive a
current wallet size membership card and updated versions of the Handbook when
available.

COA Minutes - December 7, 1987

The Board reviewed the new membership categories and definitions determined at the
July 1987 board meeting:

The category of Associate Member was discontinued.

Membership requires that the individual be a practicing ombudsman (not
necessarily using that title)/or be a former practicing ombudsman, who maintains
membership in the association.

Non-members interested in setting up a program may attend the COA conference,
but will not receive the benefits of membership, e.g., the handbook.

COA Board Meeting - July 28, 1986

Membership is defined as persons employed in a corporate environment whose
ombudsman role is their primary function and/or those persons who have been
designated as a neutral party for the purpose of the ombudsman function in their
organization.
Members have voting privileges and will receive the efforts of the Association, i.e.,
handbooks, research results, etc. gratis.

Associate Membership is defined as those persons who have a serious professional
interest in the ombudsman function.

To avoid confusion in the future, the membership term will run the calendar year
and membership dues will be solicited late in 1986 for the 1987 calendar year and
not in conjunction with conference registration.

The Chairperson of the Membership Committee discussed the membership
process and it was decided that inquiries to the Association would be referred to
the closest geographical board member for discussion and that new members
would require sponsorship by a member. Applications of membership by the
sponsor would be reviewed by the President of the Association and the Chair of
the Membership Committee for acceptance.

10. COA Contact: James B. Hendry, Date Founded: 1982

To become a member of the Association, one must be acting as a neutral party in
resolving complaints within his or her organization, and must subscribe to the
Association’s Code of Ethics.

MGS-7/2/91





Notes to President

le

1,

III.

[V.

Keep a record of your correspondence and discussions with people
NOTE:

— Virg Marti’s 1988/1990 correspondence in 2 red binders

— Mary Simon’s 1990/1991 correspondence in blue binder

When the Executive Officer informs you of new TOA members, send the following:

l. Welcome letter (see attached sample)

NOTE: Send Ann Bensinger, United Technologies Corporation, ms 522, 1
Financial Plaza, Hartford, CT 06101, a blind copy and her office will send out
the COA handbook.

2. A signed Membership Certificate with their name (done in calligraphy)
3. TOA Code of Ethics

4. TOA Membership Card

5. Latest update of TOA Board of Directors
6. Latest issue of the TOA Newsletter

After the annual conference, send thank you letters to:

A. All conference presenters (including TOA Members)
B. All retiring Board Members (and their bosses)

Before the next conference:

A. Send confirmation letters to all presenters. Explain all arrangements and fees.



ASSOCIATION
 si - SAMPLE LETTER —

March 13, 1991

Mr. Vito J. Genovese
Corporate Director
Business Conduct and Ethics
1949 Harrison Avenue
Rockford, IL 61128
Dear Mr. Genovese:

On behalf of the Board of Directors of the Corporate Ombudsman Association, I would like
lo take this opportunity to welcome you as a new member.

Enclosed is your Membership Certificate and Code of Ethics which are suitable forframing
and a wallet-size membership card which will be updated annually with yourmembership
renewal. You will also receive the "Ombudsman News" which is published biannually.
The Corporate Ombudsman Association serves its members through a network of
communication developed to share common interests and strengthen skills. Our annual
conference is held in May. There you will find much information and skill building to
enhance the quality and value of your function to your respective business or industry.
[he first edition of the Corporate Ombudsman Handbook was distributed to members at
the May 1988 conference. Your copy of the Handbook is being mailed to you underseparate
cover.

Enclosed is a current list of the Board of Directors of the Corporate Ombudsman
Association. IfI,oranyof the other members, may be of service to you, please feel free to
give one of us a call.

Sincerely,

ron
President
Corporate Ombudsman Association

Encs.

ombudsman\om-bodz-men\One skilied in dealing with reported
complaints to heip achieve equitable settiements



UNITEDcod TECHNOLOGIES

fay 31 19490

Jnited Technologies Building
Hartford, Connecticut 06101
203/728-6447

Ann Bensinger
Corporate Consultant
Office of the Ombudsman

JUN 1 - 1990
Ms. Janet L. Newcomb
douglas Aircraft Company
McDonnell Douglas Corporation
3855 Lakewood Boulevard
MC 36-58
Long Beach, CA 90846

Dear Jan,

It was wonderful to see you at the COA meeting. Enclosed are the most recent
revisions of the bylaws and copies of minutes for the last few years. You will
have the opportunity to spend much more time establishing a meaningful
relationship with these documents than you will want to... I have also enclosed
a copy of the revised articles of incorporation; although I do not believe that
you will need that document. ’

Jerry Weinstein, as Clerk of COA, must receive copies of all minutes, bylaw
changes, etc. He has custody of the official minute book of COA at Palmer and
Dodge. (We have been told that Massachusetts’ laws of incorporation, etc.
require that the Clerk and the Treasurer be residents of Massachusetts.)

Now I am going to pass on to you certain guerrilla tactics to aid in your
survival as board secretary. Since COA has no sergeant-at-arms, the task of
naintaining some semblance of order and protecting both the agenda and the
president from utter chaos falls to the secretary.

Virg had time estimates on his agenda. Beg Mary to continue this practice. The
technique is very helpful as it provides an external authority to refer to when
discussion gets off track. (It’s like a mediation flip chart.) It allows you
vith some authority to intervene in the middle of either heated debate or
improper deviations from the schedule to nudge the group back on task.

[ also have every confidence that you will have frequent opportunity to utter
the famous line of the secretary's post, "Excuse me, Madam president, but we
have a motion on the floor." This is typically followed every few minutes with
interventions such as, "Excuse me, Madam President, but we are falling seriously
behind on the agenda." At this point, most of your colleagues will cast
iisparaging gazes in your direction, but they will also dutifully get back on
track. They will even be remarkably appreciative as tasks get accomplished.

By the way, you will not do this because of any noble sense of order. You will
do it because you come to realize that when you have three pages of notes about
possibilities for the 1998 (sic) conference between a motion and its outcome, it
is difficult to find the outcome at the next meeting. Also because you are
forced to recognize that regardless of how good-natured and obliging your boss
nay be, 3 day board meetings and 25 pages of minutes will not be well received.

darm regards,

ce? Wary Simon (Bylaws)
Vince Riley (Bylaws and Articles of Incorporation)

Enclosures (Minutes, Bylaws and Articles of Incorporation)
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EXECUTIVE OFFICER, CORPORATE OMBUDSMAN ASSOCIATION

Job Description

General. The Executive Officer (EO) of the Corporate Ombudsman Association (COA) has the
following responsibilities: compile and maintain the membership and financial records; prepare
an annual budget for the COA; conduct the annual membership drive; supervise arrangements
for the annual Conferences, issue the announcements for it, register the attendees, and collect the
registration fees; provide a ready point of contact from which to respond to questions about the
COA and send information about it to prospective members; answer questions about the
Ombudsman Handbook and arrange for the sale of Handbooks; attend Board mestings as an ex
officio member and make regular reports to the Board on matters for which the EO 1s
responsible; represent the COA at professional mestings and arrange for the distribution of COA
naterials at such mestings. Each of these is discussed in greater detail below.

record-keeping.

(a) The EO maintains a list of all COA members, by year of membership, and distributes
membership information to members and to the Board in accordance with instructions from the
Board. All membership applications are sent to the EO, and from these a master 11st of members
is prepared. Upon request from the Board, membership may be sorted according to
organizational affiliations, location, year of initial membership, title, or any other category
sovered in the application form.

(b) The EO maintains a record of all receipts of funds from any source (e.g., membership
fees, conference registration fees, Handbook sales, interest) and all expenditures (e.g,
conference expenditures, professional fees, EO office expenditures, research expenditures).

(c) The EO completes annual reports to the Attorney General and the Secretary of State of the
commonwealth ofMassachusetts, and prepares an annual return to the Internal Revenue Service.

(d) The EO maintains the COA bank account, and deposits all receipts therein.

AnnualBudget.
(a) At the beginning of each calendaryear, the EO prepares a budget for the year ahead which

is presented to the Board for approval. At subsequent Board meetings throughout the year the EO
presents up-dated comparisons of actual and estimated revenues and expenditures. After the end
of a calendar year the EQ provides the Board with a final report on the actual year's situation
compared to the approved budget.

(a) The annual membership drive usually takes place in November, at which time the EO
sends out membership application forms to all current members. The forms are those approved
by the Board for the year ahead. The covering letter, inviting recipients to apply for
membership, is prepared by the EO.

(b) The EO maintains a list of people who have expressed interest in the COA, compiled from
leads furnished by by other members or from names of people who have contacted the EO
directly. People on this list are sent invitations to join the COA at the time of the annual
membership drive.

{¢) As membership applications come in they are recorded on a master list of members. if
the applications, or the fee payments, are incomplete or not in order, the EO follows up to sort
Jut problems.



Handbook Sales.
(a) The EO is available to answer questions about the Ombudsman Handbook and conditions

under which it may be purchased. When checks are received from purchasers, the EO records
the transactions in the financial records, deposits the checks in the COA bank account, and
arranges for the shipments to the purchasers.

3oardAttendance.
(a) The EO 1s an ex officio member of the Board and attends all Board meetings. The main

function of the EO is to provide the Board with up-to-date information about the state of the COA
"inances and the COA membership, and to make any recommendations appropriate to these
natters. The information is provided in a Statement of Revenues and Expenditures, a Balance
Sheet, and an estimated and actual Budget Statement.

(b) The EO participates fully in the Board's deliberations on all matters. From time to time
the Board may request the EO to carry out a special assignment (e.g., a survey of reasons for non
attendance at the annual conference), or report on a topic of interest to the Board (e.g., the
jJeographical distribution of the membership.

AttendanceatProfessionalMeetings.
(a) The Board has asked the EO at various times to attend professional meetings of relevance

lo the COA (e.g., SPIDR), to distribute COA informational materials to others attending the
meetings, and generally be available to answer questions about the COA and its requirements for
membership.

{b) In the future, assuming that the COA continues to grow in numbers and influence, it is
likely that the EO will have to become more active in the public relations area. This could mean
being available to give talks to interested groups, actively representing the COA at professional
meetings through the presentation of papers and participation in panels, writing (or
sommissioning) articles about the COA to be published in professional journals or other
publications, and being prepared to travel extensively if opportunities to speak arise.

Cost of Executive Office.
(a) The EO does not receive any compensation for services rendered. The EO is reimbursed,

nowever, for any expenditures mads in the course of carrying out the responsibilities described
above. These include, for example, expenditures on postage, stamps, printing and copying,
:elephone, office supplies and office equipment, professional meeting fees, and travel on COA
business. Normal practice has been to submit an itemized account of EO expenses for a specified
seriod ( typically this has been six months) to the COA President for approval, and upon receipt
of the approval to draw a chack on the COA account for the amount to be reimbursed.



CRITERIA FOR FILLING BOARD VACANCIES

(Working Document for Discussion)

COA Board Meeting

Sept. 20/21. 1990

The Board shall declare a vacancy at its discretion* and

identify the needs# of the position to the Nominating Committee.

The Nominating Committee shall consider candidates who

neet the following criteria:

{as been a member of the COA in good standingX for at least
two years;

{as been a practicing Ombudsman®, or equivalent, for at least
two years;

Fully supports and respects the COA Code of Ethics and
founding philosophy;

1as identified expertise needed by the Board.

* The Board may decide not to fill a vacancy for a certain period.

i Needs such as demographic, cultural, legislative, financial,
Jperational, planning, educational, etc.

[.e. dues fully paid, has never used COA for personal gain,
respects confidentiality of COA meetings, etc.

J Can be a full-time, part-time, consulting or retired Ombudsman.
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Revised: 5/15/91

CORPORATE OMBUDSMAN ASSOCIATION

BY-LAWS

ARTICLE I

MEMBERS

Section 1.1. Classes of Members. There shall be one (1) class of Members of the
Corporation which shall be known and referred to as "Members."

Section 1.2. Election of Members and Duration of Membership. The charter Members
of the Corporation shall consist of the Incorporator or Incorporators. Prior to the first
meeting of the Board of Directors, the Members shall consist of the charter Member or
Members and such additional persons as the Incorporators or Incorporator shall elect or
appoint as Directors or officers. At and following the first meeting of the Board of
Directors, Members of the Corporation shall consist of those persons already Members as
aforesaid, plus such additional persons who may at any time submit applications for
membership to an officer of the Corporation, accompanied by a membership fee the amount
of which shall be determined for each class of membership from time to time by the Board
of Directors. Qualification for membership shall be determined by the Board of Directors
which shall consider whether such person will further the ideals and aims of the
Corporation. Any person accepted as a Member shall remain a Member, for so long as
such Member regularly and timely pays the Membership dues established by the Board of
Directors for such Member’s class of Membership, until his or her death, resignation or
removal.

Section 1.3. Removal. Any Member may be removed by a two-thirds vote of the
Directors present and voting at any regular or special meeting of the Board of Directors.

Section 1.4. Resignations. A Member may resign his or her membership at any time
by written resignation delivered to the Corporation at its principal office or to any officer of
the Corporation. Acceptance thereof shall not be necessary to make such resignation
effective unless so stated in the resignation, and such resignation shall be effective upon
receipt unless it is specified to be effective at some other time or upon the happening of some
ther event.

ARTICLE II

DIRECTORS, COMMITTEES AND OFFICERS:
~ ELECTION, POWERS AND DUTIES

Section 2.1 Directors and Officers. The Board of Directors of the Corporation shall
consist of not less than three (3) nor more than fifteen (15) plus emeritus and ex-officio
members. There will be three (3) classes of members--up to five (5) in each class. Each class
serves three (3) years. The exact number of Directors (within such limits) constituting the



Board of Directors shall be fixed by the Incorporators or, after incorporation, at each
annual meeting bythe Members, provided that by vote of the Members at a special meeting
called for the purpose the number of Directors may be increased or decreased (subject to
said limitation) and provided further that by vote of a majority of the Directors then in
office the number of Directors may be increased (subject to said limitation). The officers of
the Corporation shall be a President, one or more Vice Presidents, a Treasurer, a Secretary,
and each other officers as the Incorporator or Incorporators or the Board of Directors may
from time to time elect or appoint. Except as otherwise specifically required by law, the
same person may simultaneously occupy more than one office. Directors must be Members
of the Corporation.

Section 2.2 Terms of Office: Vacancies. The Directors, President, Vice President(s),
Treasurer and Secretary shall hold office, except as otherwise hereinafter provided, until
the next annual meeting of Members or Directors at which they are regularly elected and
until their respective successors are chosen and qualified. All other officers shall hold office
during the pleasure of the Board of Directors. In case a vacancy shall occur for any cause
in the Board of Directors or in any other office, including a vacancy resulting from
enlargement of the Board, the Board of Directors (or the remaining Directors, although less
than a quorum) may fill such vacancy by the affirmative vote of a majority of the Directors
then in office. Any vacancy in the Board of Directors may also be filled by the Members at
any annual or special meeting unless such vacancy shall have been previously filled by the
Board of Directors. A Director or officer so elected by the Board of Directors or the
Members to fill such vacancy shall hold office only until the next meeting of the Members or
Directors at which the office would regularly be filled and until a successor is chosen and
qualified.

All Board Members may be elected to the two (2) consecutive three (3) year terms of office
followed by one year off of the Board before being eligible for re-election. Time served to
complete an unexpired term of a former Board Member may be in addition to the two
elected terms. Following the year in office the former President will be asked to serve an
additional year even if the term of office has expired. The Executive Officer and the Clerk
may serve ex-officio for the duration they serve in said offices.

Section 2.3. Resignation and Removal. Any Director may be removed from his or
her office with or without cause by the vote, at a meeting at which a quorum is present, of a
majority of Members who are present; or duly represented by proxy and any officer may be
removed from his or her office with or without cause by the vote of a majority of the
Directors then in office.

Section 2.4. Board of Directors. Directors shall be elected by the Members at each
annual meeting of the Members or at any meeting of the Members held in lieu thereof in
accordance with the Provisions of Section 3.1. The Board of Directors shall have the
general management and control of all the property and affairs of the Corporation, except
such as are conferred by law or by the Articles of Organization of the Corporation or by
these Bylaws upon the Members. Without limiting the generality of the foregoing, the
Board of Directors shall have full power to fix the compensation of any and all employees of
the Corporation.



Section 2.8. Standing Committees. At each annual meeting of the Board of
Directors, or any meeting held in lieu thereof, the President shall appoint persons to such
standing committees as the Board by resolution may create from time to time.

Section 2.6. Ad Hoc Committees. The Board of Directors may from time to time
appoint ad hoc committees as it deems necessary or desirable with such powers as the
Board of Directors may determine. The members of any such committee, who need not be
members of the Board of Directors, shall hold office subject to the pleasure of the Board of
Directors. Each such committee so appointed shall keep regular minutes of its proceedings
and report the same to the Board of Directors upon request.

Section 2.7. President and Vice Presidents. The President shall be elected annually
by and from the Board of Directors at the first meeting of the Board following the annual
meeting of the Members. The President shall have, subject to the supervision of the Board
of Directors, general management, charge and control of all the affairs of the Corporation,
and shall be its chief executive officer. The President, if in attendance, shall preside at all
meetings of the Members and of the Board of Directors.

One or more Vice Presidents may be elected from time to time by the Board of Directors. A
Vice President shall have such powers and be charged with such duties, including (to the
extent permitted by law) during the absence or inability to act of the President, such of the
powers and duties of the President as the Board of Directors may prescribe or as the
President may designate.

Section 2.8. Treasurer. The Treasurer shall be elected annually by the Board of
Directors at its first meeting following the annual meeting of the Members. The Treasurer
shall keep or cause to be kept regular books of account which are to be available at all times
for inspection by any Director, and the Treasurer shall report to the Board of Directors on
the financial condition of the Corporation whenever requested to do so by the Board of
Directors. The Treasurer shall have the custody of all documents of title and valuable
papers. Subject to the supervision and control of the Board of Directors, the Treasurer
shall receive and disburse the funds of the Corporation. :

One or more Assistant Treasurers may be appointed from time to time by the Board of
Directors. An Assistant Treasurer shall have such powers and be charged with such duties,
including (to the extent permitted by law) any or all of the powers and duties of the
Treasurer, as the Board of Directors may prescribe or as the Treasurer shall delegate.

The Executive Officer will also serve as Assistant Treasurer as defined above.

Section 2.9. Clerk. The Clerk, who shall be a resident of the Commonwealth of
Massachusetts (except that such residence shall not be required during any period in which
the Corporation has a duly appointed resident agent), shall be an ex-officio position for the
association filled by the attorney for the association.

Section 29a. Secretary. The Secretary shall be elected annually by the Board of
Directors at its first meeting following the annual meeting of the Members. The Secretary
shall be present at and keep minutes of all meetings of the Members and of the Board of
Directors, shall give notice of meetings of the Members and of the Board of Directors and
shall perform all duties commonly incident to such office or which may be properly
required of the Secretary by the Board or the President.



The Board of Directors from time to time may appoint one or more Assistant Secretaries
who, in the absence of the Secretary, shall perform the duties of that office.

{n the even of the absence of the Secretary and the Assistant Secretaries, if any, from any
meeting of the Members or of the Board of Directors, the Members or Directors at such
meeting may appoint a Temporary Secretary to keep the records of the meeting and to
perform such other duties in connection with that office as the meeting may prescribe.

Section 2.10. Executive Officer. The Executive Officer will serve as administrator
for the Corporation and shall manage all affairs subject to the instructions of the President
and the supervision and control of the Board of Directors. The Executive Officer will also
serve as Assistant Treasurer as defined in Section 2.8.

Section 2,11. Miscellaneous Duties and Powers. In addition to the foregoing
specifically enumerated duties and powers, the several officers and individual Directors of
the Corporation shall be charged with such other duties and shall have such other powers
to the extent permitted by law) as may be delegated to them from time to time by the Board
of Directors or any officer herein authorized to do so as may be imposed upon by law.

ARTICLE III

MEETINGS OF MEMBERS

Section 3.1. Annual Meeting. The annual meeting of the Members shall be held in
every year on the third Tuesday in May at 8 o’clock p.m. (or if that day falls on a legal
holiday in the place where the meeting is to be held, on the next succeeding business day) at
the principal office of the Corporation within the Commonwealth of Massachusetts, unless
the Directors appoint some other date or place either within or without the Commonwealth.
At such annual meeting the Members shall elect Directors, hear the report of the Treasurer
and transact such other business as may otherwise properly come before the meeting. In
the event that for any reason the annual meeting shall not be held as herein provided, a
subsequent special meeting of the Members shall be held in lieu of and for the purposes of
the annual meeting with all the force and effect of an annual meeting and for such other
purposes as may be specified in the notice of said special meeting.

Section 3.2. Special Meetings. Special meetings of the Members may be called at
any time by the President or by a majority of the Directors. Special meetings shall be called
by the Secretary, or in the case of the death, absence, incapacity or refusal of the Secretary,
by any other officer, upon written application of three or more of the Members entitled to
vote at such meeting, stating the place, day, hour and purposes of the meeting. Special
meetings of Members may be held within or without the Commonwealth of Massachusetts.

Section 3.3. Notice. A written or printed notice of any annual or special meeting of
the Members, stating the place, day, hour, and purposes thereof, shall be given to each
Member by the Secretary or Assistant Secretary or such other person authorized by these
Bylaws to call a meeting, at least seven (7) days before the date of the meeting by leaving
such notice with the Member or by delivering it to his or her residence or usual place of
business by mailing the same, postage prepaid, directed to the address of the Members as
last recorded on the books of the Corporation. It shall be the duty of each Member to
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notify the Corporation of his or her post office address. Whenever notice of a meeting is
required to be given to a Member under any provision of the General Laws of the
Commonwealth of Massachusetts or of the Articles of Organization or Bylaws of the
Corporation, a written waiver thereof, executed before or after the meeting by such
Member or by an attorney representing such Member, duly authorized and filed with the
records of the meeting, whether or not such Member continues to be a Member at the time
of his execution of such waiver, shall be deemed equivalent to such notice.

Section 3.4. Quorum. A majority of the total number of Members, present or duly
represented by proxy at the meeting, shall constitute a quorum for the transaction of
business at any meeting of the Members, provided, however, that if there shall be at least
len (10) Members who are present or fully represented by proxy at the meeting, then such
number shall constitute a quorum for the transaction of business thereat, irrespective of the
total number of Members.

Any meeting may be adjourned from time to time by a majority of the votes properly cast
upon the question, whether or not a quorum is present and the meeting may be held as
adjourned without further notice. At any such adjourned meeting at which a quorum shall
be represented, any business may be transacted which might have been transacted at the
meeting as originally called.

Section 3.5. Vote Required. If a quorum is represented at a meeting, the
affirmative vote of a majority of the Members who are present or duly represented by proxy
at the meeting shall be sufficient to elect any Director or to transact any business unless the
matter is one upon which, by express provision of law or of the Articles of Organization or
the Bylaws of the Corporation, as amended from time to time, a different vote is required or
permitted, in which case such express provision shall govern. Any election by Members
shall be determined by a plurality of the votes cast by the Members who are present or duly
represented by proxy at the meeting.

Section 3.6. Method of Voting and Proxies. Each Member of the Corporation shall
be entitled to one vote at any meeting of the Members of the Corporation or at any
adjournment thereof. Any Member not present in person at any such meeting of the
Members of the Corporation may vote thereat by a proxy signed by such Member and filed
with the Secretary prior to the commencement of the meeting, but no such instrument
which is dated more than six months before the meeting specified therein shall be accepted.
Except as otherwise limited therein, proxies shall entitle the persons who are authorized to
vote thereby to vote at any adjournment of such meeting but no such proxy instrument
shall be valid after the final adjournment of such meeting. All proxies shall be filed with the
Secretary at the meeting, or at any adjournment thereof, before being voted.

Action in resnect of any matter shall be by ballot upon request of any Member.

Section 3.7. Action by Consent. Any action required or permitted to be taken at
any meeting of Members may be taken without a meeting if all of the Members entitled to
vote on the matter consent to the action in writing and the written consents are filed with
the records of the meetings of the Members. Such consents shall be treated for all purposes
as a vote at a meeting.
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ARTICLE IV

DIRECTORS MEETINGS

Section 4.1. Meetings of Directors. An annual meeting of the Board of Directors
shall be held in every year immediately after the annual meeting of Members or special
meeting of the Members, held in lieu of such annual meeting, at the same place as such
annual or special meeting, for the election of officers and for the transaction of such other
business as may properly come before such meeting, unless the Board of Directors agree to
and establish a different time or place for such annual meeting. Any other regular meeting
of the Board of Directors may be held at such time and place as may be fixed from time to
lime by the Board of Directors. Special meetings of the Board of Directors may be called by
the President, or by a majority of the Directors, or in case the number of Directors as fixed
by the Members or by the Board of Directors shall be an even number, then one-half of the
numbers of Directors constituting the full Board of Directors as fixed by the Members or by
the Board of Directors for the time being. Any regular or special meeting of the Board of
Directors may be held either within or without the Commonwealth.

Section 4.2. Notice. The first meeting of the Board of Directors following the
annual meeting of the Members and any other regular meetings of the Board of Directors,
as fixed in place and time by the Board of Directors, may be held without notice except as
otherwise required in these Bylaws. Notice of special meetings of the Board of Directors or
of a change in the time or place of the annual meeting or any other regular meeting shall be
given by the Secretary or Assistant Secretary, or other officer calling the meeting, orally, or
by mail, telephone, cable, or telegraph, stating the date, time and place appointed for the
holding thereof and generally the business proposed to be transacted thereat. Notice so
given or sent to a Director’s usual and last known place of business or residence at least
forty-eight hours before the time of the meeting shall be sufficient notice in all cases, and
any notice received by a Director in time to enable him or her to attend the meeting
concerning which such notice is given shall be likewise sufficient. Notice of a meeting need
not be given to any Director if a written waiver of notice executed by such Director is filed
with the records of the meeting before or after the meeting. Notice of a meeting need not be
given to a Director who attends the meeting without protesting prior thereto or at its
commencement the lack of notice thereof. Any business whatever may be transacted at a
meeting of the Board of Directors although it may not have been specified in the notice of
waiver of notice of the meeting. No notice of an adjourned meeting of the Board of
Directors shall be necessary.

Section 4.3. Quorum. At any meeting of the Board of Directors a majority of the
Directors, or in case the number of Directors as fixed by the incorporators, Members or
Directors (or as resulting from vacancies) shall be an even number, then one-half of the
number of Directors, then in office, shall constitute a quorum for the transaction of
business. Any meeting may be adjourned from time to time by a majority of the votes
properly cast upon the question, whether or not a quorum is present and the meeting may
be held as adjourned without further notice. Except as otherwise expressly provided by law
or by the Articles of Organization or by the Bylaws of the Corporation, as amended from
lime to time, the affirmative vote of a majority of the Directors present at any meeting at
which a quorum is present shall be sufficient to transact any business which may properly
come before the meeting.



Section 4.4. Action by Consent. Any action required or permitted to be taken at
any meeting of the Board of Directors may be taken without a meeting if all of the directors
consent to the action in writing and the written consents are filed with the records of the
meetings of the Board of Directors. Such consents shall be treated for all purposes as a vote
at a meeting,

ARTICLE V

MISCELLANEOUS

Section 5.1. Fiscal Year. Unless otherwise fixed by the Board of Directors, the fiscal
year of the Corporation shall end on the thirty-first day of December in each year.

Section 5.2. Bonds. The Board of Directors may from time to time require from
any one or more of the officers or agents of the Corporation that he, she or they shall give
bond for the faithful performance of duties. Any such bond shall be in such form, in such
sum and with such sureties as the Board of Directors may determine. The premiums for all
such bonds shall be paid by the Corporation.

Section 53. Execution of Writings. Unless the Board of Directors shall otherwise
generally or in any specific instance provide: |

any bill or not or check shall be made or signed in the name and on behalf of the
Corporation by the President or the Treasurer or an Assistant Treasurer or such
other officer or officers as shall be authorized to do so from time to time by the Board
of Directors; and

any other contract or written instrument shall be signed in the name and on behalf of
the Corporation by the President and the Treasurer, unless otherwise specifically
designated by the Board of Directors by resolution or ratification, or such other
officer or officers as shall be authorized to do so from time to time by resolution or
ratification by the Board of Directors, and such officer so signing such instrument
may also acknowledge and deliver the same. Any instrument purporting to affect an
Interest in real estate shall be executed in the name of the Corporation by two of its
officers, jointly, of whom one is the President (or any Vice President) and the other is
the Treasurer (or any Assistant Treasurer).

Section 5.4. Respecting Certain Contracts. Directors of this Corporation may be
connected with other corporations with which from time to time this Corporation has
business dealings. No contract or other transaction between this Corporation and any other
corporation and no act of this Corporation shall be affected by the fact that a Director of
this Corporation is pecuniarily or otherwise interested in, or is a Director or officer of, such
ther corporation. In the absence of fraud, any Director, officer or Member of this
Corporation, individually, or any firm in which such Director, officer or Member may have
an interest, may be a party to or may be pecuniarily or otherwise interested in, any contract
or transaction to which this Corporation is a party, provided that the fact that such
individual or firm is so interested shall be disclosed or shall have been known to the Board
of Directors or to a majority thereof. With respect to any profit or benefit realized on any
such contract or transaction, no such Director, officer or Member shall be liable to account
to the Corporation thereof. Any such Director may be counted in determining the existence
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of a quorum at any meeting of the Board of Directors an may validly vote for the purpose of
authorizing, approving or ratifying any such contract or transaction.

Section 5.5. Dividends, Profits, and Compensation. No Member or Director shall
receive by reason of such membership or directorship, any dividend, profit, or
compensation from the Corporation, provided however, that there shall be allowed
reimbursement by the Corporation of reasonable expenses incurred on behalf of the
Corporation in the course of any activity for the Corporation, by any Member, Director, or
officer of the Corporation.

Section 5.6. Corporate Employees. The Board of Directors may from time to time
employ or appoint a full-time or part-time Executive Director and such other personnel as
may be desirable and necessary to supervise the facilities of the Corporation and to plan
and conduct its activities, and the Board of Directors may fix reasonable compensation for
such Executive Director or other personnel so employed or appointed.

ARTICLE VI

AMENDMENT OF BYLAWS

These bylaws may be repealed or amended, or additional bylaws may be adopted, at: any
meeting of the Members of the Corporation, at which a quorum shall be present, by a
majority vote of the Members present in person or represented by proxy, provided that the
substance of any proposed amendment shall have been set forth in the notice of the meeting.
These Bylaws may also be repealed or amended, or additional bylaws may be adopted, at
any meeting of the Board of Directors at which a quorum shall be present, by a majority
vote of the Directors present, provided that the substance of any proposed amendment shall
have been set forth in a notice of the meeting at which a final vote is to be taken thereon.

A true record.

ATTEST:

(signature on file)
Jerome N. Weinstein. Clerk
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ABSTRACT

This paper presents the results of the second national survey of

corporate ombudsmen. Ombudsmen, although still relatively few in

numbers as a formally identified group, are defining a critical role

and function in many private companies and public agencies. There is

only limited information on how practitioners act in this role, the

nature of their activities and the results they produce. This survey

presents information on ombudsmen of private-sector companies that

are members of the Corporate Ombudsman Association. The ombudsmen

were surveyed to collect their perspectives on the work of the

ombudsman, including the nature and extent of cases and contacts,

response activities, legal issues and outcomes. Ombudsmen are

dealing with significant human resources issues that impact very

strongly on their respective companies. The ombudsman function

appears to be gaining a significant position within American

corporations as a key element of comprehensive problem resolution

systems.



Private corporations and public agencies have been actively

searching for ways to manage conflicts between employees and their

organizations. This paper reports on the activities of corporate

ombudsmen.

[INTRODUCTION

This study reports data on the role and function of the

ombudsman as defined by members of the Corporate Ombudsman

Association. This association was formed in 1982 to identify problem

solvers (some labeled ombudsmen) who are performing the same kinds of

activities in corporations. Association members were interested in

identifying the exact nature and extent of ombudsman activities in

companies across the United States. The Association has become an

organization to I practicing ombudsmen and their employers.

Case presentations and program models have been presented at annual

conferences since in 1982.

The academic and professional literature includes many articles

on the role of the ombudsman in American and foreign

organizations.'?3% However, the bulk of this literature focuses on

ombudsmen and related human resource programs in non-profit

organizations and government agencies.

Few articles address the role and function of the ombudsman in

private industry. The classic article on the private sector ombudsmen

was written by Isadore Silver, in the Harvard Business Review in

1967.° Only a few related articles have appeared since then.



Research interest has been rekindled recently with articles by

Rowe® 78, Robbins®'® and by Ziegenfuss''''2:.13:%,  gince ombudsman (

concepts and practices are developing rapidly, it is clear that there

is a need for additional information regarding the activities of the {

smbudsman in the private sector.

This survey is the second in five years.” It was supported by

several company members, two universities, and the Corporate

Ombudsman Association. The purposes of this study reflect the

interests of individual ombudsmen, the Association and the greater

field of organization and management research. Issues of attention in

the survey include:

L -

2

5.

The nature and characteristics of the ombudsman role

in the private sector;

Critical activities and problems faced by ombudsmen and

their companies, including increased involvement

in litigation;

Program and operations topics such as budgets and cost

savings; and new techniques and outcomes.

MEL-A ard dSND &gt;”

An eight-page survey was mailed in early 1989 to all members of

the Association and to those persons (nonmembers) who attended the

Association's annual meeting in 1988. The survey addressed four



major areas of ombudsmen activities: (1) functions and contact/case

levels; (2) approaches and techniques; (3) legal aspects; and (4)

outcomes. These topic areas were identified through in-depth

individual interviews with ombudsmen, through inquiries at

Association Board meetings, and from discussions at the annual

conferences. An effort was made to include items addressing issues

specifically identified by Association members.

In all, 125 surveys were mailed. A letter accompanying the

survey forms assured personal and corporate anonymity and asked

recipients who no longer held ombudsman positions to pass the survey

on to the new ombudsman in the company. Follow-up postcards were

mailed out two weeks after the initial mailing. Fifty-one completed

survey forms were returned, for a response rate of about 40 percent.

Respondents represent a wide variety of ombudsmen. Returned

surveys represent small as well as large companies, with a median

size of 4,500 employees. Just over half the respondents serve as the

sole ombudsman in their companies, and the remainder are members of

multiple-ombudsman programs. Since these statistics closely match

patterns for the whole Association, we are confident that our data

can provide a useful view of corporate ombudsmen activities.

Nevertheless, generalizations should be made with caution.

OMBUDSMAN ACTIVITY LEVELS

What do ombudsmen do? The obvious answer is that they handle

employee problems, but what types of problems, and is this all? To

answer these kinds of questions, we included several items in the



survey about activity types and levels, and about job characteristics

and job functions. |

Ombudsman interventions fall generally ‘into two categories --

Cases and Contacts. Contacts are defined as "informal, brief, often

15 minutes or less, one encounter and done." Cases are defined as

r

being "more formal, often taking an hour or more." Our data indicate

that ombudsmen spend slightly more of their time working Intbe@id gy

in the contact mode, pethgfthan engaging in £5580, or case,
interventions. We — activity data three ways: (1) on a company

basis; (2) per ombudsman; and (3) per 1,000 employees. Since our

data combine reports from varieties of settings, including ombudsmen

who are full-time as compared to those with other job

responsibilities; from large as well as small companies; and from

"solo" versus "group" practice, these multiple perspectives help

develop an understanding that spans many different corporate

settings.
on a company-wide basis...

Contacts average 168 per year

Cases average 150 per year.

On a per ombudsman basis...

Contacts average 140 per year

cases average 140 per year.

on a per 1,000 employee basis...

Contacts average 42 per year

Cases average 30 per year.



These data are the first published statistics on ombudsman work loads

and expected problem levels. They suggest that ombudsmen spend more

time working informally to resolve issues arising in their companies

than they spend in more formal proceedings.

OTHER ACTIVITIES

Contacts and case handling are the major functions of

ombudsmen, but these practitioners generally perform other functions

in their organizations as well. Our data show that complaint

handling takes up only about half the ombudsman's time. Respondents

report their time allocated as follows:

Percent
Of Time

Contacts and Case Handling

Advising &amp; Consulting to Mgt

Education

Administration

Other

48 %

15

20

The "Other" category appears large, but it includes the work loads of

those ombudsmen who have other job responsibilities in addition to

being their company's troubleshooter. More importantly, the

"Advising and Consulting" suggests the significant role that

ombudsmen can play in keeping management informed about problems

being experienced by employees.

BUDGETS AND SALARIES

Ombudsmen programs differ significantly from company to company



with respect to program costs.

On a company-wide basis...

The median ombudsmen budget was $193,000 in 1988.

Ombudsman salaries in early 1989 ranged from $25,000

(in patient care settings) to over $125,000 in some

corporations, with $55,000 =75,000 as the median

salary range..

on a per ombudsman basis...

The median ombudsmen budget was $100,000 per

ombudsman in 1988.

On a per employee basis...

- The median ombudsmen budget was 2.4 cents per

employee per year in 1988.

Ombudsmen salaries are most closely related to the ombudsman's

jeneral seniority, previous position in the company, and professional
classification (e.g. engineer, personnel analyst, economist).

BACKGROUND AND TENURE

Ombudsman background and company tenure also vary. Our data

show that:

The median number of years ombudsmen have spent with their

company is 16 years.

The median tenure in the ombudsmen position is 3 years, with

enure ranging between 1 year and more than 20 years.

Ombudsmen come from many different educational backgrounds,

ranging from liberal arts to laf Av? Wr Cot -



Most ombudsmen are selected from among experienced managers, in order

to take advantage of their already-established problem solving styles

and employee respect.

ISSUES ADDRESSED

Many companies want to know how their experiences with types

and levels of problems compare to other companies. We asked about

the frequency of certain kinds of cases and contacts, and how cases

vere handled (alone, with another office, by referral). In all, we

asked these questions for more than one hundred specific issues. To

facilitate responses, we asked ombudsmen to record only the

approximate numbers of cases and contacts in each problem area that

their offices dealt with in the previous year. We present here only

response data for the major categories of issues and for the leading

specific issues that the ombudsmen identified. To control for size

of company, we present the data in a Per 1000-Emplovee format. Cases

and contacts are combined into single categories.

Approximate Rates of Combined Cases and
in General Categories, 1988

Contacts

Average
Approximate Rates
Per 1,000 Emplovees[ssue Category

Interpersonal/Emotional
Career/Work Concerns
Discrimination/Harassment
Physical Health
Ethics
Miscellaneous

2.2

1.6

0.8

0.6

0.3

1.0



"Interpersonal/Emotional" issues included such problems as

supervisor-subordinate relations, and emotional problems in general.

"Career/Work Concerns" included salary and promotion issues,
terminations, safety, and the like. The "Discrimination/Harassment" (

category includes both sexual and racial issues. The "Top 10" issues

(

most frequently addressed by the Ombudsmen included the following:

Top Ten Specific Issue Areas Addressed By Ombudsmen, 1988.

Specific Problem
Subordinate-Supervisor Relations
Salary and Benefits
Suggestions
Nork Assignment
Performance Evaluation

Promotion
Transfer

Termination

General "Meanness"
Hours of Work

Approximate Rates
Per 1,000 Employees

6.6 per thousand
3.6

2.7

2:7

2.5

1.9

1.8

1.6

1.3

1.3

Several of these specific incidence rates are noticeably

higher than the categoric rates presented above, but this is to be

expected. The categoric rates represent averages across several

specific problems, so it is not unusual that some gpecific problem

incidence rates are higher than their category averages. These data

represent only approximations so they must be treated gingerly.

Nonetheless, they do provide a fascinating "snapshot" of the work

issues addressed by ombudsmen.

Certain types of cases were more likely to be handled by

referral and joint problem solving: sexual and racial discrimination



and harassment, AIDS, drugs and alcohol, serious emotional

disturbances, dishonesty cases and nepotism. Cases in such areas as

career and work concerns (e.g. hours and location), in contrast, were

nore likely to be addressed by the ombudsman alone with the client.

APPROACHES, ACTIVITIES, SUBJECTS AND TECHNIQUES

There is only limited information available on the approaches

and techniques that ombudsmen use to solve problems. Practicing

ombudsmen and managers have a keen interest in identifying problem

solving strategies that seem to be successful when used in the

context of the emotionally-charged problems that employees frequently

oring to ombudsmen. We inquired about the approaches and techniques

ased by ombudsmen. They identified seven approaches/techniques that

they use most often, e.g. "Half the time or more."

siving a hearing to peoples' feelings: rage, grief,
bewilderment

Active listening

Developing options
Coaching on options

Fact finding

Making recommendations to line management

Jpward feedback (Getting feedback to line management with
the permission of concerned person).

Many ombudsmen, and companies considering the developmentof

ombudsman programs, are concerned about how to foster change on both

LO



an individual and a systems level. Ombudsmen typically do not have

the power to arbitrate a grievance. (The classic statement is that
;

"Ombudsmen may not make or change or set aside a policy or management

decision, theirs is the power of reason and persuasion.") What do

practitioners themselves think about this? Where do ombudsmen think

they get the power to foster individual and system changes? In our

survey, ombudsmen indicate that their chief sources of power include:

Personal credibility
Access to senior executives

Problem solving skills.

Ombudsmen do not report formal authority as a source of their

power, because most have very little by virtue of their position. Ir

ractice, acting as "Policemen" would destroy their credibility as
pile Sohers. :Fielpap=". Personal standing, fair behavior, access, discretion,

confidentiality, and interpersonal skills are their power sources.

In another area of operations inquiry, ombudsmen ask about

affective or innovative techniques developed by colleagues to promote

and develop their activities. Promotional activities mentioned as

peing effective include the following:

Holding meetings, including "Lunch and Learn" sessions
and "Function and Purpose" meetings with employees and

managers |

Meeting clients away from workplace if there is fear

Publicizing the ombudsman function through company
media.

[INVOLVEMENT WITH THE LEGAL SYSTEM

Many ombudsmen are concerned about the legal implications of

1}



their work, for example, through threatened or actual involvement in

litigation. We asked six questions about legal aspects of ombudsman

work. Ombudsmen are concerned about the following legal issues:

Nould your company be willing to ask courts to quash a
subpoena to protect ombudsman confidentiality and
neutrality? (Yes: 72%; No: 28%)

Should plaintiff be able to subpoena the ombudsman or a
fact-finding report in a lawsuit? (No: 46%; Yes: 54% --
Yes-Both: 33%; Yes-Report only: 15%; Yes-One or other:
5%)

[s there a company agreement that ombudsman will not be
asked to testify against a former client? (Yes: 23%;
Nos: 77%)

Should company have such an agreement? (Yes: 69% No: 31%)

Should the Corporate Ombudsman Association develop pos-tion
papers on the ombudsman role in legal proceedings?
(Yes: 98% No: 2%)

Has your ombudsman office been involved in legal proceedings
regarding confidentiality and neutrality? (Yes: 30%;
No: 70%)

Ombudsmen clearly would like some assistance in this area as

litigation issues become more common. Only limited numbers of

ombudsmen have been involved to date, but. many expect to confront the

problem at some point. The issues are very complex, and are being

addressed by state prisons, newspapers, college and university and

health care ombudsmen as well as by corporate ombudsmen.

JL FL) J

I'wo questions were directed at the outcomes of ombudsman work.
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The first asked ombudsmen to identify the case that "saved your

company the most money in the last year?" The most frequently

mentioned cases concerned ombudsman help that resulted in valuable

personnel being retained, litigation avoided, or major interpersonal

conflicts resolved. Ombudsmen estimated that these types of cases

helped their companies significantly in 1988. They estimated savings

to their companies ranging from $7,000 to $1,000,000 (median range:

$100,000 - $200,000).

We also were interested in more common "successful" and

"unsuccessful" cases. Ombudsmen provided many examples. Successful

cases included "improving the clarity of policy" and "persuading

management to address and solve problems that otherwise would be

ignored or deferred". Several ombudsmen noted success in resolving

difficult sexual harassment cases. Unsuccessful cases included

amployee terminations, ethics problems, and sexual harassment. The

inclusion of sexual harassment cases in both successful and

unsuccessful groups may indicate how difficult these cases are. With

failure ombudsmen feel high frustration; with success there is a

strong sense of accomplishment.

SUMMARY

Corporate ombudsmen, as free-floating organizational

troubleshooters, have emerged as an innovative element in effective

complaint systems development. As with many innovations however,

practice is well ahead of our research understandingoftherole and

function’:7.8, Findings of this study indicates that a typical

13



ombudsmen in 1988

Served several hundred to several thousand employees and
managers

Responded to about 300 contacts and cases per year

Operated with a $200,000 budget and received a salary
between $55-75,000

Came from a variety of educational backgrounds

Spent 16 years with the employer and served in the
ombudsman role for 3 years

Used seven approaches frequently: giving a
hearing to peoples' feelings, active listening,
developing options, coaching on options, fact finding,
making recommendations, and upward feedback (working for
systems change).

Handled a variety of problems of wi.ich the most common
were interpersonal conflict and career concerns

Were concerned about legal issues including protection of
their neutrality and the confidentiality of their records

And produced hundreds of oneante Jr aot10e in cost
savings to their companies.

These data contribute to our knowledge of corporate ombudsmen

by beginning to describe who they are, the problems they face, the

approaches they use and the results of their work. We continue to

collect information on cost effectiveness, on the contribution of

troubleshooting ombudsman programs and on alternative program designs

to increase our understanding of this innovation in the workplace.

The program concept is an attractive one both for company executives

and for analysts of problem solving systems.
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ASSOCIATION

CONSULTANT LIST
(Updated 4/18/91)

Listed below are the names, addresses and organizational affiliations of members of the
Corporate Ombudsman Association who have indicated they would be available for
consultation about the ombudsman function. If one were to contact any of these members,
they would be willing to discuss problems by telephone, or in their own offices, without
charge. In cases requiring more extensive consultation, however, particularly consultation
that would require a substantial amount of time and possibly some travel, the terms would
have to be mutually agreed upon by the parties concerned.

Ann Bensinger, Office of the Ombudsman, United Technologies Corporation, One
Financial Plaza, Hartford, CT 06101, Tel: (203) 728-6447.

Catherine I. Buckler, Ombudsman, General Electric Company, 1 Neumann Way,
Cincinnati, OH 45215, Tel: (513) 243-3561.

Dawn L. Duquet, Ombudsman, Human Rights &amp; MBTI Counsellor, 118 Bathurst, Pointe-
Claire, Quebec, Canada H9S 4Z8, Tel: (514) 697-1296.
Louis R. Garcia, Chief Ombudsman and Vice President, TIAA-CREF, 730 Third Avenue,
New York, NY 10017, Tel: (212) 916-4640.

Virgil M. Marti, Vice President-Ombudsman (Retired), McDonnell Douglas Aircraft
Company, Tel: (314) 837-2284

Anthony J. Perneski, Alternative Communication Channel, AT&amp;T, 600 Mountain Avenue,
Room 6D-421, Murray Hill, NJ 07974, Tel: (908) 582-6795.
Gregg Raudabaugh, Liaison Manager, The Southland Corporation, 2711 North Haskell
Avenue, Dallas, TX 75204, Tel: (214) 828-7945.

Lewis A. Redding, Assistant Personnel Manager, MIT Lincoln Laboratory A-128, 244
Wood Street, Lexington, MA 02173-0073, Tel: (617) 981-7064.

Vincent J. Riley, Ombudsman, The World Bank, 1818 H Street, N.W., Room E1145,
Washington, DC 20433, Tel: (202) 458-1056.

Mary P. Rowe, Special Assistant to the President, Massachusetts Institute of Technology, 77
Massachusetts Avenue, Room 10-213, Cambridge, MA 02139, Tel: (617) 253-5921.
Mary G. Simon, Ombudsperson, AT&amp;T, 1600 Osgood Street, Room 3S-S, North Andover,
MA 0184S, Tel: (508) 960-6490.

Carole M. Trocchio, Franchise Liaison Manager, The Southland Corporation, 2711 North
Haskell Avenue, Dallas, TX 75204, Tel: (214) 828-7944.
Dr. James T. Ziegenfuss, Jr., Penn State Harrisburg, Route 230, Middletown, PA 17057,
Tel: (717) 948-6053.

ombudsman\om-bodz-men\One skilled in dealing with reported
complaints to heip achieve equitable settlements





OMBUDSMAN ORGANIZATIONS AND RESEARCHERS

(Updated April 25, 1991)

California Caucus of College &amp;
University Ombudsmen (CCCUO)

c/o Office of the Ombudsman
University of California
Santa Cruz, CA 95064
408) 459-2073

Corporate Ombudsman Association (COA)
c/o Eugene T. Herbert
COA Executive Officer
P. O. Box 1246
McLean, VA 22101-1246
(202) 623-4660
Association of Canadian College
and University Ombudsmen (ACCUO)
c/o Suzanne Belson, Ombudsman
Concordia University
1455 Boul. de Maisonneuve O.
Montreal, Quebec, CANADA H3G 1M8
(514) 848-4964
Dr. LarryB. Hill
(Ombudsman Research)
Dept. of Political Science
University of Oklahoma
455 W. Lindsey St., #205
Norman, OK 73019-0535
(405) 325-2061 |

[nternational Ombudsman Institute
Faculty of Law Centre
University of Alberta
Edmonton, Alberta, CANADA T6G 2HS
403) 432-3196
National Association of State Long-Term
Care Ombudsman Programs
c/o Gary Hammonds
Office of State Long-Term Care Ombudsman
Division for Aging
275 East Main Street
Frankfort,KY40601
502) 564-6930

Organization of News Ombudsmen (ONO)
c/o Pat Riley, Ombudsman
The Orange County Register
514 N. Grand Avenue
Santa Ana, CA 92711
7714) 953-2204
Ombudsman for Corrections
1885 University Avenue
Suite 395
St. Paul, MI 55104
(612) 296-4537
United States Association of Ombudsmen (USAO)
t/0 Marshall Lux, Ombudsman
P. O. Box 94712
State Capitol
Lincoln, NE 68509
(402) 471-2035
University and College Ombudsman Association (UCOA)
c/o Howard Gadlin, Ombudsman
University of Massachusetts
821 Campus Center
Ambherst, MA 01003
(413) 545-0867
Dr. Mary P. Rowe
(Ombudsman Research)
Special Assistant to the President
Massachusetts Institute of Technology
77 Massachusetts Avenue
Cambridge, MA 02139
(617) 253-5921
Dr. James T. Ziegenfuss, Jr.
Division of Public Affairs
Penn State Harrisburg
Route 230
Middletown, PA 17057
717) 948-6053.

National Society of Patient Representatives
c/o Alexandra Gekas
340 N. Lake Shore Drive
Chicago, IL 60611
312) 280-6424

For revisions to this list, please call Mary Rowe at (617) 253-5921 or Mary Simon at (508) 960-6490




