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L, QWURLWXY /RRNLQJ EDFN ORRNLQJ

Josef Leidenfrost / Jean Grier

"The photo archive is the revenge of the journalist on the politician" and "The destruction of the hard
disk is the revenge of the ICT people on the retiree": these two sayings from former working days come
to mind for the itroduction to this publicationto be explained in more detail later.

ENOHE, the European Network of Ombuds (earlier Ombudsmen) in Higher Education, celebrates its
20 years anniversary in 2023. An occasion to look back on these last twenty yearsvashane is no
organized archive of our association, neither of documents nor of photos, and certainly not of videos,
especially not from the early phase of the informal network and before digitalization. In addition, there
are very few contemporary witnessto the very beginnings in the 2000s left. So the esteemed readers
of this review have to make do with a vicennial of ENOHE from various bits and pieces from here and
from there, chance finds in boxes and folders and binders, but partly also on the net.

This publication contains document finds of the most diverse kind, partly evident from the perforations
from the folders, artly supplemented by sometimead screenshots. This is "due" to an exealous

IT department dismantling of the-dd G L W R driv¥ diSK3 Ugdn his retirement curse of modern
technologies and a nightmare for any historian. The random photos in this issue come from shoe boxes
- no one ever had time to pick photos chronologically in photo albums. Or they come from electronic
fil es with sometimes misleading file names, so in sum a hodgepodge of papers and images.

The ENOHE network started with a meeting of likinded people in Amsterdam in 2003, at which
occasion an informal network was launched. Since then, annual conferesegsrial European cities
followed as main events, organized by enthusiasts who wanted to continue working on the promotion
of the ombuds idea. The annual meetings that followed had different cooperation partners and different
types of venues, in lecturals of universities, in conference halls of government agencies, including
even the European Parliament in Strasbourg. But out of neceksigywvord COVID- there were also

no annual meetings at all or only virtually. Keyword electronic: An electroeaudsion list at an early

stage enabled permanent contact during the time betweenpheson meetings, and still does.

Conference documentation, theaaled Occasional Papers or Conference Reports, followed after the
respective conferences. From20BQ WKHUH ZDV DOVR D SHULRGLFDO 3(12+( 1H
went online after the Oxford Annual Conference in 2013, where, through the generous support of the
Office of the Independent Adjudicator in Higher Education, the first web presence was laumched
milestone.

The OIAHE was also instrumental in organizing and staging the first
ENOHE webinar in 2016. Several mavebinarshave followed since then.

Articles, keynote speeches, declarations and/or resolutions herein are using

W ot the respective termihagy at their times- ombudsman, ombudswoman,
ombudsperson, ombud(shence at the same time reflecting the ongoing
| SO | changes in terminologies.

The most important milestone in the history of the network was the
foundation of an own association according\tgstrian association law in
2019. The question of such an officialization had been relevant at least
since the Hamburg annual conference in 2009. Henceforth, there are
association organs, an association secretariat and an association treasurer.

Welcome to the

European Network . . . .
Incidentdly, more and more national ombudsman institutions have also

been officialized in the last two decades in European countries, either at the
central or institutional level.

for Ombudsmen in
Higher Education.
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The concept of ombudsman institutions in higher education also spread to sewecalntries during
this period, for example thogh the ERASMUS+ project AESOP (Advocacy Establishment for
Students through Ombudsman Positi¢tgrtnerships were established with networks overseas.

Joint events were held, with partners in Spain, Mexacal Canada; most recentiy Spring 2023for

the first time with an African network. One concrete example of ENOHE intensifying its cooperation as
a motor for getting closer with partners is the Declaration of Ledn of 2019, enhancing joint activities
like conferences and publications, among othemsther one is the Prague Manifesto of 2023.

The importance of the European network and its members was reflected in the final Rome Communiqué
at the European Ministerial Conference in Raaireadyin autumn2020. There it states the necessity

of establishing ombuds offices to help and safeguard student rights and the necessity to cooperate with
ENOHE.

ENOHE is stepping up its training initiatives hic et nunc, for the first time with an ENOHE Training
Activity Program during the Prageenferencen June 2023. ENOHE also is working on advocacy of

and for the ombudsman profession, its "Values and Principles" document was recently prepared for
members for the first time. There will be further policy work aratfical work alike to be done, steered

by the ENOHE Strategic Plan 202025.

What will happen in and with the network during the next twenty years? The great pandemic of the last
three years has shown that new challenges have come to universitie prabafly continue to come.

The student population has also changed and will continue to change, whether it is referred to as
Generation Y or Z or spoken of as "snowflakes".

At the end of this publication, befriended ombuds organizations and indiviglualas a glimpse into
the future by answering five key questions about higher education ombudsmanship. It is up to all of us
to make the most of it: SEMPER PARATUS! There is always and will always be room for improvement.
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H\QRWSHHFKHYV ITURP FRQIHUHQFHYV

-DFRE 6|GHUPDRBHDQ 2PEXGVPDQ
+RZ WR EH D JRRG RPEXGVPDQ
KHOG GXULDY( WROIHUHQFH ODGULG

7KH 2PEXGMPDMLWXWLRQ

7KH LQVWLWXWLRQ RI WKH 2PEXGVPDQ FULJLDPMQMVEDLD 8PHKE QP
HOHFWHG LQ 7KH LGHD ZDV WR VXSHUYLVH SXEOLF DXWKRU
WKH ODZ 7KLV ZDV QRW D QHZ IXQFWLRQ :KDW ZDV QHZ ZDV \
L Q GIHDSG H Q W[ R F XANKLHY H

7R HQVXUH KLV LQGHSHQGHQFH WKH 2PEXGVPDQ LV HOHFWHG
J)LQODQG JDLQHG LWV LQGHSHQGHQFH IURP 5XVVLD LQ LW |
6ZHGLVK PRGHO LQ LWV FRQVWLWXWLRQ RI

6LQFH WXHWKH 2PEXGVPDQ LQVWLWXWLRQ HVSHFLDOO\ WKH OI
IURP WKH 1RUGLF FRXQWULHV 'HVSLWH GLIIHpEQPDMAWHKQ RIHIH@L
GHO SXHEOR SUR YWHKGR BDWH AV IX& MOKHY2 WEXHGYVPPIK) LV DQ LQGHSH
ZKR UHFHLYHVY FRPSODLQWY DJDLQVW SXEOLF DXWKRULWLHYV DQ
DQG UHFRPPHQGDWLRQV

(VSHFLDOO\ DIWHU WKH 2PEXGVPDQ LQVWLWXWLRQV KAHUH VH
RPEXGWBRVVLRQ KDV WXUQHG PRUH WRZDUGY VHWWOLQJ LQGL"®
HUURQHRXV GHFLVLRQV WKDQ WKH RULJLQDO IRFXV RQ VXSHUYL

7KH UDSLG VSUHDG Rl WKH RV ERBVEWY KL Q/ZWR LRPDX Y LRIQYHO RSP HQ
7KH ILUVW LV WKH JURZWK RI SXEOLF DGPLQLVWUDWLRQ ZKLFK F
LQ WKHEDSRSWULRG 7KLV JURZWK OHG WR GHPDQGV QRW RQO\ V
WR W¥®H RI ODZ EXW DOVR IRU UHFRJQLWLRQ WKDMWPMKHHDEBPL Q
,Q QDWLRQDO V\VWHPV RI DGPLQLVWUDWLRQ WKH ODWWHU SULC
PLQGHGQHMVY L F DR\ D]IHRHY \D VWA WIRPHW DQG WKH FRQFHSW RI S
LQ VWDWHVY JRYHUQHG E\ WKH UXOH RI ODZ LQGLYLGXDOV KDY
DGPLQLVWUDWLRQ EHIRUH WKH FRXUWVY +RZHYHUW DWKZHDR RVERX G V
VROYH GLVSXWHV EHWZHHQ WKH FLWL]HQ DQG WKH DGPLQLVWULI
LV IUHH WR WKH FLWL]JHQ XVHV PRUH IOH[LEOH SURFHGXUHV DQ
JULHYDQFHYV

7KH VHFRQ@SP BOWHORWKH VSUHDG RI DVSLUDWLRQV WR GHPRFUL
WUDQVLWLRQ WR GHPRFUDF\ PDQ\ FRXQWULHV KDYH HVWDEOLYV
IRU SURWHFWLQJ KXPDQ ULJKWV LIS BIOPA/G DAL R § SIRQY W X @ LSVULRHAH G
ZKLFK SXEOLF DXWKRULWLHY PDNH GHFLVLRQV

2PEXGVPHQ LQ WKH (XURSHDQ 8QLRQ
7ZHOYH Rl WKH ILIWHHQ OHPEHU 6WDWHV RI WKH (XURSHDQ 8QLF

DFFHVVLRQ 6WDWHV WRDW ZL*GIO AVDRL\QKWY HD SPURIL DPHQWDU\ &R
ZKLFK SHUIRUPV DQ DQDORJRXV UROH ,WDO\ KDV QRW \HW VXFF

16HH WKH &RXQBXE RILAXWRBR 7KH $GPLQLVWUDWLRQ DQG <RX D KDQGERRN
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DOWKRXJK QXPHURXV SURSRVDOV IRU OHIJLVODWLRQ KQWHREHHQ
HVWDEOLVK DQ 2PEXGVPDQ LV EHLQJ FRQVLGHUHG

2PEXGVPHQ DOVR H[LVW DW UHJLRQDO DQG PXQLFLSDO OHYHO L
2PEXGVPHQ LQ WKW RGRRKIMK WDOLDQ UHJLRQV LQ %HOJLXP $X
*HUPOQGHU

7KH RIILFH Rl (XURSHDQ 2PEXGVPDQ ZDV HVWDE
7UHDW\ DV SDUW RI WKH FUHDWLRQ RI WKH FLW
RS LPSOLHY WKDW WKH 8QLRQ LQVWLWXWLRQV DQC
Sl FLWL]HQV ERWKGWKHBRMIKHIQOWDAMLYHY DQG WKU
TS OHJDO DQG DGPLQLVWUDWLYH VXSHUYLVLRQ V

(Ombudsman in Higher Education

QDWLRQDO OHYHO WR PRQXWWUBROS$X RO WK B XM K F
2L sl o o 2PEXGVPDQ LQ HQVXULQJ JRRG DGPLQLVWUDWLE
DG ERGLHV LV SDUWLFXODUO\ LPSRUWDQW EH
SRVVLELOLWLHVY WR EULQJ SURFHHGLQJV GLUHF

$00 WKH QDWLRQDO RIILFHV LQ WKH OHPEHU 6
OLQNHG WR WKH (XURSHD @ RPEXREY RDHN WRWIR X
HQVXUHV WKDW FRPSODLQWY FDQ LI QHFHVVD
FRPSHWHQW WR GHDO ZLWK WKHP

<RX FDQ ILQG LQIRUPDWLRQ DERXW WKHP RQ WKH (XURSHD
RPEXGVPDQ HX LQW /LDLVRQ P HD\WERRWN&RPPX@LWK DR LS@IRRIQ O
KHOG VLQFH 7KH (XURSHDQ 2PEXGVPDQ SXEOLVKHV D UHJXOI
VLIJQLILFDQW QHZ OHJDO GHYHORSPHQWY DQG KLV ZHEVLWH KD
DQG VLPLODKWEFSG ZZZ HXURSDUO HS HF RPEXGVPRK /QQDM R
QHWZRUN DOVR DOORZV WKH QDWLRQDO RIILFHV WR DGGUHVV
2PEXGVPDQ

*RRG DQG EDG DGPLQLVWUDWLRQ

7KH PDQGDWH RI PDQ\ RPEXGKHPHXURRFDIGLZPMEXGVPDQ LV \
PDODGPLQLVWUDWLRQ 6LQFH WKLV WHUP LV QRW GHILQHG E
2PEXGVPDQ SURSRVHG WKH IROORZLQJ GHILQLWLRQ DIWHU FRQ\
OHPEHU 6WDWHYV

ODODGPLQLVWUDWLRQ RFFXUV ZKHQ D SXEOLF ERG\ IDLOV WR DF
LV ELQGLQJ XSRQ LW

7KLY GHILQLWLRQ LV EURDG HQRXJK WR LQFOXGH ZLWKLQ WKH
ULJKWV DQG IRU SUWQbBPMWAOHY ORDIZDB@GQRIV JRRG DGPLQLVWUDW
3DUOLDPHQW DXGCWSMMMHGEHOBRYPRQJ WKH GHILQLWLRQ

7R SURWHFW WKH ULJKWV RI FLWL]JHQV HIIHFWLYHO\ LW LV LPSE
DGPLQLVWUDWICRQERMKWRDQUKIFHQW PDODGPLQLVWUDWLRQ DQ
ZKHQ LW GRHV RFFXU ,Q -XO\ IROORZLQJ DQ RZQ LQLWLD
SURSRVHG D &RGH RI *RRG $GPLQLVWUDWLYH %HKYYDRPUQRBOH
RQ WKH ZHEVLWH LQ DOO WKH RINLFKIVOVS & RPPXXIUW\
RPEXGVPDQ HX LQW 5HFRPPHQ (Q RL KWP 7DUJHW

2)RU IXUWKHU GLVFXVVLRQ RI WKH FRQFHSW RI FLWL]JHQVKLS RI WKH 8QLRQ V
&RQJIJUHVV RQ 7KH FLWL]HQ WKH DGPLQLVWUY D WQBRBOMHUREQ&WR R PAX2ZPIBXGOBPD Q7K H H
DQG )UHQFK KWRWPEXQYRPMHXBK LQW ),'( (1 '"HIDXOW KWP

8$7KLV SRLQW LV DOVR GHYHORSHG LQ GHWDIHH LQRWKH DERXGVPDQ V ),"( UH


http://www.euro-ombudsman.eu.int/Recommen/En/oi980001.htm#Target4
http://www.euro-ombudsman.eu.int/Recommen/En/oi980001.htm#Target4
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7KLV &RGH ZDV DGROMIBD® BDWER&HDPHQW RQ 6HSWHPEHU D Q
LOQOVWUXFWHG WR XVH LW DV D JXLGHOLQH LQ KLV ZRUN RI SURPI
, KDYH EURXJKW VRPH FRSLHV RI LW LQ (QJOLV,RNDHJGVEE\D Q QVIKO @
ODQHAIDODQG FRSLHVY FDQ EH UHTXHVWHG IURP 2PEXGVPDQ RIILFH

7KH &RGH LQFOXGHV IXQGDPHQWDO SULQFLSOHV RI (XURSHDQ D
D KHDULQJ SURSRUWLRQDOLW\ DQG SURWHFWLRQXEAL@WNUOH @&/ LP |
6SHFLDO 5HSRUW WR WKH (XURSHDQ 3DUOLDPHQW RQ WKH UHVSI
WKH SURSRVHG &RGH 7KH (XURSHDQ 3DUOLDPHQW KDV DVNHG W
SURSRVH D GUDIW IRU DO&BRQHDODWUDMNWL RIY) BRRBYLRXU 7KH (XU
EHHQ LQ GRXEW VHHPLQJO\ IRU IRUPDO UHDVRQV

7TRZDUGYV D IXQGDPHQWDO ULJKW WR JRRG DGPLQLVWUDWLRQ

,Q -XQH WKH &RORJQH (XURSHDQ &RXQFLO GHFLGHG WR PR
)XQBPBQWDO 5LJKWV IRU WKH (XURSHDQ 8QLRQ LQFOXGLQJ IXQG
E\ WKH (XURSHDQ &RQYHQWLRQ RQ +XPDQ 5LJKWV WKH VSHFLD
HFRQRPLF DQG VRFLDO ULJKWYV DV &RIUMDHWD D@ & VWK . RRBR OH D
WKH )XQGDPHQWDO 6RFLDO 5LJKWV RI :RUNHUV

7KH &RQYHQWLRQ ZKLFK GUDIWHG WKH &KDUWHU PHW DQG GHED!
2PEXGVPDQ ZDV RQH RI WKH LQVWLWXWLRIQYJ ZKUKRKHAZDYV FRQVXO

$PRQIJVW WKH 2PEXGVPDQ V SURSRVDOV ZDV WKH LQFOXVLRQ L
DGPLQLVWUDWLYH WUHDWPHQW 7TKH 2PEXGVPDQ VWDWHG WKD!
HILVWLQJ DQG IXWXUH ORCPNEHHW KW DW WVFHKGWRUQWKH FHQWXU\ F

7KH &KDUWHU RI IXQGDPHQWDO ULJKWV IRU WKH (XURSHDQ 80Q
LQFOXGHV WKH ULJKW WR JRRG DGPLQLVWUDWLRQ LQ LWV $UWL
S(YHU\ FKWV]W®H ULJKW WR KDYH KLV RU KHU DIIDLUV KDQGOHG I
WLPH E\ WKH LQVWLWXWLRQV DQG ERGLHV RI WKH (XURSHDQ 8QlL

$V WKH GUDIW IRU D &RQVWLWXWLRQDO 7UHDW\ IRU WKMHXURSH
VKRXOG EH ELQGLQJ ZLWKLQ (XURSHDQ ODZzZ , DP VXUH WKDW WHK
UHLQIRUFH DQG SURPRWH WKH SURWHFWLRQ DOUHDG\ JLYHQ E\
FLWL]HQV VKR)GHG LIQ®G RHAKBMYRIQQWIR WKH DGPLQLVWUDWLRQ RL
SXEOLF WDVNYV

KDW FDQ 2PEXGVPWR BURPHRWEBR RRG"DGPLQLVWUDWLRQ

, ] WKHUH LV D ULJKW WKHUH VKRXOG EH D UHPHG\ ,Q WKH ZHVYV
uxoeao&a LV WKH MXGLFLDU\ 7KLV UHPHG\ LV HVVHQWLDO LQ FDV
FRPSOH[ SUHVHQWDWLRQ RI HYLGHQFH RU LQFOXGHV FODLPV RI

,Q PDQ\ GLVSXWHV EHWZHHQ FLW L IG\QLW D/QRER DASIPE RW R WWRFD \
EH WRR VORZ DQG FRVWO\ VR WKLV LV ZKHUH WKB LFPLEDXG P ADQ W
SXW WKLQJV ULJKW ,W LV DOVR SRVVLEOH IRU WKH RPEXGVPDQ
ZD\ZLWK UHFRPPHQGDWLRQV DQG UHSRUWY EDVHG RQ WKH ILQ
DQ RZQLWLDWLYH LQTXLU\

7KH FODVVLFDO 2PEXGVPDQ KDV D JHQHUDO PDQGDWH RYHU DOC
KDV DSSHDUHG RUR IBEHIIDRQBEB @ QG PXQLFLSDO RPEXGVPHQ DQG
HOQWUXVWHG WR VXSHUYLVH RQO\ RQH LQVWLWXWLRQ RU RQH
RPEXGVPHQ IRU FRQVXPHUYV DIIDLUV HTXDOLW\ FKHOGIWAIQHRU K
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:KDWHYHU WKH SUHFLVH PDQGDWH KRZHYHU DOO 2PEXGVPHQ
UHVSHFW FHUWDLQ SULQFLSOHV LQ RUGHU WR DFKLHYH D JRRG
SURIHVVLRQ DQG LW DOVR P DL@W WLK/DXW DRQ@V WAHOHY GELH GHUHW | U
H[SHULHQFHYV

,Q WKH UHVW RI WKLV WDON , ZLOO WU\ SURYLGH \RX ZLWK VR
GHOLEHUDWLRQV LQ WKLV VHPLQDU 0\ H[SHULHQFHWX ®WMDEDV H C
LQ )LQODHG DQG DV WKH ILUVW (8 2P DX/ PD@ WKH H[FKDQJHV
KDYH KDG GXULQJ P\ 2PEXGVPDQ \HDUV RQ GLIIHUHQW LQWHUQD

(YHQ LI WKH H[SHULHQFH DSSHDUV LPSUHWQWRW H HDBRXW W RX @ 8 HUK
WUXWK RQ WKH PDWWHU EXW D DWWHPSW WR KHOS \RX WR ILQG

6R ZKDW LV QHHGHG IRU D VXFFHVVIXO 2IILFH"

7R DQVZHU WKRZ XHR/ WHRDR JRREGRPEXBEWPDQYWR \WEKRRWDVN \RX
EHHQ JLYHQ DQG WKHQ LQWR WKH ZD\V WR ZRUN DQG WKH SUR
)LQDOO\ \RX QHHG WR H[DPLQH \RXU RZQ FRPPLWPHQW WR WKH '
WR WKH VWDII WR.WKHDAWRHEH N RV HDRHVBEREIXGVPDQ LV LQGHHG D OF
LV WKDW WKH FLWL]J]HQ VKRXOG ILQG RQH KXPDQ IDFH WR FRPSO
EXW VWLOO LQWLOGHMWERER ZIKLFK EWQHILWW IWMWHEODQIGRPPHB@ R P
VWDII

,Q VHWWLQJ XS DQ 2PEXGVPDQ RIILFH LW LV HVVHQWLDO WKDW
WKH 2PEXGVPDQ 7KH HOHFWLRQ RU QRPLOQDWLRQ SURFHGXUH V|
E\' D ERG\ WWDWQGYHWWKH VXSHUYLVLRQ RI WKH 2PEXGVPDQ DQG
WKH 2PEXGGRBROQHVVLRQDO ZRUN

7ZR WKLQJV KDYH XVXDOO\ FUHDWHG REVWDFOHV IRU DQ 2PEXG)
PDQGDWH ,W LV LPSRWWBIQW KW KRIW. FAHK B TWECS GVKKWHR 2IEX GWPXQ HUL
DGRSWHG LQ IDLU SURFHGXUH DQG VSLULW VR WKDW LW GRHV
QRW PHDQ WKDW WKH 2PEXGVPDQ VKRXOG KDYH D KXXKIH DQG L
2PEXGVPDQ RIILFH VKRXOG QRW EH D QHZ EXUHDXFUDF\ EXW DC
UHVRXUFHVY WR EH SURDFWLYH

7TKH 2PEX®NPDQGDWH VKRXOG EH VHW RXW LQ UXOHV WKDW DU
TXHVWLRQ ,WKDWILWERWWERGNWDQ KDV DFFHVV WR DOO UHOHYD!
DQG WKDW WKH RIILFLR®WUDWH FROUUMHCN O\RWHR REWDLQ D JRR
2PEXGVPDQ SRZHUV WR VROYH FDVHV LW RWJRRGHWR HHAXRHPHHS
7KH\ FDQQRW RUGHU DQ\RQH WR FRUUHFW WKHLU EHKDYLRXU

%XW WKH 2PEXGVPDQ VKRXOG KDYH D FOHDU ULJKW DQG REOLJD
VROXWLRQ DV D ZD\ WR XQGR DQ LQVWD@EHH SRIV ¥DEO D G®PR QR |
UHFRPPHQGDWLRQV WR WKH LQVWLWXWLRQ LQ TXHVWKIRQ LQ RI
VKRXOG DOVR KDYH WKH ULJKW WR PDNH D PRUH FRPSUHKHQVL)
VI\VWHPLF UHIRUPV WRKRHFRONVQHHRREG DVBR ISQLVWUDWLRQ

7KH RPEXGVPDQ L& UL FHRE@ SKEHLUDMW L ROR B G DW ® W \F MK RPXH@ME DO ZD
KLIJIKHVW SULRULW\ 6WLOO LW LV RI JUHDW KHOS LI WKH 2PEXGV
ZKHQ WKHWIR ¥HMHPING DGPLQLVWUDWLRQ WKDW FD G\ B WRWH DR PW RR
LV GUDZQ WR WKHVH FDVHV E\ DUWLFOHV LQ QHZVSDSHUV
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+RZ VKRXOG DQ 2PERBVIHUDWH"

7KH VWDWXWHY RI WKH 2IILFH QRUPDOOH ¥YHMF I RVAR XCGIG VRS HY M)
WKHUH LV XVXDOO\ D ORW RI WS IRZH) GH.IWWF U R W LVRIQH L2P & X GA\NWPLDQ
SURFHGXUHV IRU WKH ZRUN

JRU PH LW LV LPSRUWDQW IRU WKH 2PEXGVPDQ RIILFH WR ZRUN
DOO WKLV LV LPSRUWDQW IRU WKH FLWL]J]HQV WKDW PLJKW KDYF
RI WKH ULJKW WR FRPSODLQ DQG KRZ LW VKRXOG EH GRQH 6HF
FRQILGHQFH RI DOO SDUKMIHWH G KL\ HRRQORQEOD ERAHON¥F WR NQRZ ZK|
SURFHGXUHV WKDW WKH 2IILFH KDV LWVHOI WR IROORZ DQG KRZ

$FFRUGLQJO\ LW LV LPSRUWDQW WKDW WKH 2IILFH PDNHV LWVEHE
LwWvwaoldV PRVW KHOSIXO WR LQFOXGH D IRUP IRU PDNLQJ FRPSOL
EH D ZHEVLWH LQFOXGLQJ WKH SUHVHQWDWLRQ DQG DQ DFFR:
LQLWLDWLYHVY VKRXOG DOVR EFRBUNMOHYWH G-R,Q IQ B8 HFIQWMIDW WH HL
EH PDGH DQRQ\PRXV

7KH DQQXDO UHSRUW WKDW PRVW 2PEXGVPHQ DUH REOLJHG WR
PDQQHU ZLWK D SUHVHQWDWLRQ RI WKH DFW L ¥ULMHQHG/OD YV \FORHV
JRRG 2PEXGVPDQ RIILFH VKRXOG DOVR IMCH GRRG W HKHDLDUN D RGW
GHFLVLRQV RU LQLWLDWLYHV UDLVLQJ LPSRUWDQW LVVXHV RI S

7R PDNH WKH ZWZWEX&WYRBAY PRUH DFFHVVLEOHKWWEDVWHI R KRG WKRH D
TXDOLW\ RI VXFK FRPSODLQWYV LV VRPHWLPHY ORZ LW ZRXOG EH
RITHU WR WKH FRPSODLQDQWY WR REWDLQ PRUH HIIHFWLYH FRPF
VKRXOG EH FRPSXPMRW\FROGS RN E@DHOWVEH JRRG LI WKH 2IILFH FR
IRU LWV ZRUN DQG LWV REMHFWLYHV LQ ZULWLQJ ZKLFK DOVR F
OLPLWY RQ WKH WLPH WDNHQ WR GHDO ZLWIkK K BFSRODLVOMOM B URRJ
LQLWLDWLYHY RU FRGHV RI JRRG DGPLQLVWUDWLRQ

,Q FRQGXFWLQJ LQYHVWLIJDWLRQV QRUPDO SURFHGXUDO UXOH
VKRXOG KDYH WKH ULJKW EH KHDUG DQG WEW BR\HWLEIHQMH WKL
UHOHYDQW IRU FORVLQJ WKH FDVH 7KH 2PEXGVPDQ VKRXOG QH)
EHIRUH DOO LQYROYHG SDUWLHY DUH KHDUG SURSHUO\

7KH FORVLQJ GHFLVLRQ VKRXOG EH ZULWWHQYIHU FDOW DLW MG KD
WR LQFOXGH WKH UHOHYDQW DOOHJDWLRQV DQG FODLPV DQG Wi
DQG WKH UHDVRQV RQ ZKLFK WKH RXWFRPH Rl WKH FDVH LV EDV

"ULWLQJ JRRG UHDVRQV LV WKH NH\ WODRNVIJBRRGVRRY XDMLHR GV | | LKEXD®
D FHUWDLQ RXWFRPH \RX QHHG WR UHFRQVLGHU \RXU SRVLWLRQ
LWV FOHDU DQG FRQYLQFLQJ UHDVRQV HDVLO\

ORVWO\ WKH LQVWLWXWLRQV IROORZV @ BDHWAPREXREX/IAD RO G Y MFLH |
LV ZHOO SUHVHQWHG DQG UHDVRQHG LQ D FRQYLQFLQJ ZD\
2PEXGVPDQ UHFRPPHQGDWLRQ IRU GLIIHUHQW UHDVRQV , WKRVI
GRHV QRW JLYH7K® WRRXBDMPD®Q\ FRXOG VWXG\ WKH UHDVRQV JLYI
DUH QRVWLERQYHOHDW WKH 7KHFRANWQBHMIAR® LQ WKHVH VLWXD
FRQYLQFLQJ DUJXPHQWY DQG JRRG VNLOOV IRU QHJRWLDWLRQ

I WKLV GRHV ORW KRDE@E MRHOBPZLWKLQ KLV RU KHU UHPLW FRQ\
WKH FDVH ZLWK SURSRVDOV WR VROYH LW WR WKH FRPSHWHQW
WKH 2PEXGVPDQ DGYLFH VKRXOG EH GXO\ UKBA UMK USR WHR FGRH
DWWHQWLRQ RI WKH FRPSHWHQW DXWKRULW\ WR WKH LQVWLWXW
WKH 2PEXGVPDQ DGYLFH EH LW D SURSRVDO IRU D IULHQGO\ VRC
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7KLV FDQ EH GRQH E\ BQVD\Q LRZQWAKKRD/SWHLNV HY WKH UHSRUW 2QH
WKDW KH XVH & Q/IRF BIXE MM (DHSRUW R1 LQV VRISW X\ WRIQNK @/&X\D I\ \G
2PEXGVPDQ LQ KLV RU KHUV HIIRUWV WR XQGR PDGKOGPLQLVWUL

$V WKH $QQXDO UHSRUW LV D SXEOLF GRFXPHQW KDQGHG RYHU
LQ WKH PDWWHU ,I WKH UHDVRQV JLYHQ E\ WKH 2PEXGVPDQ DUH
ZLOO OHDG WR D SRVLWRQV UBWXDAOLGPOMMNFREROGVHY DQG RIILF
WKH PHIGLAK SURPRWHY MZHUW PROEWIRRMIXWHU ZD\V WR DFW EXW V
LV QRW WR JLYH LQ WR HDVLO\ ,Q D FDVH ZHURIUZBOB YRD@QOW Q WZW
VWDJH WKH 2PEXGVPDQ VKRXOG FRQVLGHU WKHLU LPSDFW RQ Kl

+RZ GR \RX NQRZ WKDW WKH 2IILFH ZRUNV ZHOO

7KH QRUPDO SUDFWLFH LQ WKH 2PEXGVPDQ ZRUOG LV WKDW WK
HIWHUQDO UHY IFIRP? SHKWE QWK DXWKRULW\ XVXDOO\ D 3DUOLDPHQ"
$QQXDO UHSRUW ,I WKH PHPEHUV LQ WKDW ERG\ DUH DFWLYH D
FRQWURO RQ WKH 2P BEXGW PW RHDERMEXGWAINY RHN W IB E\DKLR/XO GQ LWH
SURFHGXUHV IRU TXDOLW\ FRQWURO E\ IRU H[DPSOH FKHFNLQJ
IROORZHG RU KRZ ZHOO WKH DGPLQLVWUDWLRQ KDV IROORZHG
PDQ\ FDVHV KDV WKH XPE XGVBDQEQREWHE KOO VDWLVIDFWLRQ"

7KHUH DUH DOVR FKHFNOLVWY WR FRQVLGHU KRZ ZHOO DQ\ DGF
2PEXGVPDQ WR PRQLWRU KLV RU KHU RZQ RSHEDWQORQRW GRXIO R
WR VOIIR®&RDWLRQ PDWHULDO +RZ ORQJ GRHV LW WDNH WR LQIRU
WKH UHPLW DQG LQIRUP DERXW WKH FRPSHWHQW ERG\ WR GHDO

'RHV WKH VZLWFKERDUG ZRUN VDWLVIDFWRULON'KHL W BEVWHQFH'D:
, KDYH VDLG WKHVH NLQGV RI FKHENOLVW FDQ KHOS DQ\ RIILFH
FOLHQWYV FRXOG DOVR EH FRQVLGHUHG $V WKH 2PEXGVPDQ LV
2IlLFH VKRXOG EH D PRGHO IRU RWKHUYV

2]l FRXUVH WKHUH FRXOG DOVR EH TXDOLW\ FKHFENV RQ WKH VXE
H[SHUWV WR HYDOXDWH WKH DFKLHYHPHQWY RU LQYLWLQJ WKH
JLYH WKHLU REVHUY D WIHRPGW LZQJHLVGMHBR MWKXKYOLWHMWHSUHVHQWDWL
VHWWLQJ XS RI WKH 2IILFH DEMEKW KRX I EIK®RJ d B WIREHRUGI LRY@® GWHAKRIW &
RSLQLRQ RQ KRZ LW KDV WXUQHG RXW DQG SHUKRD®VX ARRP PIHYHVIR
PLIJIKW EH FULWLFDO VRPH RI WKHVH SURFHGXUHY FRXOG JLYH V
LWV DFWLYLWLHY DQG JR IRU EHWWHU UHVXOWYV LQ WKH IXWXUH

/IDVWO\ PDQ\ 2PEXGVPHQ FRPH XQGHU SUHVVXWZHW K RFP S\URPHH W/
DWWHPSWV WR LQIOXHQFH WKHLU DFWLYLWLHV I WKH 2PEXGVI
XVXDOO\ HDV\ WR GHDO ZLWK ,I D IULHQGO\ EXW ILUP DWWLWXCGC
RI DQG DGGHG WRKWRW IW&BW2WKHY BPLIKW EH GRQH LV HIIHFWL
DWWHPSW WR LQIOXHQFH WKH ZRUN PRVW RI FRXUVH EH UHS:S
2PEXGMWPDEDLO\ DFWLYLWLHYVY WKHVH NLQGV RI HYHQWYV DUH UDU|

%XW D IHZ WLPHWKW RFEXGYPWRDKWOY D VHULRXVY FDVH WR VROY
LOQWHUYHQHY EHKLQG FORVHG GRRUV WR DGYRFDWH D FHUWDLQ
PDQGDWH ZLOO EH OLQNHG WR WKH RXWFRRH X)W B & DWKIH DVULH/
UHDOO\ XQSOHDVDQW IRKDWKMW BRFRJ 2PEXGVPDQ

7KH RQO\ DGYLFH , FDQ JLYH LV WKDW WKLV LV WKH PRPHQW WF
OHDYH WKH RIILFH IRU GRLQJ WKH ULJEW WK VU MX\DDL ORU DERLR)
LQ SXEOLF
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, GR KRSH WKDW P\ WKRXJKWV PLJKW EH RI VRPH KHOS WR \RX L
IRU (XURSH WKDW WKH XQLYHUVLWLHYVY DUH SURSHUO\ UXQ DQG 1|
WR ILQG HYHQ EHWWHU ZD\V RI GRLQJ WKLQJV LQ WKH DFDGHPLI

+HLQULFK BHIRMWNVRU RI 3ROLWLFBDOHNAIGHIAM RIRWRHUWXVWULDQ
OHGLDWLRQ DQG 2PEXGVLQJ LQ WKH &LYLO 6RFLHW\
KHOG GXWYLDY( WMKHY QD &RQIHUHQFH

7KH SKHQRPHQRQ RI WKH FLYLO VRFLHW\ LV D YHU\ FRPSOH[ EX\
DQG WKH SRVVLELOLWLHYV RI WKH FLYLO VRFLHW\ LQ SROLWLFEDC
WKH FLYLO VRFLHW\ EHFOPHHRRIWWLRSREWROWHKIKY SROLWLFDO
GLVFXVVLRQV DW WKH OHYHO RI WKH (XURSHDQ 8QLRQ VKRZ D
UHSUHVHQWDWLYHV RI WKH FLYLO VRFLHW\

JRU D EHWWHU XQGHUVWDQGLQJ W UWKWMXEHPAQYURYHQVRXW GROL I
WKUHH GLITHUHQW SDUWYV

f firstly I try to make a descriptionnot a definition of the phenomenon of the civil society,

f secondly I will explain why the structures of the civil society are appropriate to prohsote
activities of mediation and ombudsing within the society

f thirdly | take a look into the European Union and the implications of the civil society for its
institutional framework. This aspect shows that the relationsveen the European institutions
and the organiz#ons of the European Civil 8ty have been developed as an exemplary
communication between different actors, operating in a multilevel governastamsyThe
European dialogue bgeen the Union's institutions and the civil society cowdabhd must a
model for mediation efforts.

7KH 7JUHDW\ Rl WKH (XURSHDQ &RQVWLWXWLRQ VWDUWHG D QHZ
VWDWH RUJDQL]HG DQG LQIOXHQFHG LQVWLWXWLRQV 7KH FLYL
VREGDDORJXH )RU D EHWWHU XQGHUVWDQGLQJ Rl WKLV FKDOOH
HVVHQFH RI WKH FLYLO VRFLHW\

X What is a Civil Society?

&LYLO VRFLHW\ UHIHUWFWRMUF MK FRODUHMDNVNRY X@FWLRQ DQEBXQG VK
YDOXHV ,Q WKHRU\ LWV LQVWLWXWLRQDO IRUPVY DUH GLVWLQF!
LQ SUDFWLFH WKH ERXQGDULHVY EHWZHHQ VWDWH FLYLO VRFLI
DQG QHIJIRWLDWHG

&LYLO VRFLHW\ BRPRR@OG HPHUVLW\ Rl VSDFHV DFWRUV DQG LQ
GHJUHH Rl IRUPDOLW\ DXWRQRP\ DQG S®EZWW G&E Y RQ MRFLL\HDW HR/
UHJLVWHUHGHFKDBESWHRWH R PHQOWDWDWURQV JERRBXQLARPHQ V

RUJDQLVDVEIDRQNG RIUQW I§ WRIRVPIDRO DV VR FLD W L RQAO SR Y B BIVRFLR Q
PRYHPHQWYV EXWLRQWY PRNREWRRQV DQG DGYRFDF\ JURXSYV

*LDQSLHUR $OWKDGHII GHVFULEHVVWKHODRORD RQWHH FKMLPOHGRB
RI DQ DPRUSKRXV XQRUJDQLVHG PDVV RRQHG®IHGA EXIVKH DLQW RUQ
WKH ZLOOLQJQHVV WR SURWHVW LV RQO\ D VPDOO WKRXJK YHU
7KH RWKHU UHDOLWQVVWVWRHIJPQLVDWLRQV ZRUNLQJ DW ORFDO
FRPSRVHG RI LQGLYLGXDOV RIWHQ JLYLQJ IUHHO\ Rl WKHLU WLPH}
KXPDQ EHLQJV
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7KH\ PD\ EH FRQFHUQHG DERXW W KME BRRURISG UVHWH/IHG FARRPAPHK@ DV
GLVFULPLQDWHG SRSXODWLRQV RQ WKH RWKRQDW.K HD RR XWK M WZI
HQYLURQPHQWDO GDPDJH RU VDYLQJ D ZLOG KDELWDW RU WKH 7
RU UHOLIORXRULEMBW IURP D GHVLUR QWWRURE XKWUIR @ VUHFND 8 HWVWR
ODUJH QXPEHU RI RXU IHOORZ FLWL JHQV PDNH DRHION R QWD QWO
VRFLHW\WURD®LRW DFWLRQV

7KLV GHVFUR\SWLIRDGHAFRDVWUDWHY WKH VLJIC

B WKH FLYLO VRFLHW\ LQ D SROLWLFDO V\VWHF

ENOHE FLYLO VRFLHW\ LV WKH WKLUG VHFWRU W
= i QRQ HFRQRPLF ILHOG D QRQ SURREWQEBFWR

| OREE\LQJ DFWLYLWLHYV LQ SROLF\ IRUPXODWL

19" & 20" May 2005

7TKH FRQFHSW RI WKH FLYLO VRFLHW\ FDQ EF
SDUWLFXODU IHDWXUHV W LV EDVHG RQ SOX

= . PHDQV WKDW DOO LQGLYLGXDGXEOHRFRGOIEDHAV
Ombudsman FE =] $XWRQRP\ SDUWLFXODUO\ PHDQV WKDW RUGI

for studenter

SDWWHUQ RI WKHLU VRFLDO DFWLRQV WKHP
HQFORVH FLYLO VRFLHW\ &LYLO VRFLHW\ VKF
Rl WKH PDUNHW

&RQWUDU\ WK WWKWWKLLXHRMDXVUH RI WKH VWDWH
HFRQRPLF SDUDPHWHUV RI WKH PDUNHW WK
VRFLHW\ DUH VXEVLGLDULW\ UHVSRQVLELOLYV

f Subsidiarity means that the higher institutions only come into play when lowés t@arenot
cope, not only territorially but also functionallyhe lower level has priority.

f Responsibility has to be taken up by the people. People can exercise their individual rights, these
rights are accompanied by obligations in the common interest.

f Sdidarity is the willingness to limit the own interests and to take on obligations as a prerequisite
for acting in the common interest.

7TKHVH JXLGLQJ SULQFLSOHV DU IFWRNH® \Y BRXE NUFIFRMH-CH B/RP R \G K
ULIJKWV D@G@Z UXOH RI O
&RPSDULQJ FLYLO VRFLHW\ RUJDQLVDWLRQV RQH FDQ ILQG RXW

They are established by citizens seeking to promeie ¢bncerns, values or ideintis.

They are organised around the promotion of an issue or the interests é€@agyasection of
society.

Thirdly, they are autonomous from the state, whikssential if they are to pide credible
contribution from their numerous and diverse constituencies.

Finally, they do not aim at optimising profits.

~ ~  ~~—s

x The Structures of the Gvil Society

,Q WKH VHFRQG SDUW Rl P\ SUHVHQWDWLRQ , ZLOO H[SODLQ ZK\
PHGLDWLRQ DQG RPEXGVLQJ , UHSHDW ZKDW , KDYH VDLG EHIRI
RQ VHYHUDO HOHOH® WY LFEGD S ULDEGASE. B\WERQLFEGRRPEXGVLQJ V!
$XWRQRP\ LV DQ HVVHQWLDO IDFWRU IRU D IXQFWLRQLQJ PHG
EHWZHHQ D VWDWH RULHQWHG LQVWLWXWLRQDO DR®3WRMFKL YR
EDVHG GHFLVLRQ PDNLQJ SURFHVYV

6XEVLGLDULW\ PHDQV WKDW DERYH DOO WKH SDEMGELH Y KRIVW WK H
SURFHGXUH VKRXOG EH WR ILQG D VROXWLRQ

/IDVW EXW QRW OHDVW PHGLDWLRQ DIGSRPEX & WSEHRD\W LDE DEALIA
WKH VRFLHW\ WR SURPRWH SHDFHIXOPBHOWIMQJHPHQWY DQG VXVW
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x Civil Society and the European Union

0\ WKLUG DVSHFW FRQFHUQV WKH LQFUHDVLQJ LPSRUWDQFH RI F
GLDORJXH 7KH 7UHDW\ Rl WKH (XURSHDQ &RQVWLWXWLRQ UHFRJ
D FRPPLWPHQW WR D SHUPDQHQMW. \EXW@RDVHRE HWKZH BQ LW R HD QG \

&LYLO VRFLHW\ EHFDPH D QHK\G/RQWKBOSDEWR B LIS® WKW\ IGHPRFU
ZLWKLQ WKH 8QLRQ V LQVWLWXWLRQDO IUDPHZRUN DUH WKH
&RPPLWWHH WKLV & RBHPLYWHHRQV EKNHMISUHVHQWDWLRQ RI WK
,Q YHEUXDUSHFLDO/DJUHHPHQW WR FUHDWH D &LYLO 6RFLHW\ &R
&RQWDFW *URXS GHYHORSHG D VWUXFWDWHL®R Q HRO DVWKUIR QVKLS EF
WKH 3UHVLGLXP RI WKH &RQYHQWLRQ GLWBXV\&RIQWV \BLWXIVR Q
FROODERUDWLRQ EULQJV WRJHWKHU UHSUHVHQWDWLYH HOHPHC
RI FLYLO VRFLHW\ ZLWKLQ WKH ZRUN Rl WKH &RQYHQWLRQ 7KL\
3UHVLGLXP WRGHRFRRRWHHDDPHDQLQJIXO FRQVXOWDWLRQ DQG F

7KH &LYLO 6RFLHW\ &RQWDFW *URXS ZLOO EH FRPSRVHG RI WZR
JURXSV

f Environmental NGOs

f Social NGOs

f Development NGOs

f Human Rights NGOs

,Q D VSLULW WKNWRORGBWIW\O SXUVXH D FRPPRQ VWUDWHJI\ DQG
OLQNV ZLWK D EURDG UDQJH RI (XURSHDQ LQVWLWXWLRQV ,Q P\
IRU GLVFXVVLQJ PHGLDWLRQ DQG RPEXGVLQJ SUREOHPV

x Final remarks

6XPPLQY ZH FDQ VD\ WKDW WKH FLYLO VRFLHW\ KDV WR SOD\ DQ
ZKLFK DUH SURPRWLQJ&APWH®LDMHW QRBEYGOL RRPERXQIOLFW VROX
, ZRXOG OLNH WR VWUHVYV WKUHH DVVHWY PDNRUIWJ WKH FLYLO VF

f The main features of the civil society like autonomy and responsibility are praségs of a
fair trial. Therefore civil society organisation can make effective cobtrions to establish
mediation and ombudsing systems.

f Civil society offers a tmad variety of human resources. A network of organisations comprises
experts, knowledge and experience.

f Effective mediation and ombudsing need a highrele@f sensitivity. Formal poedures are
necessary but not enough. A system handling conflict sinmtmust provide a special
sensitivity. Actors of the civifociety have normally much parience in that.

%DVWLDQ %OXPPMA@KDUWD 2EVHUYDWRU\ %RORJQD
6WXGHROMAW RQ 2PEXGVPHQ DQG WKH ,PSRUWDQFH R] WKHLU
DQBULQFLSOHV RI WKH 8QLYHUVLW\
KHOG GXWLDW( WIXPMEXUJ &RQIHUHQFH

7KLV SUHVHQWDWLRQ PDLQO\ IRMPWNR RQWHMNHIGIW BPWRUIR VT BDIQGWAI
DQVZHUV RU VROXWLRQV )LUVWO\ LWLOMMORENRYRG AV RHV /KW IHX
ODJQD &KDUWD 2EVHUYDWRU\ LQ UHODWLRQ WR WKH IXQGDPHQV
ODVWO\ LW ZLOO DGGUHVYVY DVSHFWV RI WKH %RORJQD 3URFHVYV
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X |. Students' view

SHRYDOO\ , GLG QRW KDYH DQ\ H[SHULHQFHV ZLWK WKH ZRUN RI
WKH IDFW WKDW , ZDV IDFLQJ D VHULHV RI PDMRU SUREOHPV RIV
UHSUHVHQWDWLRQ ZRUN , KDUH |[LYUWWEHF RV H DV ADXGHRIWNVKH S U
OHYHO 7KDW , EHOLHYH LV DQ LQGLFDWLRQ RI WKH ILUVW SURI
E\' D ODFN RI YLVLELOLW\ W ZRXOG WKHUHIRUH EHERQIHELWR
SURPRWH WKH VHWWLQJ XS RI 2PEXGVPDQ VWUXFWXUHY RU VFKHE
WKDW VHQVH LW LV JRRG WR KHDU DERXW WKH DPELWLRQV RI
FKDUDFWHU ZKLFK , GHHRIFWKHLD®HIIR D QXUWXHD XGLQJ LW LQ WK

6WXGHQWY DUH LQ WKH YDVW PDMRULW\ LQ KLIJIKHU HGXFDWLRQ
7TKHUHIRUH LW LV LPSRUWDQW WR KDYH D VXSSRUWRPB¥RDQ@LVP
WKH IROORZLQJ GLOHPPD 2PEXGVPDQ DQG RIILFLDO VWXGHQW L
GR QRW XQGHUPLQH WKH OHJLWLPDF\ RI RQH DQRWKHU 3DUWLF
OHVV GLDORJXH ZLWK VW XYEKHORWHKHIEUKINQAQ WODWAGHYW2QHSUHVFE
EDFN DQG vVD\ WKDW WKH\ DUH QRW UHVSRQVLEOH IRU GHDOLQJ
%XW XQIRUWXQDWHO\ DQRWKHU SUREOHP LV KRZHYHU WKDW
GHYHORSHG DV IRU H[DPSOH LQ $XVWULD WKH 8QLWHG .LQJGRP

%DVLF VWXGHQW ULJKWY DOVR LQFOXGH
X having transparent, formalised governance structures with student participation having the right
to speak out and to raise criticism against teachergns, ministers and others without fear of
retribution
X having the right to form a free association

'KDW VKRXOG DQ 2PEXGVPDQ GHDO ZLWK" 4XHVWLRQV Rl VWXG
REYLRXV DQVZHU %XW VKRXOG LYWH PQWVR XUJHG HWHWIROUE DK WW" ZEKL
ODWHU RQ 7KHUH LV DQRWKHU SRVVLEOH GLOHPPD ,V DQ 2PEX
PLJKW XQGHUPLQH WKH LPSRUWDQW SHUFHSWLRQ RI EHLQJ LQ
HGXFDWIGR@WWLIKWY KDYH D YHU\ VSHFLILF QDWXUH 6WXGHQ
VWXGHRWWY DUH HQWLUHO\ GLIIHUHQW IURP FRQVXPHU ULJK)
DGGUHVVHG" 7KHUH DUH SUREOHPV DWDDDXCHOWY R Q \R | 7HIHW K HRIUR
,Q WKH IUDPHZRUN Rl WKH SUHSDUDWLRQV RI WKH 81(6&2 :RUOG
UHSUHVHQWDWLRQ RUJDQLVDWLRQ IURP DOO SDUWV Rl WKH ZRU
2QH SDUW RI WKH FIWO®/ HRH QWK H \VHWWDEOLVKPHQW RI D ZRUOGZ!I
XPEUHOOD RI 81(6&2

&EXUUHQW DFWLYLWLHV RI 2PEXGVPDQ VWUXFWXUHY KDYH D PRU
H DUH IDU IURP KDYLQJ D V\VWHPAK® ZGIDBHHL QD HYGIU WER XK@ WAL
LOQWHUQDWLRQDO DFWLYLWLHYV

7TKHUH LV D VWHDG\ JURZWK RI PRELOH VWXGHQWY LQ DEVROXWI
7TKHUH DUH PRUH DQG PRUH MRLQW GHJUHHYVY DQG SURJUDPPHV
71( LQ DOODQOW ADWKW WO LWV SUREOHPV 2IWHQ WKH 71( RIIH
VWDQGHODMEWERXW WKH VWXGHQWY ULJKWV LQ WKHVH FDVHV"

x 1l. Magna Charta Observatory

2Q0H RI WKH IXQFWLRQV RI WKH 0DJQD &KDUW REVUHHFBMYRQ\V LV
FRPSODLQWY IURP LQGLYLGXDOV 6RPHWLPHVY WKRVH LQGLYLGX!
PHPEHUV |IURYDHBUHVHDUFKHUV XS WR WKH WRS OHDGHUVKLS

WKDW ZHOO HTXLSSHG PRW\WHD®YL QD LZQ VDWW \KRWAIKMR PD IUHHD RFFVMR X Q W U
PHDQW WR EH 6WXGHQWYVY DUH RIWHQ WKH ZHDNHVW RU PRVW Y
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GHDOLQJ ZLWK WKHLU SUREOHPV QHHGV WR EH DVRUL® WL RA/Q X% X RV
RI WKH DGGUHVVLQJ WKH SUREOHPV RWKHU PHPEHUV RI WKH DF|

7KHUH DUH UDQJHV RI RUJDQLVDWLRQV WKDW DUH GHDOLQJ ZL"
&RXQFLO IRU $VVLVWLQJ 5HIXJBR G RDIBHML KD Y ¢4 X0V R EQ DU
V\VWHPV ZLWK WKH PRVW EUXWDO UHJLPHV RI VXSSUHVVLRQ :H
FULPHV RI WKDW VHYHULW\

7KH IRFXV RI WKH 0DJQD &KDUWD 2EVHUYDWRUWKH PDLPQWKE&D tHA
BQLYHUVLWDWXP D EDVLF GRFXPHQW RXWOLQLQJ WKH IXQGDPF
+HQFH ZH DUH PDLQO\ DGGUHVVLQJ LVVXHV RI EUHDFKHV RI DF
PDOSUDFWLFH

'LWK UHJDUG WR HDEREMKIHUH LV D YHU\ GLYHUVH OHJDO VLWXD'
WKH FRQVWLWXWLRQ VRPHWLPHYVY LQ ODZVY DQG VRPHWLPHV QR\
KDV EHHQ SDUW RI WKH EDVLV RI XQGHUNW HGXEQWRR® IR LFGL
8VXDOO\ LW GRHV QRW HPEUDFH VWXGHQWY FRQFHSWXDOO\ ,V
VRPHWKLQJ WKDW DQ 2PEXGVPDQ VKRXOG DGGUHVV"™

2Q WKH LVVXH RI DFDGHPLF PDOSUDFWLFH ZH RDWHK WHKHMHH QW®R\S !
6WXGHQWY 8QLRQ &RQWUDU\ WR SRSXODU EHOLHI DFDGHPLF
VI\VWHPV ZRUOGZLGH DQG QRW MXVW LQ WKH GHYHORSLQJ ZRUO
PRUH VXEWOH RQHVHQWFRDQIBWLURP WRHXDO H[SORLWDWLRQ RL
TXLG SUR TXR WRR IDYRXUDEOH DVVHVVPHQWY RI UHVHDUFK SUI

$FDGHPLF PDOSUDFWLFH UHVHPEOHY D VHULRXV WKUHDW WR FlI
DQG DFDGHPLF RUHMHIRM @WO\FWR WKH VKHHU H[LVWHQFH RI WKH

ODOSUDFWLFH FDQ EH IRXQG ZLWK HDFK DFWRU LQ D KLJKHU HG:
7KH 0DJQD &KDUWD 2EVHUYDWRU\ KDV D UROH DV D RRAJHDOWIXDU
IURP KLJKHU HGXFDWLRQ LOQVWLWXWLRQV LWV PHPEHUV DQG SF
DLPV DW UHRSHQLQJ FKDQQHOV RI FRPPXQLFDWLRQ ZKLOVW HQ\

'LWK DOO WKH FRPSODLQWYV UHDFKLQJIWALW XAWL R Q B OG.IMHF YNAKMLVVQ DX
2EVHUYDWRU\ HYHQ PRUH E\ LQVWDOOLQJ D VSHFLILF 2PEXGVPD
WKH SULQFLSOHY DQG YDOXHV RI WKH 0DJQD &KDUWD 8QLYHUYV
ZRXOG OLNH VDGR VZRXWK (12+( :H DLP DW DGGUHVVLQJ PRUH V\!
UDWKHU WKDQ GHDOLQJ ZLWK LQGLYLGXDO FDVHV :H FHUWDLQC
LQVWLWXWLRQDO VWUXFWXUHY WKDW GRRXIRZYWRNVWHK H\RHP DPHMIH Q ¥
ZH VHH RXUVHOYHV DV DQ LQVWDQFH WKDW FRPHV LQWR SOD\ R
GLG QRW ZRUN RXW

x lll. The Bologna Process

%HIRUH DGGUHVVLQJ VRPH RI WKH VSHFIRXFDSWREGNML R,QZW KO €
UHIOHFW XSRQ 4XDOLW\ DVVXUDQFH LV RQH RI WKH PDLQ SLOOI
JRRG LGHD WR WU\ SXVKLQJ WKH LGHD RI SURSHUO\ DGGUHVVL:
TXDOLW)\ DN MXEDWOHW

7KHUH KDV EHHQ D ORW Rl FULWLFLVP RQ WKH %RORJQD 3URFH
TXLWH ULJKWO\ VR , ZDV RIWHQ DVNHG DERXW WKLV DV , ZDV
VWUXFWXUHV RI W K H%RRORRDDB)R OBRRS V$ Q& P\ DQVZHU DKV PRV
WKDW WKH SUREOHPV VWXGHQWY DUH DGGUHVVLQJ DUH QRW SU
7KH SUREOHPV DUH IRXQG LQ WKH LPSOHPHQWDWLRQ , ZLOO MX

%RORJQD LYDMUDIGLIWWRWRZDUGY D VWXGHQW FHQWUHG V\VWHP
UHIRUPV" 6WXGHQW FHQWUHGQHVY GRHV QRW ZRUN ZLWKRXW V\
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KDW LI WKHUH LV QRQH RU LI LW LV UHGXFHG GXH WROMPRIGFDDQG
FDOO IRU PRUH VWXGHQW SDUWLFLSDWLRQ"

7DNH WKH H[DPSOH RI (&76 ,W LV VXSSRVHG WR EH EDVHG RQ W
KLIKHU HGXFDWLRQ LQVWLWXWLRQV GR LW ZURQJO\ 7KH\ GR QR
ZLWKRKMWLQYROYHPHQW RI VWXGHQWYV

7KH /LVERQ UHFRJQLWLRQ &RQYHQWLRQ LV EHLQJ DSSOLHG )RU
UDWLILHG WKH &RQYHQWLRQ EXW LV QRW FKDQJLQJ LWV ODZV
WR LW 'R DPAMXXDHOIDWKDYH WR JR WR FRXUW WR JHW WKHLU ULJK
PDQQHU"

/IHDUQLQJ 2XWFRPHV DUH QRW RU SRRUO\ LPSOHPHQWHG DQG X
VXSSRVHG WR PDNH WKH V\VWHP PRQM DOVH[R € CCH W K D @ O\l QNHKCHG VF
KDW LI LQ WKH QDPH RI %RORJQD UHIRUPY DUH XQGHUWDNHQ Wtk
ODEHO LV DEXVHG MXVW WR E\SDVV D VHULRXV GLVFXVVLRQ RU

,Q VKRWWHUW D VWXGHQWY ULJKW IRU SURSHU LPSOHPHQWDWLI
WKHVH FDVHV" 2U WR WDNH WKH TXHVWLRQ RXWVLGH WKH %ROR
UHIRUPV WKDW GR QRW FRQWUDGLFW RU MHRSDUGLVH VWXGHQV

7TKRVH DUH TXHVWLRQV WKDW PLJKW IDOO EH\RQG WKH WUDGLW
OHVV UHOHYDQW"

SHWHU .RWVWMRONWDU\ *HQHUDO RI WKH ,QWHUQDWLRQDO|2PEXGYV
S5HDFKLQJ 2XW WR &LWL]JHQV

KHOG GXULDH( WMKHQ QD &RQIHUHQFH

$Q RPEXGVPDQ FDQ RQO\ EH RI VHUYLFH WR FLWL]JHQV LI WKH FL
GR VR LI WKH\ YLHZ WKH 2PEXGVPDQ DV VRPHRQH ZKRP WKH JRY
WKH JRYHUQPHQWVEKHOTP RQQ®Y PRRPNWHULRXVO\ LI KH LV YLHZHG |
VHULRXV FRXQWHUSDUW WR WKH DGPLQLVWUDWLRQ $V ORQJ D)
FDQQRW LJQRUH LWV SRZHU ,Q $XVWULD ZKHUH WKMW ZZABXK WHIH
QDWLRQDO WHOHYLVLRQ VWDWLRQ SXEOLF VXSSRUW IRU WKH 2F
IRU FLWL]HQV WR FRPPXQLFDWH ZLWK WKH 2PEXGVPDQ VKRXOG |
SDUWLFXODUO\ LPSRUWDQW LQ WKLV UHJDUG

2YHU WKH SDVW \HDUV WKH ZRUOG RI RPEXGVPHQ KDV EHF
IXQFWLRQVZH SHUIRUP WKH WRROV ZH KDYH DYDLODEOH WR XV
DUH HVWDEOLVKHG LQ WKH ODZVQRRRNUXQBWINKMDIOQVGIL 6 B X WWKLH
JHQHUDOO\ D IXQFWLRQ RI WKH VWDWXWRU\ EDVLV IRU RXU SR
SUDFWLFHV RI RXU SUHGHFHVVRUV LQ RIILFH

7KH SXUSRVH Rl WKRIRPEXGVPDR UHPRD FIL O LHRFLQOLY® WXWH R
H[SHFWDWLRQV RI WKH FLWL]HQV DQG WKH UHDOLW\ RI WKHLU JF
DJHQF\ RPEXGVPHQ KDYH WKH PHDQV RI H{IWHQGLQJ WKHLU DXW
RXU RZQ XQGHB WRYWIXPGRIILFH DQG HPSKDVL]H QHZ DVSHFWV RI R
ZH FDQQRW ORVH WKH FRQILGHQFH Rl WKH FLWL]JHQV RXU QDW
DQG WKH JRYHUQPHQW 1HYHUWKHOHW\H FNRPRWWHSWERQ\G RD @
LQ $XVWULD
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$ UHFHQW VXUYH\ IRXQG WKDW RI UHVSRQGHQWY EHOLHYH W
OLWWOH DXWKRULW\ ZKLOH MXVW  VDLG WKDW WKHLU RPEXGV
IRXQGDWXKHUV VDLG DERXW \HDUV DJR KDUGO\ DQ\ RWKHU JR
ZLWK WKH VXSSRUW RI WKH JHQHUDO SXEOLF PRUH RIWHQ WKDQ
KLV HISHFWDWLRQV 'HVSLWH WKHP DESBEQYHH WKD GXMYUHDQ 2WD)
KDV IRUPHG D FORVH SDUWQHUVKLS ZLWK $XVWULDQ VWDWH WH
5HSRUW RQ +XPDQ 5LJKWYV

‘H DOVR FRQWLQXH WR H[HUFLVH UHRZ§HA ® X\@ WRHUNBMYH RMM O FRIVW
SRVWDO VHUYLFH DQG WHOHFRP HYHQ WKRXJK RXU IRUPDO D
SULYDWL]DWLRQ DV ZHOO DV URXWLQHO\ SURSRVLQJ OHJLVODYV
RXU UHSRUWYV 2XU NVKIF&ELW QR DRURXOIDQLMWLDWLYHYV GHSHQGV
HDFK RWKHU DQG VWXG\ SUDFWLFHV LQ RWKHU FRXQWULHYV

7KH ,2, SHUIRUPV DQG ZLOO FRQWLQXH WR SHUIRUP D XQLTXH
SODWIRUP 7KH WDVN RIWKKHRPSHL OH WKGOOBZYV DQG RIILFLDO S
FRXQWULHY DQG PDNH WKHP HDVLO\ DFFHVVLEOH WR DOO RI XV

WKHP 7KH QHZ ,2, VKRXOG EULQJ XV FORVHU WRYHWK HYY M@Q>GD W
SUDFWLFHV LQ RWKHU FRXQWULHYV DQG WKH VXLWDELOLW\ RI W

$OWKRXIK WKH VSHFLILF GHWDLOV RI WKH RULJLQDO 6ZHGLVK L
WKH 6ZHGLVK PRGHO KDV XOWHPWRRIYW U WHGLR® RIOSORRHUV GRHYV
SDUOLDPHQWDU\ UHYLHZ RYHU SXEOLF DGPLQLVWUDWLRQ LQ WK

WKDW WKH SDUOLDPHQW BUP RVPE X\GVFFHY \LNK 6 ZFHREHAQN LW XWLR QD C
H[SRUW

,Q PRVFRXQWULHV WKHI2ZFEXIGNBBE®LIQHG DV D S
RYHUVLJKW DJHQF\ ZLWK WKH DXWKRULW\ WR D\
LV YHU\ VHOGRP JUDQWHG WR WKH SDUOLDPHG
e FDQQRW UHIXVH WKHHIXEXGW DWW BQFXPRNXQ GV F
® emiceans omvisenan e mirees R ITLFLDO VHFUHF\

acti

ication Institutions™

Vienna, Austria ~ May 19-22, 2010

,Q RWKHU ZRUGV WKH 2PEXGVPDQ EULGJHV WKH
WKH OHJLVODWXUH DQG LV WKH RQO\ SDUOLDPI
RINLFHV WR ZKLFK FLWL]HQV FDQ DSSHDWO GLUH
WKH 2PEXGVPDQ VHUYHY DV WKH SHUVRQDO UHS!
WKDQ DQ\ RWKHU SDUOLDPHQWDU\ ERG\ :KLOH \
VXERUGLQDWH WR WKH SXEOLF DGPLQLVWUDWL

1 VXEMHFWLYH YLHZSRDQ W LRV L\WMK® L\Q GURY IS&’J RWHF
BMW_F°  pies ORAD* ULJKWV RI HDFK DQG HYHU\ FLWL]HQ

'KLOH RPEXGVPHQ KDYH QR DFWXDO SXQLWLYH DXWKRULW\ DW !
IXOO DFFHVV WR LQIRUPDWLRQ DQG WKLV SRQBURYV KNRKHD G ODAR W/
2PEXGVPDQ KDV QR SRZHU RWKHU WKDQ WKH SRZHU RI KLV DUJ
LQIRUPDWLRQ

7KH 2PEX®VBDQO\ URXWLQH LV WR DFW DV DQ LQWHUPHGLDU\ EH
KH PXVW EXLDIGQXBPBX QMW WRI WUXVW ZLWK ERWK VLGHV LI KH LV
PXVW FRQYLQFH WKH JRYHUQPHQW WKDW LW ZLOO EH WUHDWHG
FDQ IXUQLVK DUJXPHQWYV WR VXSSRUWDIQ/MGY BBMLRMREREH USQLIA Ol
REMHFWLYLW\ WKDQ DERXW WKH SXUVXLW RI WKHLU VXEMHFWL
MXVWLFH VR PXFK DV WKH SURWHFWLRQ RI WKHLU ULJKWV ,I WK
RI WLPH WKNIPXVMVI\ WKH GHPDQGYV RI ERWK VLGHVY UDWKHU WKDC

,Q OLQH ZLWK WKH WRSLF RI WKLV GLVFXVWHR® FLWLH® VREQ G
2PEXGVPDQ
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JLUVW LW ZRXOG DSSHDU QHRHWIPH\EW R ULG UR/L Q U VGHR \DWL PO B \E |
WKHLU RPEXGVPDQ 6RPH OHJDO V\VWHPV GR QRW H[DFWO\ KHO S
DOO FRPSODLQWY KDYH WR EH PDGH LQ ZULWLQJ 7KHVH UHTXLL
KL\ADMWURP UHFHLYLQJ FRPSODLQWY E\ PHHWLQJ SHUVRQDOO\ Zl
WR FRPPXQLFDWH ZLWK WKH 2PEXGVPDQ VKRXOG EH RSHQ ,W L
PDQ\ FRPSODLQDQWY WR FRQWDFW WK W R FPEDAN\GH AIIXQ QU W DG \K ©
E\ UHTXLULQJ WKHP WR XVH XQIDPLOLDU IRUPV Rl FRPPXQLFDWI
WKH 2PEXWADDII RU ZLWK WKH 2PEXGVPDQ KLPVHOI LI SRVV
LPSRUWDQFH O\DPRIMWULOFGBONKDW DQ RPEXGVPDQ ZKR QHYHU H°
UHDOO\ GRLQJ KLV MRE

2SHQ KRXVHV LQ DOO SDUWV RI WKH FRXQWU\ GHFHQWUDOL]HG
OpGLDWHXU GH )UDQFH DUH MRIGW BoEXOVH 2K R R/AIWW NMR DBB R R SW K /Y H |
WR EULQJ RPEXGVPHQ DV FORVH WR WKH SXEOLF DV SRVVLEOH

&RPSODLQWYV DERXW DGPLQLVWUDWLYH GHIHFWY ZLOO QRW UHI
HILVWYV ZKDW WKH\ FDQ H[SHFGKRRRVRVILBRBUXIVR 6 HHHPM\Q JO\ WUL
I[JUHH WHOHSKRQH QXPEHUVY DQG D ZHOO GHVLJQHG ZHEVLWH DU}

8QOHVV WKH IXQFWLRQ DQG LGHQWLW\ RI WKH 2PEXGVPDQ DUH !
2PEXGVIWDMHUYLFHY ZLOO EH OHIW WR FKDQFH DQG LQ WKH ZRU\
WR VHOHFW VHJPHQWYV RI VRFLHW\ I KH LV WR SHUIRUP KLV LC
2PEXGVPDQ PXVW EHFRPH D SAEOMHY LW XRUIH QKWW IKQHLD KW VRPH F
H[SUHVVO\ UHTXLUH KLP WR GR VR

‘H VKRXOG UHIHU LQ WKLV FRQWH[W WR WKH UHOHYDQW SURYL
JHGHUDWLRQ &URDWLD 60ORYHQLD /LW KX DXQ UR JKQGWRKH QK |
UHODWLRQV ZRUN FDQ DOVR EH LQIHUUHG LQGLUHFWO\ IURP R}
$IWHUDOO LW LV RXU UHVSRQVLELOLW\ WR HQVXUH WKDW WKH
GXVW LQ GWDOLDFRIHHY EXW LQVWHDG ILQG WKHLU ZD\ WR WKH FI

&OHDUO\ WKHV2PEWEHWHYQVY DUH QRW LGHQWLFDO WR WKRVH RI
2PEXGWPIFQULWLFLVP LV PRUH EHDUDEW®WK HRIWH QHWDIR S KEPQPH Q@R
DQG WKH FDVH LV QRW IXQGDPHQWDOO\ GLIIHUHQW IRU WKH SD
DUH WUXO\ LQWHUHVWHG LQ R XUNURISRIMMWH BV LIWQE L) GO L QUK U
WKH RBISRYLEXW WKH RSSRVLWLRQ GRHV QRW GHWHUPLQH WKH

FDVH RPEXGVPHQ PXVW DYRLG EHFRPLQJ QRWKLQJ PRUH WKDQ \
UHDVRQ ZK\ RPEXGVPHQ VKRXOG H g VXRJTHX BVKDWH & KZH. VB K B/OKIF DR\
UHSRUWYV

ODNLQJ WKH 2WE2ZRAMPBQRQEOLF DIIHFWV KLV UHODWLRQVKLS ZLWK
ZLWK WKH JHQHUDO SXEOLF ,Q PDQ\ FDVHV FLWL]JHQV GR QRW N
KRKH FDQ KHOS WKHP XQWLO KH DSSHDUV LQ WKH PHGLD VSRWO
PHDQV RI VSUHDGLQJ NQRZOHGJH DERXW WKH 2PEXGVPDQ DQG K
XWLOLW\ RI SXEOLFL]LQJ WKHWVHMEX®VPOWREG KW ZRQWLIFHYV F
VHQVH WR WDNH DGYDQWDJH RI WKH VWDWXWRU\ PHDQV DYDLOD
2PEXGVPDQ %\ KHDULQJ VRPH H[BWWP3RUBIN FILWKHQNREXQ@GPRROW W
DORQH DQG KHOSOHVV LQ WKH EXUHDXFUDWLF MXQJOH

ODNLQJ WKH 2PEXGVPDQ D SXEOLF ILIJXUH PDNHV KLMVWAHKH HTXD
/ILNH DOO RI XV WKH JRYHUQPHQW GRHV QRW OLNH WR EH FULYV
PRUH SHRSOH NQRZ DERXW LW ,Q GHPRFUDFLHYV WKLV LV UHLQIF
IURP PD\RU WR PLQLVWHU QRW WR ORVH HYHQ D VLQJOH YRWH
WDSH DQ LQWHUHVW ZK LIFIKQ WAKRY WHKIHQ DEGH V@ UHWUR W LY® DSSDUL
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$FFRUGLQJO\ PHGLD SUHVVXUH RQ WKH DGPLQLVWUDWLRQ DQG
WKH 2PEX\GDRDXPHQWY BQGRWKHL PHGLDS RUWMY ZRWKH RRERGVERVY
XQGHUHVWLPDWHG

$GPLQLVWUDWLRQV DUH VHOGRP PDOLFLRXV ,Q PRVW FDVHV W]/
DEDQGRQLQJ WKHLU DFFXVWRPHG SUDFWLFHV ,Q $XVWULD DQG
WKH DGPLQLVWUDWLRID PBONHY WV PRRIDIEEZ W\ V BRAE\RWH FRXOG

MXVW FRPH DQBQHUDWRDWSHDNLQJ WKH 2PEXGVPDQ PXVW FDC
DEDQGRQ LWV ROG ZD\V Rl GRLQJ WKLQJVY DQG DFFHS@HWKH ULV
S8OWLPDWHO\ ZKDW WKH 2PEXGVPDQ LV DVNLQJ Rl WKH DGPLQLYV
RZQ LQWHUHVWV WR WKRVH Rl WKH FLWL]HQU\ WR WKH H[WHQW
ZLWKRXW D FHUWDLQ DPRXQW RI SUHVVXUH

7KLV LV DOVR WUXH WR D FHUWDRWQVHWHDQ W DRHS\RXORBRE®H QW VU
EHOLHYH WKPWQWXUZDOO UHDNRRADWG IXRBELWKH

%XW QRZ WKDW ZH KDYH GLVFXVVHG WKH SRVNWWARWBIND \OSHNF WXV R
RYHUORRN WKH GDQJHUV $IWHU DOO HQWHULQJ WKH PHGLD XQ
LQ WKDW VSKHUH 7KH 2PEXGVPDQ PXVW EH FRQVFLRXV RI WKH
DQG WKDW WKH RB@LDVYORXAIXKXWLTXH ORJLF

JLUVW RI DOO WKH 2PEXGVPDQ PXVW OHDUQ QRW WR SXEOLFL]
PHGLD DV WKH GDPSEUIIRADRWIHRD FDQQRW EH DYRLGHG $IWHU |
PDQ\ RI XV LV WRFXNMIRPHBKH ZRUOG LQ EODFN DQG ZKLWH :KH
PHGLD WKH 2PEXGVPDQ PXVW OHDUQ WR FKRRVH WKH VLPSOHVV
DQ HPRWLRQDO UHVSRQVH DQG FDXVH PHGRDD GW@VXPHUV WR LG
+H PXVW OHDUQ WKDW ZKLOH WKH DGPLQLVWUDWLRQ FDQ EH I
FDXWLRQ DQG WKH QHHG IRU KDUPRQ\ FDQ GHWUDFW IURP WKH
FRQVXPHUV ZLOO LGHQWLI\ ZLWXO WHK[I$HFR\P SIOKH. QRIPEW G \DRDE) 2W
FRPSOMMQR@YWUHVWY HQHUJHWLFDOO\

$ERYH DOO WKH 2PEXGVPDQ PXVW EH FRJQL]D®2 @\ BDIX @GIZR/H C
LV JRRG TKHAVPHDQV WKDW FDVHV UHSRUWH3JHY W WHR PAHKGH. D HAQ 1D
LI WKH 2PEK WWHBIRYW GHWDLOV DGPLQLVWUDWLYH PLVFRQGXFW
UHFWLILHG 7KH ODWWHU LV SDUWLFXODUO\ LPSRUWDQW ,I WK
2PEXGVPDQ VKRIROXBYVHERDNW PDNLQJ FOHDU WKDW KH KDV QF
FDVHV DQG WKDW LQ PRVW FDVHV D VROXWLRQ ZLOO XOWLPDW
EHLQJ DWWDFSH&SHDWWLINMW D

:KLOH WKLV ZD\ RHW HORF W K@) WPEMEEHAWP PQ\ VHHP XQIDLU WR WK
WKLV LV QRW DFWXDOO\ WKH FDVH ,Q IDFW WKH SXEOLF DGPLQ

,Q RXU JHQHUDO H[SHUIRHQFRPS®P®AQWY UHSRUWHG WR XV H
PDORGRVWUDWLRQ :KDW DEQX/D @/ IRH WWRKWH FDVHV ZH KDYH WR
XQKDSS\ FLWL]JHQV FRQYLQFHG WKDW DQ LQMXVWLFH ZDV GRQH
SURSHUO\ EXW IDLOHG WR FRPPRX QUKD V8 H UWWRLOAN VIVOIY\R B YRH GD | 6XIEU
HQWLUHO\ GHYRLG RI GDQJHU SROLW M DOWXV\BVLQWWKEBGWHWDB I
DGPLQLVWUDWLRQ ,Q HIIHFW RQO\ WKH 2PEXGVPDQ FDQ UHVRO"
SXEORGYRFDWH KH FDQ PDNH WKH FLWL]JHQ XQGHUVWDQG WKU
FRXOG QRW KDYH DFWHG DQ\ GLIIHUHQWO\ XQGHU WKH H[LVWL
2PEXGVPDQ WR KHOS FLWL]HQV X @GRIUYIVDVQ B QIEQ W KoH- BIEP\WY QUL K ML
ZLWK HQIRUFLQJ WKHP :H GR WKLV E\ SXEOLFO\ LGHQWLI\LQJ D
H[SODLQLQJ WR FLWL]HQV ZKHQ DQG LI VXFK DEXVHV GR QRW |
DGPLQLVWHU®WQRMFPRWGDQFH ZLWK WKH ODZ EXW WKH ODZ LW
LQIRUP 3DUOLDPHQW RI WKLV YLHZ DQG SURSRVH QHZ OHJLVODYV
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%XW OHW XV UHWXUQ IWRKW KHI G DD TOGH. ZIREW®VPIMORVWKENY WR Wi
KH PXVW UHPHPEHU WKDW KH LV QRW GHDOLQJ ZLWK SHRSOH ZK
VNHSWLFDO MRXUQDOLVWYV ZKR DUH MHDORXV RI WKHLU ULJKW
2PEXGVPDQ KDRMHOI XY DUH XQSUHSDUHG WR IDFH VXFK TXHVW
WRJIJHWKHU ZLWK WKH SUHVV LW LV LQHYLWDEOH WKDW ERWK V
GRW ZDQW WR EH WXUQHG LQWW DJWW G R PIH@ENRERH WRIPHI@ QK LHDD
DUH DOVR LQHYLWDEOH EHFDXVH RXU UROHV LQ WKH FRQWH[W F
LQWHUPHGLDULHV IRU WKH JHQHUDO SXEOLF D SRVLWLRQ WKDW

$FFRUGLQJO\ QRPEBGMRNUQDOLVWY PXVW ILQG D UHDVRQDEOH «
UHVSHFWLYH UROHV ,I ZH WU\ WR RXWGR RQH DQRWKHU LQVWH
HQG ,Q $XVWULD ZH KDYH DOUHDG)\ VIOHQY LDV SPQ W ¥BDUVAIKRLE IDILVD}

'H LQ $XVWULD KDYH JRQH HVSHFLDOO\ IDU LQ SXEOLFL]LQJ RXU
IRUPV WKH 2PEXGVPDQ %RDUG KDV PDLQWDIM @HAV DRV W FSMH)
VWDWLRQ 25) MBIWKAH HHODWHQFH DQG ZH ZRUN WRJHWKHU WR
EURDGFDVW ZKLFK SUHVHQW RQH RU WZR FDVHV D ZHHN LQ (
2PEXGVPDQ %RDUG QRZ KDV D QDPH UHFRJQLWLRQ UDMWMHRRU DUR
SXEOLF VXSSRUW %XW 25) KDV EHQHILWHG DV ZHOO ,W KDV G
ZKLFK LQYROYHV SUDFWLFDOO\ QR ULVN RI VXEVHTXHQW OLWLJI
WKH FRP&OBWRNMIWHPHQWIF FHKWA\R XK WWNM 2 BE XICQY®ID@I W RIDNW BN QR Z
ZKROH VWRU\ 7KHVH EURDGFDVWY DUH DOVR UHODWLYHO\ FKF
LQFUHDVLQJO\ SRSXODU VLQFH WKH 2PEXGVPDQ %RDUG KDV DO
KM WKH DGGHG EHQHILW RI NHHSLQJ GRZQ HGLWLQJ FRVWV ZKL

,Q VXFK EURDGFDVWV LW LV HVSHFLDOO\ LPSRUWDQW WR IHDWX
RU WKH FRPSODLQDQW DQG D UDR\SRHV HIDW /W LY HL R IZWEKW DWW PW
GLVEXVVLRQ KRPH IRU YLHZHUV DQG PDNH LW UHDO ,Q WKLV ZC
2PEXGVWPIXKHOS WKH\ KDYH D UHDO FKDQFH Rl SUHYDLOLQJ DJDI
DGPLORWWRQ ZLOO OHDUQ WKDW LW ZLOO EH KHOG UHVSRQVLEO

W KDV WULHG UHSHDWHGO\ WR HYDGH WKLV SURFHVV EXW LQ \
WR FRQIURQWDWLRQ 7KH DGPLQLV\WYRMWULRHDWLRX\Q G RHID Q/R!
SUREOHPV LW RQO\ PDNHVWWHKHEZ RRWKH ZRK ®G GDm EH VXPPDU
OHJDO SULQFLSOH 4XL WD¥HOH FRH I ¥ @RRIH B BHRGH MU RWLYH RI
VHQW REV8 WRIBI®\BLRQDOV IRU WKHVH EURDGEDVWY ZKR EHJLQ E
IDVW DV SRVVLEOH RIIHU VROXWLRQV WKDW DUH ERWK ODZIXO |

7KHVH EURDGFDVWY KDYH UDLVHG IHZ [FIHDm\H®WL ZMHFJIHW VERPR/S A
ZKR ZRXOG OLNH WR VHH WKHLU SUREOHPV VROYHG EXW HOHEF
2PEXGVPDQ LV JHQHUDOO\ UHVSRQVLEOH IRU HQVXULQJ WKDW
SHUVRQDO DQG MW MOK HLWU HZ DMIOH Q@

8VLQJ WKH PHGLD RQO\ PDNHV VHQVH LI WKH 2PEXGVPDQ FDQ F
LPSRUWDQW IRU WKH 2PEXGVPDQ V&R WWMWDLE W B VREW HAW. EXL MWA
KH ZDGHV WRR W8BY5 SRRV GPBY

%XW ZH PXVW UHPHPEHU WIWDWR ®Y HQD OKR | PRIGL B IFRDEOHPV 2XU
WHHQDJHUV DUH RQO\ SDUWLDOO\ H[SODLQHG E\ WKH EURDGFD'
SURJUDPV EURDGFDWWR) X DWHWIRH WKKRAHVDJH RI \RXQJ YLHZHUV
DXGLHQFH ZKXKPKWWWRHR @ ®H DOO KRXVHKROGY GRHV QRW UHI
6SHFLDO HIIRUWV DUH QHFHVVDU\ WR UHDFK VRBPB G PRDENU MVXF K
(IIRUWV WR SXEOLPF LYYH DW WHPRIABIXKER/ FEIHOR QD3 &/ KHHO ISHWQWQLF PHG
LQWHUHVW HPUBBEW R B UG V XRXQIHUV, Q@FHWHIMML QJO\ LPSRUWDQ
ZHEVLWH VKRXO X H 8 8I@IQRG MHIMLEYUHW. BVH V & R XTOKGH PZIHNBRRSHNRISFOM  Z [
WKH 2PEXGVPDQ DQG WDNH DGYDQWDJH RI KLV VHUYLFHYV
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$Q\ZD\ \RX ORRN DW LW DQ RPEXGVPDQ FDQ RQO\ EH RI VHUYLF
KLP DQG WKH\ ZLOKCHRYDNZGR KR 2REMGVPDQ DV VRPHRQH ZKRP
SDUOLDPHQW KDYH WR WDNH VHULRXVO\ OHDQZKLOH WKH JR)
2PEXGVPDQ VHULRXVO\ LI KH LV YLHZHG E\ WKR IWIQH D BP LSXEON B

SROLWLFLDQV QHHG FLWL]JHQV WR YRWH IRU WKHP LQ RUGHU WF
EXW WKH\ KDYH WR PDNH FLWL]HQV EHOLWYSRWKBPWDW &HLG PRQLW
FDQ GHFLGH HOHFWLRQWEXKVPH@ PUWLWKH WRXFKVWRQH IR
UHAHSW)HVYV WHR QEWUMNQVNW RU QRW RXU VRFGHWYH® W EAFARPH 1
VXFFHVV RI RXU EXVLQHVVHV FDUHHUVDQG SROLWLFDQJIJLGHDYV C
DV FLWLIHQV FRQWLQXH WR WUXVW WKH PHGLD RPEXGVPHQ FDC

(OLVDEHWK ) BHEWRUVRI WKH 8QLYHUVLW\ Rl OXVLF DQG BHUISRU
$XWRQRPRXV 8QLYHUVLWLHY DQG ,QGHSHQGHQW 2REXGVP]
'RUN" &BRDW :RUN"

KHOG GXULDH( WHKHEUXFN &RQIHUHQFH

IDGLHVY DQG *HQWOHPHQ
GHDU FROOHDJXHV IURP DURXQG WKH ZRUOG RI KLJKHU HGXFDW

ZKHQ VXFK D JURXS RI KLJK SRWHQWLDO RPEXGVPHQ DQG RPEXG
DQQXB@ P®J RI \RXU QHWZRUN KRZ FDQ D UHFWRU VD\ QR WR WK
JLYH WKH NH\QRWH WRGD\" 7KLV VSHHFK WKHQ LV DERXW DXW|
RPEXGVPHQKBQGHODWLRQVKL I LEHOW BIRMEKKINKHSLQJ LQ PLQG P\
SURIHVVLRQDO EDFNJURXQGV , KDYH WR RIIHU IURP DOO P\ SUH"
DV D OHJDO H[SHUW DW WKH ERWWRP RI| A& WKIHHW D B K EOFHD/ORS \W |
7KLV ZDWRRHG E\ DQ LQWHQVLYH WLPH DV D XQLYHUVLW\ GLUH
IDLWKIXOO\ VHUYLQJ WKH UHVSHFWLYH XQLYHUVLW\ FRPPXQLW
(XURSHDQ QHWZRUN P\WHOI QDPHO\ +80$1(PWEW +1$06 VQRIVSQLDI\
1IHWZRUN LQ (XURSH

$V D WRS XQLYHUVLW\ FLYLO VHUYDQW , WKHQ ZDV FDOOHG WR E
Rl 6FLHQFH DQG 5SHVHDUFK , DSSOLHG , JRW WKH MRE DQG KHO(
LQ FKDUJH RI LQIUDVWUXFWXUH EXGJHW DQG KXPDQ UHVRXUF
$XVWULDQ PLQLVWHUV RI VFLHQFH DQG UHVHDUFK DQG , VHUYH

6LQFH 2FWREHU , DP QRZ KROGLQWWK H GRWHUWLIRD\ RII WX\
SHUIRUPLQJ $UWV LQ *UD] , DJDLQ KDG EHHQ LQYLWHG WR DSSC
DQRWKHU WKULOOLQJ FKDOOHQJH IRU P\ FDUHHU , GLG DSSO\ D

6R MVWQRZ PRUBIOWBD® XU WKDW , DP ILQDOO\ P\ RZQ ERVV DP , Q
X %HLQJ RQHYV RZQ ERVYV

IDGLHV DQG JHQWOHPHQ , ZDQW WR EHJLQ ZLWK OBRRW®RU LQW
$QG , IRXQG D YHU\ FRPSUHKHQVLYH RQH JUYHKGE\HD 3G DURPR®

9LHQQD 8QLYHUVLW\ RI 1IDWXUDO 5HVRXUFHY DQGIDFHWHRIGHWRKHV
SRVLWLRQ UHDOO\ LV , DP TXRWLQJ :HODQ
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3$ UHFWRU LV VRPHRQH ZKR KDV WR FRPSULVH VHVYIHIUDO LQC
SHUVXDGLQJ DQG FRQYLQFLQJ SHRSOH EHLQJ D JRRG DQG
DUH WKRVH RI DQ DQLPDWRU DQ LQVSLUDWRU D SV\FKRWK
PRWLYDWRU D GLSORPDW D ZDL GIRQUHXDO BUPNHRPEX\EG YR B Q

JURP WKLV TXRWDWLRQ DORQH DQG M[ISHW IFREMWIGP BEOWEB B WIRQJO
FROOHDJXH RI PLQH \RX FDQ JXHVV \RXUVHOI ZKDW D UHFWRU L
LPDJLQDWLR® RRIRRXQ ERVV RQH FDQ UHDOO\ EH XQGHU WKH J
RPEXGVPHQ DQG RPEXGVZRPHQ PRVW FHUWDLQO\ KDYHDKDLGVD Q G
FKHRARU WKLV GHILQLWLRQ ZLWK <285 UHVSHFWLYH UHFWRUV UL

$IWHVHVBERXW HLJKW PRQWKY LQ P\ QHZ SRVLWLRQ DV D UHFW
LQGHSHQGHQW DV , QHYHU KDYH EHHQ EHIRUH %HLQJ D UHFWF
E\ GDLO\ GRLQJ , KDYH P\ RZQ RERZLREHE QY ZKQW , FOQ B[S DQLCH C
P\ SUHYLRXVO\ PHQWLRQHG MREV DUH KHOSLQJ PH ZLWK P\ FXUL

$FFRUGLQJ WR WKH $XVWULDQ 8QLYHUVLWLHV $FW RI D UHFW
X presiding over the meetings of the rectorate

acting adts spokesperson

nominating candidates for election as wieetors

managing the university office

negotiating and concluding performance agreements and development agreements with the

Federal Ministry of Science, Research and Economy

acting as the sgpvisor of all university staff

x selecting professors from shortlists drawn up by the appointments committees and

X concluding employment and service contracts.

X
X
X
X

x

7RIHWKHU ZLWK WHIHF WRIWDW KH RUFMKH LV DOVR LQ RKDOUJIHD WRI D
HVWDEOLVKLQJ DQG GLVFRQWLQXLQJ VWXG\ SURJQUDHPY F 8 U RKLLE
JLYHQ FRQ GIHMLLEGWDWHO\ PHQWLRQ DOO WKHVH IXQFWLRQV VL
UHVSRQVLELOLW\ D UHR®WRVHEND WY [$STMVGRIDKIDERE M LKDIQRMHD Q PD Q

X Size matters

'LWK VRPH VWXGHQWY DW P\ XQLYHUVLW\ DQG WKH SRVVLEL
DW WRHNH DW DQ\ RWKHU XQ L ¥HUDAHAWWRH LD B W WVIKQ @ X\QWWLLDN X W |
IRU H[DPSOH WKH 8QLYHUVLW\ RI 9LHQQD ZLWK VRPH VWXG

KLIKHU HGXFDWLRQ LQ WKLV FRXQWU\ ZLWK DOPRVW QR VHOHF
DPRVW HYHU\ERG\VFAKRR ® BGHDKYHQJ FHUWLILFDWH

"KHWKHU LW LV PXVLF GUDPDWLF DUWYV ILQH DUWYV RU DSSOLHC
LQ $XVWULD SURYLGH DQ LGHDO SODFH IRU WKN FRH@EFHFRH YRB QVE E
VWXGHQWY :KDW GRHV PDWWHU LQ WKLV FRQWH[W LV QRW RC
LQVWLWXWLRQV WKDW VL]H PDWWHUV LQ HYHU\ UHVSHFW DW D

‘H DV WKH XQLYHUVLWLHV RI WKH KHW W X\ D\W DRV IL YH/OW L WRDNOLC
VWUXFWXUHY DUH VRPHWLPHYV VDLG WR EH LQVWLWXWLRQV RI
SUREDEG®GD BHIHKEEHRH VD\ LQ *HUPDQ RXW RI WRXFK ZLWK WKH U
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7 <HW QR PDWWHUVILRD E LW KU KRZEHU RI1 V
Rl VWDII RI DFDGHPLFV RI FRXUVH SURJ
RI VWXGHQWY WDNLQJ H[DPV UHJXODUO
SLOQDFWWWKEHQWY DW XQLYHUVLWLHV RI W
FODVV V\VWSHPUWWHKKDGWWKDWWHUV D
XQLYHWRY WKH DIIWNKNWWRRZ DW WKLV YHU\
RQH RI P\ PRVW LPSRUWDQW WDVNV IRU P
WKH QHZ SHUIRUPDQFH DJUHHPHQW EHW:
WKH )HGHUDO OLQLVWU\ RI 6FLHQFH 5HV
WIOHH [W W K{FHRH) VHIDDURW XD O SSHOULIR@ IURP

W LV KHQFH HVSHFLDOO\ HIFLWLQJ IRR Q@ W KH QRAVEK®I ARKM. GH. @ HV,WR
,W KDV D FHUWDLQ FKDUP DQG DSSHDO KDWKH GHBQVHIGLGHNH
RI RQH RXW RI SXEOLF XQLYHUVLWLHV RI P\ XQLYHUVLW\ DQG

KHQ LW FRPHV WR DQ\WKLQJ WKDW KDV WR GR ZLWK IDFWV DQG
DOO LQ WKH VDRIF BRGLBULIRYDVVEXEPODVVLFDO DQG VSHFLDOL]HG
7KLV LV WKH WLPH ZKHQ ZH DOO KDYH WR UHDOL]H 1HLWKHU W
SULQWLQJ PDFKLQH LQ WKHLU UHVSHFWLYH EDVHPHQWYV

S5HVRXUFHV QHHGDWRIXGOXVHEAQDQFLDO VXSSRUW VKRXOG QR
DGPLQLVWUDWLRQ XQFOHDU VWUXFWXUHYV DQG RIH WXKRIQIDRGS U F
UHODWLRQV DQG FOHDU FXW UHVSRQVLELOLWLHY DUH WKHUHIRI

/ILYL@®QG ZRUNLQJ WRJHWKHU LV PRUH HDVLO\ GRQH ZLWKLQ VP
\HV DOWRHO®DYWHG WKURXJK HIIHFWLYH UHODWLRQVKLS PDQDJt
LQVWLWXWLRQ FRPSULVHV VHYHL@® WWHDIV RU W X R WVD, NGZL & K R XV
VL]H PDWWHUV

X Autonomy is not conflict-free

/JHW PH UHWXUQ WKHQ WR DXWRQRP\ ZKLFK LV IEAHG®IR FIRDRD/WIV B}
KRZ ELJ RU KRZ VPDOO LQVWLWX\RXRQVLDH KV K DBV PIDMW WG WD G-NRL
DQ\ZKHUH RQ DQ\ VXEMHFW

7KHUH DUH RQO\ IHZ UHJXODWLRQV DQG VWDQGDUGV UHJDUGL
UHVROXWLRQ PHFKDQLVPVY DYDLODEOH 7KLV DGAR/ VB KIR FIHFAAKUM
VXEVWDQWLDO LVVXHVY DQG WRSLFV RI WKH FRQIOLFWYV RI XQLY}

7KH UHJXODWLRQV WKDW UXOH WKH FRRSHUDWLRQ DQG OLIH RI \
SURYLVLRQV VXFK DV WKH DSSRIRQVERROM SRRV H B M UAHW R | WUKH-V
VWUXFWXUH DQG FRQWHQW RI FXUULFXOD DQG UHJXODWLRQV FF

&RQIOLFW WUHDWPHQW GH LXUH LV QRW WR EH IRXQG H[SOLFLW
DUH DOUBPWRGHRQIOLFW KDQG&QOWQLDQ\VOUXPHYWWLHW $Q SODFF
%XW WKH\ DUH QRW EHLQJ DGHTXDWHO\ DQQRXQFHG WKH\ DUH
DQG WKHUHIRUH WKHLU VHUYLFHV DUH DW WLPHV GLIILFXOW W

$V SDUWRIHWKBWO\ DFTXLUHG DXWRQRP\ $XVWULDQ XQLYHUVLYV
RI HYDOXDWLRQ DQG TXDOLW\ DVVXUDQFH | WHR UG KMUH WRD I QWX |
7KHVH PHDVXUHV VKDOO JXDUD QWHH WL MH HWL J R DTLXQD DA/\N R | DW
SHUIRUPDQFH DQG VHFXUH FRQFUHWH DFWLYLWLHVY SURFHVVHV
8QLYHUVLW\ VWDII DQG VWXGHQWY FDXVLQJ FRQIOLFWV DIIHFW
LQ $XVWULD FDQ PDNH\XRK FRD Ol H GRKR/QYOLFW WUHDWPHQW ERG
RU WKH :RUNLQJ *URXS RQ (TXDO 2SSRUWXQLWLHV WIPHRQIRRE K
LQVWLWXWLRQV DW DOO
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x Independent Ombudsmen and their legal bases

7KLV WKHQVD\ZRXOMBKH WLPH WR GLVFXVV WKH SRVLWLRQ DQG Vv
RPEXGVZRPDQ LQ KLIKHU HGXFDWLRQ LQGHSHQGHQW RQHV OH'

'K\ DQG VLQFH ZKMQ BREXGMPHWOQVH[LVW"

7KH ZRUOG V ILUVW XQLYHDNUW\VRIRE XGVIRD @/ RHILFHW LQ 1RUWK §
&LYLO 5LJKWOL HDVQGDPQMRYHPHQWY DFWLYLWLHV 7KH\ ZHUH HVW
FDPSXV XQUHVWV ZKRVH URRWYV OD\ ZLWK WKH $PHULFDQ ZDU H
IRBLYLO ULJKWV LQ &DQDGD DQG WKH 86 7KH\ ZHUHWHIMR LQW
FRQIOLFWV EHWZHHQ VWXGHQWY DQG XQLYHUVLWLHV $W WKH W

«WR UHVSRQG WR GHPDQGV IRU D QHXWUIXYVFRRQEGH QW LOX
YRLFH FRPSODLQWYV 7KH HDUO\ HPSKDVLV RI 2PEXGV SURJU
UHDOLW\ Rl IDLUQHVV DQG MXVWLFH RI SURFHGXUHV DQG G
LQ QDYLJIJDWLQJ WKH LQFUHRFHBIXUHAR WEKOM PBUHH EHEQJ GF

8QLYHUVLW\ 2PEXGV 2IILFHVY DUH DOVR IRXQG LQ RWKHU UHJLRQ
&HQWUDO $PHULFD VLQFH ZKHUH WKH\ FRQWULEXWHG WR W
$XVWUDDOHD IHDBODQG WKH\ KDYH EHHQ DQ LQWHJUDO SDUW RI W
WKH ODWH V

,Q (XURSH 6SDLQ LV WKH FRXQWU\ ZKHUH WKH ILUVW RPEXGV R
RZQ DFFRUG DQG DV D YROX@MWDHY XHW \RAUWM KA KIWVQAHEL DO VRFLF
VLPLODUO\ WR WKHVRB&LBWA\WIKRH{RRPHQRQ HYHQ EHIRUH WKH WFE
WKH XELTXLW\ LW GLG LQ WKH SROLWLFDO DQG VRFLDO GHEDWH
7KH NMROOHG /H\ 20DVQ@&@DYEBHVLGDGHV RI GHWHUPLQHG WZR
HOHPHQWY VHUYLQJ DV D NLQG RI JHQHUDO WKHPH IRU DOO VLP
WKH HVWDEOLVKPHQW RI RPEXGVPHQ RIILFHVUPWY G AWMILEDQDWWHGW
FRQIOLFWV EHWZHHQ DOO PHPEHUV RI WKH XQLYHUVLW\ DQG
LPSURYHPHQW RI TXDOLW\ LQ KLIJKHU HGXFDWLRQ

, GRMQ KDYH WR WHOO \RX DERXW (12+( WKH ORRVHRIDRQG KKURUP
HGXFDWLRQ RPEXGVPHQ LQ (XURSH JURP ZKDW , OHDUQHG IUR
LQGLYLGXDOV DQG ERGLHYVY ZKR DUH LQWHUHVWHG LQ WKH ZRUN
HOQOKDQFLQJ VNLOOV VKDULQJ P8SDRUGFKUBNDWR FR BPRRYV 8 URIE@MLHA
EDVH IRU WKH RPEXGVPDQ IXQFWLRQ

T QVWLWXWLRQV IURP VHYHUDO FRXQWULHY ZLWK QHZ OHJDO SUF
VHUYLFHYVY DUH QRZ DIILOLDWHG ZLWK HQZGH QON N MXKGIL FOW.RHY RF
DQG :DOHV HVWDEOLVKHG XQGHU WKH +LJKHU (GXFDWLRQ $F\
SUDYREUDQLWHDXGVPWRGHMWDPEOLVKHG LQ

X Interaction by decree?

$XVWULD XQGHU WKH + L$SMHAU DEEFFDSFVR R ITXDOEWY VR IDU WKH
WR HQVKULQH KLJKHU HGXFDWLRQ RPEXGVPHQ LQ ODZ WR EH P
DW WKH OLQLVWU\ RI 6FLHQFH DQG 5HVHDUFK

, ZDV VWLOO ZRUNLQJ DW WEKB DJHU VAKWHQ BV HD QN\HLZ) G R WALIWDXLWODL R
, SUHFLVHO\ UHPHPEHU WKH LQLWLDO SKDVH RI WKH GHVLJQLQJ
DGPLQLVWUDWLRQ V\VWHP ZKLFK QRZ KHOSV WR SUHSDNWHIUWKH O
DQG WR SDUOLDPHQW
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8QGHU WKH DERYH PHQWLRQHG ODZ XQLYHUVLW\ GHFLVLRQ P
UHTXHVWHG E\ WKH 6WXGHQW 2PEXGVPDQ RQ LVVXHV EURXJKW
LQYHVWLIDWLRQV XSRQ KW¥ HR DF IPRIPLLRFQ\ HIDQUG D YWWHRK ® DZALHO O (EGH |
VKDPH

'R, IRU P\ XQLWQUYHWYYDMWKRIDIQCRUPULWQY LQ *UD] ZDQW WR EH P
WKH 6WXGHQW 2PHEMNGDBRMXDO UHSRUW"

7KH OHJDO SRVVLELQPDICHYDD KIDWEHUHER SOKHHGRE\ IHGHUDO OHJL
DQG WKLV VWLOO QHHGVY WR EH GHEDWHG EHWZHHQ WKH WZR VI
VROYLQJ FRPPRQAWFDWKHHV LQIIRUPDO ZD\ WDNHQ WRQIBDZ WEKIPKO DbNIVRV
VI\VWHP WKHUH LV DOVR D SRWHQWLDO GLVFUHSDQF\ JURZLQJ EF
KDQG DQG DEVROXWH WUDQVSDUHQF\ RQ WKH RWKHU KDQG

+HQFH , ZDQW WR FORVH ZLWK WKUHH YHUVLRQVKRS [EHMPBHEC
DXWRQRPRXV XQLYHUVLWLHYV DQGRM GMSHBGE QWZRPEX G\DRH QWZ b

x Does it work? Does it really work?Can that work?

AXHVWLRRHRWOQHW ZRUW LPSOLHVY WKDW VRPHWKLQJ LV D®OHM DG\ W
7R P\ NQRZOHGJH P\ RZQ LQVWLWXWLRQ GRHV QRW KDYH DQ\ FX
2PEXGVPDQ LDWLPBROVW QRWKLQJ KDV UHDFKHG P\ GHVN \HW

RHV LW UHTRHD\QARWKDW RQH RI XV RU ERRKVKDRUING R QERWWK MK I
WKDW ERWK VLGHV GR QRW EHOLHYH LQ WKH SULQFLSOHV VHW X
LQ D ZD\ FRQWUROOHG E\ WKH LQGHSHQGHQW RPEXGVPDQ DW W
RQWRQH ORFDQ RWERGRAIRW K DWHQ QR GWEWR DNTXHVWLRQ DGGL
WR WKH IXWXUH %RWK VUGHYFGR QRW K DIDH 10 @WHK[ISHB  \H W

W QHHGV WR EH VHHQ ZKDW ZLOO KDSSHQ QH[W DQG KRZ , XQ¢
H[SHULHQFHV ZLWK JRLQJ SXEOLF ZLWK FDVHV EURXJKW IRUZDU

, KRSH WKDW , ZDV DEOH WR HQFRXUDJH DGGLWLRQDO GLVFXVV
WKUHH TXHVWLRQV Rl PLQH :KDW WKH WLWK X\ EDQVEMG RRKW FAK H (
UHDGLQJ -RVHIV/HHSRQW RAMWW KH PHILW VRIQUWKHG W' RY FERDPURMLLD

WKHUHIRUH FRQWLQXH GLVFXVVHBRWRE MR VYRR @R UX UMK HQ GLH
RPEXGV SHRSOH X QM DX WKGRP RXVDVHWWRUYV ZLOO DSSUHFLDWH

(PLOWBWHLOOK\URSHDQ 2PEXGVPDQ 6WUDVERXUJ
7KH (XURSHDQ 2PEXGVPDQ )RU DQ (WKLFDO DQG 7UDQVSDUI
KHOG GXUYLZW(WHUDVERXUJ &RQIHUHQFH

*RRG PRUQLQJ HYHURRQWHU DMHERPRPHDW G WKDQN \RX IRU WKH LQY
WRGD\ ,Q ORRNLQJ DW \RXU SURJUDPPH , UHFRJQLVH PDQ\ RI V
2PEXGVPHQ EXW , DOVR UHFRJQLVH WKH VSHFLILF LV$XHV RI FI
WKLV NLQG Rl 2PEXGVPDQ LV D UHODWLYHO\ QH® SKHQWRPHD RPQ\
IRUP LQ RWKHUV , FDQ DSSUHFLDWH WKH FKDOOHQJHV WKDW W
KRZ WKLV 2PEXGVPDQ VKRXOG ®HYHORISQH XFR FFCRRD DQ WYL H YV PE/H
SUHSDUDWLRQ IRU WRGD\ , UHDG WKURXJK 5RE %HKUHQV VWXG
IRXQG LW IDVFIVAWWQIRUBPRW PRI RQ PDQ\ OHYHOV
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6RPH SKUDVHV DQG VWDWHPHQWYV PERRGPRXQWZ D/\K I H Y FKH B HG X FR
DY) UHVLOLHQW EXW W KOHDMWHRUP RIY 8 DBREH RQRIQH R KWFLRRPP H C
WKD® LQWHUQDO 2PEXGVPDQ BXKDRGHR QWK DG N P/RIERKQL P HAOH PRV H
DFDGHPLFHQWRHQVLYH SURWHFWLRQ IURP D TXHVWLRIQWR RI W
QRWHG WKH KLJK SHUFHQWDJH RI 2PEXGVPHQ ZKRVH PDQGDWHYV
WR IURP QDWLRQDO OHJLVODWLRQ DREDERZ QRN LWXXHUR V L Q GO\
JUHDWHVW FRQFHUQ WR SUDFWLWLRQHUV

5RE ULJKWO\ GHVFULEHV 2P E X GVPO®H QOWE KD W QGHH Q © H \D ¥ K\l X\VH D

IXQFWLRQLQJ DQG HIIHFWLYH 2PEXGVPDQ VK RXIOWGE EWVDIQHU B QDR |
ZLOO EH WR D JUHDWHU RU OHVVHU GHJUHH OLQNHG WR WKDW

FRXQWU\ ,UHODQG DQG SUREDEO\ RWKHUV Rl WKH VWUDQJHU :
FHUWDLQ SO DK UHKHLHB®OL YRX OWQ UW $IQRSP ZKHHDH, ORRN DW WK
GLYHUJHQFH DPRQJ \RX LQ UHODWLRQ WR PDQGDWHV RULJLQV
UHPLQGHG RI WKDW VWRU\

3UREOHPV YHU\ RIWHQ DULVH KRHN BPERW VFFRFS IR WQEW PGV K LWK O
EHFDXVH WKHLU IRXQGLQJ VWDWXWH KDV IDLOHG WR SXW LQ S
DVVXPLQJ RI FRXUVH WKDW HYHQ WKH MRE GHVFULSWLRQ LV DJ
DPRORX RI ZKDW WKH UROH LV , WKLQN WKDW ODWWWU SRLQV
SUREOHPDWLF QRW MXVW IRU \RX EXW IRU DOO 2PEXGVPHQ

, VRPHWLPHV VD\ WKDW WKH 2PEXGVPDQ KDV EHHQ D YLFWLP RI

\HDV DJR VORZO\ VSUHDG IRU WKH QH[W ZKLOH DQG WKHQ JD\
WKH ODVW FHQWXU\ 6XFK ZDV LWV SHUFHLYHG SRSXODULW\ .
LQVWLWXWLRQV VWDUWHG LQW UR GBI QW2 REDPGIWP BIQWIKRW R/ \§ K |
PDNLQJ VXUH WKDW WKLV QHZ FUHDWXUH ZDV ZKDW ZDV E\ WKHQ
$QG E\ D UHDO 2PEXGVPDQ , PHDQ B GRIGH RNEH@MQ R/ NP G Q W IVQ
FULWLFDIO@G HIQWG RS WKH FRPSODLQDQW 2WKHUZLVH WKH SHUVF
KDQGOHU RU D FRXQVHOORU RU VRPH NLQG RI IDFLOLWDWRU Z
DQG DGMX®IKAD WRLRIQEL ®G QR UH FR P@ HQIEOMNYL® Q\NRO,0RZLQJ WKH
OHJLVODWLRQ VRPH \HDUV DJR WKDW , DQG P\ SUHGHFHVVRUYV
SURWHFWHG DQG LQ P\ YLHZ WKDW LV PRVW GHILQLWHO\ LQ WK

%XW EHIRUH , JR RQ WR WDQNE MERXVELBHBZ@ BRQWH[W RI WI
DFFRXQWDELOLW\ , ZDQW WR VD\ KRZ LPSRUWDQW , WKLQN \RXL
FRXOG EW QIBR® WR WHOO WKLV DXGLHQFH DERXW WKH H[SDQVL
LQ D JHQHUDWLRQ RU WZR IURP D ZRUOG LQ ZKLFK DFFHVV WR W
WKH H[SHFWDWLRQ LQ PRVW GHYHORSHG FRXQWULHV LV WKDW \
, FDQ VHH P\VHOI ZLWKLQ WKH (8 LQVMUWMRER @\Q & KHK H QRALH R V
VWDQGDUGY H[SHFWHG IRU HYHQ HQWU\ OHYHO SRVLWLRQV

7KH SUHVVXUHV RQ JUHDWHU QXPEHU RI \RXQJ SHRSOH WR VXFI
VXUYH\ DOVR SRLQWV RXW WKHUH DEB Q \FWHX A K DSSDOH/QLIFE XA DIR UV
ZDQW WR RU ZKR KDYH WR TXHVWLRQ ZKDW WKH\ FRQVLGHU WR
, QRWH WKDW VRPH LQVWLWXWLRQV D U H JERIFOSKFMIBIIKW @ HRH Q
FRQVLGHU WKDW WKR\GH®WRPH QXU WV PDIHISOOW RI WKH FDUHH
VHH KRZ SDUWLFXODUO\ YLWDO LW LV WKDW WKH LVVXHV WKDW
DQDO\WVHG DQG SURSHUO\ UHVROYHG

$V P\ RZQ FKLOGUHQ KDYH PD@I®B\ DUK® XK RADKILLLDG OWMK HIOUH G X F |
WKH LQVWLWXWLRQDO EDUULHUYV WR UHDO HQJDJHPHQWHZLPAVKV V
RI WKH 8QLYHUVLW\ WDNH SUHFHGHQFH RYHU WKH LGWEDWWWV R
HYHQ RYHU WKH FRUH IXQFWLRQV RI D 8QLYHUVLW\ DW D WLPH
FRPPRGLILHG $QG RI FRXUVH DV LQ HYHDF RGN MLFVIXWWLRY WIKD
$QG JLYHQ DOO RI WHKDKWM Y HWD\QSDYSWUHKIDWHFKDOOHQJHY WKDW
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OO QRZ WXUQ WR P\ RZQ ZRUN 7KH (XURSHDQ 2PEXGVPDQ ZDV F
8QGHU WKH &KDUWHU RI )XQGDPHQWDO 5LJKWV WKH ULJKW WR
2PEXGVIPDQOHFWHG E\ WKH (XURSHDQ 3DUOLDPHQW DQG LV QRW
XQOLNH (8 &RPPLVVLRQHUV DXGLWRUV DQG MXGJHV , UHSRUW
EHIRUH SDUOLDPHQW FRPPLWWHHY WRKHLYBHARHY EEGHERBNM BRQ WKDRY
2PEXGVPDQ , KDYH ZLGH SRZHUV RIEL@GHWW LU B WRRRH Q Q O WPLERN]
PDODGPLQLVWUDWLRQ 8S WR RI P\ UHFRPPHQGDWLRQV DUH L
LI D UHFRPPHQGDXWIRQQVWKHEHVLPSRUWDQW LV QRW DFFHSWHG EX
RFFDVLRQV LQ WKH KLVWRU\ RI WKH RIILFH

, DOVR KDYH WKH SRZHU RI RZQ LQLWLDWLYH LQYHVWLJIDWLRGQ
SDUWLFXODUO\ LQ WK$VDWKB RRRSWODAVIDWHQFRFHLYH IURP FLWL
(8 LQVWLWXWLRQ DQG QRW D QDWLRQDO RQH PDQ\ RI WKH LV
PHFKDQLVP RI WKH (8 DQG QRW QHFHVVDULO\ WKH RRWHRWXRQ F
KRXVLQJ KHDOWK DQG RWKHU PDWWHUV RI GDLO\ FRQFHUQ WR '

6RPH RI P\ ZRUN KRZHYHU GRHVY KDYH UHOHYDQFH IRU WKLV QH\
GHFLFDRQQJ DQBDSIRQUFWKDW GLUHFWO\ RU LIQIYLH HRW OA[ DRISHTM
ZRUNHG RQ WKH LQGHSHQGHQFH DQG LQWHUHVW EDODQFH RI
&RPPLVVLRQ RQ LWV ZRUN 7KH (XURSHDQ 8QLYHUVLW\ $VVRFLE
JURXSY WKDW GLVFXVV LV\LRKVRY XAK IDNUWHEX R R BB G HYBRQ W K
PHPEHUV RI WKLV QHWZRUN KDYH H[DPLQHG WKLV LQ WKH FRQWF
(GXFDWLRQ 2PEXGVPHQ EXW LW PLJKW EH ZRUWK FRQVLGHULQJ

, KDYH DOVR ZRUNHG WBZRDE\HWKKH(® PRIVUGHIVRUDQVSDUHQW DQG P
SDUWLFXODUO\ LQ AP ®RHWE R WKIXMNRRURFHVV WKDW LV WKH LQ
&RPPLVVLRQ WKH 3DUOLDPHQW DQG WKH &RXQFLO

77,3 DQG RWKHU WUDGH DJWKHP AQDME/H VIXF K HDWY X BaIRA G \WIOH HEPHHL,
QHIJRWLDWHG E\ 72 PHPEHUV LQFO WKH (8 DUH RI LQWHUHYV
(GXFDWLRQ 6HFWRU 7KLV EHFDXVH DOWKRXJK WKHVH DJUHHPE
LQWWHWW +LIJKHU (GXFDWLRQ IDFLOLWLHV ZRUU\ DV , XQGHUVWD(
SXEOLF DQG SULYDWH PRQH\ WKH\ ZLOO EH FDXJKW XS LQ VXFl
KHDOWK VHUYLFHYVY |, KDYH DO WRVKRWNIENG WWKRH PO PH WWWHHU & R X R P L\(
ZKR DJUHH QHZ ODZ\WHBHQMIUDVORUW Y LEARR WHKRVSDQWEDBHQW W |
FOHDU WR FLWL]HQV H[DFWO\ ZKDW SRVLWLRQV WKHLU RZQ OL
WUD QN DRRXQFLO ZRXOG PDNH LW HDVLHU IRU FLWL]JHQV WR XQ
ZKHWKHU LW LV DOZD\V HQWLUHO\ IDLU WR EODPH %UXVVHOV IR

ORUH UHFHQWO\ , KDYH EHHQ ZRUNLQJ RQ %UH[LW DQXRGDUWLF.
DQG RQ FLWL]JHQ ULJKWYV 2EYLRXVO\ WKH ILQDO GHDO ZLOO EH
LQ 8. DQG IRU 8. VWXGHQWY VHHNLQJ WR VWXG\ LQ (XURSH DQC
W\SH \HDU

,OQGLYLGXDO FDVH\RWRDW ZRILN WKTDKBOW W

$ FDVH LQ FRQFHUQHG WKH UHMHFWLRQ RI DQ DSSOLFDWLRQ
SURJUDPPH $IWHU EHLQJ LQLWLDOO\ RITHUHG WKH SRVLWLRQ E\
KLV SDVW LQWHYQOWH FR®SDQI UH Q GAHWHE FHOLO/O D XE@IEBDHE KFOE O
DPRQJVW RWKHU UHDVRQV JLYHQ WKHUH ZDV D OHJDO FRQIOLFYV
+H FRPSODLQHG WR WKH 5HVHDUFK ([HEXWLYH $8HYFAEXDN MOKWMV
IRU WKH EHQHILFLDULHV RI JUDQWV LQ WKLV FDVH WKH XQLYH
VD\LQJ WKDW WKH SURFHGXUH ZDV QRW WUDQVSDUHQW 7KH 2F
LQFUHDVH LWV RYHUVLEWWFRYQ E\HEQXYUM WKW RQWD DZDUGLQJ U
$JHQF\ DFFHSWHG WKH UHFRPPHQGDWLRQ
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,Q DQRWKHU FDVH D %HOJLDQ QDWLRQDO DSSOLHG IRU D SRVW
TXDOLILFDWLRQ@WFERQ®DW SRNRRORQLBRRADHVHHIYRWLVW DQG W
MRE DW WKH &RPPLVVLRQ DQG ZDV SLFNHG

%XW WKH &RPPLVVLRQ UHIXVHG WR HPSORHRR® ®DU\Q 7 KH. ¥ RS
VDLG LW ZDV UHFRJQLVHG XQ GHLF BQI®D UE G+ &/ RZADKG E2HPLEXIG SR D QY
REWDLQHG FRQILUPDWLRQ IURP WKH %HOJLDQ SHUPDQHQW UHSU
SRVWFRQGDU\

7KH (2 LQ DVNHG WKH (& WR FRPSHQVDWH WKH FRPSODLQDQV
RU DGIOTXRPBSHQVDWH KLP IRU ORVV RI LQFRPH DQG SURIHVVLR
UHFRPPHQGHG WKDW WKH (XURSHDQ ([WHUQDO $FWLRQ 6HUYLFH
DOORZDQFH WR DOORZ JUHDWHU DFFX@®VIRUKWR XG5 KPDRSDEPRN
WUDLQHHV LQ LWV GHOHJDWLRQV DURXQG WKH ZRUOG ZKRVH |
DZDLWLQJ WKH ILQDO UHVSRQVH )LQDOO\ WKLV \HDU , LQLWLE
$GPLQLVWUDWLRQEFKIMKHUH ZHUH WE®RD WEBFDWQREDWHIRULHYV
FROODERUDWLURGXVOIG FBLHOLIHIQU\ 2QH ZDV DVSWMRM B E R/IX R/IQYRKEDQV
WUDLQLQJ DPRQJ SDUHQWY DQG \RXQJ SHRSOHH®GRWRBWERS D
IRU WKRXVDQGVY Rl UHVHDUFKHUV 60(V DQG RWKHU EHQHILFLDU

'DPH 6X]L /HDWKHU
‘RUGV RI DSSUHFLDWLRQ IRU 5RE %YHKUHQV
KHOG GXULQJ WKH (12+( *DOD 'LQQHU LQ (GLQEXUJK

2FFDVLRQDOO\ ZH FHHW NREMREGIHW M KDSSHQV UD
GRHV ZH JHW WKH VHQVH RI ZKDW LW PHDQV WR OL
EHDOO WKDW D KXPDQ EHLQJ FDQ EH

, NQRZ WKLV EHFDXVH , NQRZ 5RE %HKUHQV /LNH V
EOHVVHG WER+ NQKPZ/ SIRIDFHG (12+( VLQFH ZKHQ
2,$ DQG WKH LPSDFW KH KDV KDG RQ XV LQGLYLG
RPEXGV LV UHPDUNDEOH (TXDOO\ UHPDUNDEOH

' QGHSHQGHQW $GMXGLFDWRU DQG &( DW WKH 208$ L

5RE V WHQXUH DW WKH 2,$ ZDV VLPSO\ WUDQVIRUPDWLRQDO LG
SURFHVVHV DQG SHUFHSWLRQ RI WKH 2,$ KH LQWURGXFHG JRRC
WUDQVSDUHQW HIILFLHQW D Q@J HX QH.FW UX/HFRLHBIOQ B RIRQFHG QD

7KH XQLYBHWWILHRP PLVWUXVW WR JUXGJLQJ DFNQRZOHGJIHPF
,QWHUQDOO\ BRIEGZDQ ® @R NHG+KXZIBH\OYEBUVWDHDWO\ PLVVHG ZKH
WKLQN LWWWRR WWD\WR ZKWQ , MRLQHG WKH 20$ VL[ PRQWKYV DIWH
VWLOO LQ PRXUQLQJ

1RZ WKH HIWUDRUGLQDU\ WKLQJ DERXW 5RE LV WKDW KH V KDG
ZRUBRW RQ HYHU\ RWKHU ¥QR® B GVKHUR HRWUNR DQ OLIH KDV HQFR
+H VWDUWHG RXW LQ DFDGHPLD WHDFKLQJ 6RFLDO 3ROLF\ DQG A
WKH &LYLO 6HUYLFH +H ZDV WKH 'LUHFWRU RI WKH 6RWWHK $IULF
$1& IRU EHFRPLQJ WKH ILUVW GHPRFUDWLF 6RXWK $IULFDQ *RYH

+H ZDV WKH 'LUHFWRU RI WKH QWHUQDWLRQDO 3XEOLF 6HUYLFF
GHYHORSPHQW LQ WKH $FFHVVLRQ 6WDWHV RI WKHW(& QWWKMHHE
IRUPHU <XJRVODYLD 5XVVLDQ )HGHUDWLRQ DQG HPHUJLQJ GHPI
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$IULFD DQG WKH &DULEEHDQ 7KHQ DV WKH 6HFUHWDU\ WR WK}
GHDOW ZLWK VRPH RI WKHSRRSW LGILWI\L B/XQTENS 8 R BMVEWKIROLF OLIH
7KLV ZzDV DOO EHIRUH KH EHFDPH &RPSODLQWYV &RPPLVVLRQHU '
:DOHV UHJXODWLQJ KDOI WKH OHJDO SURIHVVLRQ $QG DOO WKL

TKHHDWGWK RI KLV H[SHULHQFH DQG KLV DFFRPSOLVKPHQWYV LQ
RXWVWDQGLQJ 7KHUH DUH QRW PDQ\ ZKR KDYH KDG SHUVRQDO
:KDW V KLV VHFUHW" ;| ZRXOG VD\ KH VWIBUW B8 G REAMNVZLIFU O$BHF DX
VWXGLHG 3ROLWLFV DW ([HWHU 8QLYHUVLW\ +H ZDV DQ 0% VWXC
EHLQJ YHU\ VWXGLRXV YHU\ VWUDLJKW ORRNLQJ DQG KLJKO\ JR

2] FRXUVH , GLGQ W NQRZ WKHERR P KWW HD@W RVRV 0DIF KR @ RHUF EQ \
%XW LQ WKH HQG , P QRW VXUH WKDW ZKDW \RX VWXG\ RU HY}F
WKLQN LWV GRZQ WR FKDUDFWHU $QG WKHUH DUH VRPH WKLQJV
)LUVWO\ 5RE LWWMEHDYMHUPHGWER VD\ ZKDW KH WKLQNV +H VSRN
KLV JUDYHVWRQH +H LV FDUHIXO DQG FRXUDJHRXYV

BHFRQGO\ KH FOHYHUO\ FRPELQHYV SULQFLSOHG YLVLRQ ZLWK D
ZLQQLQJ FRPELQDAXIORQY CH Q3 SPUWDRQW IRU D OHDGHU

7TKLUGO\ KH LV FRPSOHWHO\ DXWKHQWLF 7KHUH LV QR RQH HL)\
GLITHUHQWO\ KH GRHV WKLQJV GLIIHUHQWO\ $00 IURP FRPSOH
VKRZPDQVKRE ZEIWKKFHU WKH RSEWMLAAL I J CE Q@ RIOAW /FFH O

+H V KHOSHG RI FRXUVH E\ EHLQJ YHU\ YHU\ FOHYHU H[WUHPHC
KXJH EUHDGWK DQG GHSWK RI NQRZOHGJH $QG KH ZMMURQW OL
WR DOPRVW HYHWS WM XDWLRD WKLV JUHDW KQ WUWHDWAHKHAW CKGH D/QUBH
PRGHVW |, YH NQRZQ ORWV RI SUHWW\ VWXSLG SHRSOH WKLQN
KLPVHOI 7KRXJW D\PKHOUDSRWRP LRFRDR IKH KDV QR WLPH IRU WKH
EXPSWLRXV 2Q WKH RWKHU KDQG KH LV WHUULILFDOO\ VXSSRUW
HQFRXUDJLQJ JHQFURXV SHRSOH , KDYH HYHU PHW

7KDW HQFRXUDJHPHQW DQG DBQHBRELW\XKQIBWDW WHRYXWRMGFRVYP LW P
OHDUQLQJ DERXW WKH LQWHUQDWLRQDO FRQWH[WEKDJKXQHO\
RPEXGV LQ +( ZKHUHYHU

/IDVWO\ 5RE VD\V WKLQJV LQ ZD\V ZH FDQ DOO XQGBBPRDQWG +F
6FOHG &RPPLWWHH UHVSRQVLEOH IRU YHWWLQJ SXEOLF DSSRLC
SDUOLDPHB@MOWK 6HUYLFHV 2PEXGVPDQ

+H ZDV DVNHG ZKDW G L GOKGHEW KQIQN\H W K XRMWR[ES Z BXYX Q OD KD QH S O
ZLOO EH OLNH SOD\LQY\D FDDQ & LRUIDEIE ZOW KEHH N @/ SIODKL QJ D JU
ZKLOVW FDUU\LQJ LW XS WKH VWDLUV DOO KLV SURIHVVLRQDO C
DZH DW KRZ KH GRHV LW HEQ.® Z M R CKYOYW @R YHIBVOZWW D QW WR WKI

,W LV P\ SULYLOHJH WR LQYLWH ARW SUYHRDHXWR IBREVH \RXU JOD
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“RVHI /HLGHQIURVW
IDXGDWURS5REHUW %HKUHQV
KHOG GXULQJ WKH (12+( *DOD 'LQQHU (GLQEXUJK

IDGLHV DQPGLHOHQWOH

$FFRUGLQJ WR WKH FRQIHUHQFH SURJUDPPH ZH KDYH JDWKHUH (
EHFRPH VRPHWKLQJ RI D WUDGLWLRQ DW RXU (12+( DQQXDO FRC
WKH 30D\IDLU /LEUDU\ +DOO HFD WH RXW LB Y\W WWIFRFCSWHPWHGE GAR
XV JXHVWV ZKR DUH HIQO® R\H B WKODMR VKB \ \RXYH ORFNHG WKH ER
HOLWLVW DSSURDFK IRURRMREZERGNPHQXVH)& WR KDYLQJ DFFHYV
ZKHUBMHYDQG ZKHQHYHU ZH ZDQW LW :KHQ SUHSDULQJ P\VHOI IRU
IURP DQ (12+( SHUVSHFWLYH , DVNHG P\VHOI KRZ , FRXOG VWUX
\RX DV WKH OLVWHQHUV ZLOO EH DEGHRPWR W DNWKKRHAK R QHVRIL
PRWWRY RU SULQFLSOHV WKDW , ZRXOG OLNH WR FRQVLGHU LQ
I[URP WKH ELEOLFDO QXPEHU RI IRXU IRXU IRU WKH IRXU SRLQV
SKDVAWKRIPRRQ

X The first motto: The Earth is flat

7KLV RQH FRPHV IURP WKH GHHSHVW GDUNHVW OLGGOH $JHV )
EHOLHYHG RU PRUH DFFXUDWHO\ ZDV PDGH WR EHOLHYH E\ WKF
FR@QMWJ\ 5RE KDV QHYHU EHOLHYHG LQ DXWKRULWLHV DQG FHUW
DOVR DQRWKHU DVSHFW EHKLQG WKLV PRWWR ,I \RX ORRN IRL
.,3(',$ DUWLFOH Zt%KWHQ@WO NG QRODWHU Rl ODQFKHVWHU &LW\
6RPHZKHUH RQOLQH , HYHQ FDPH DFURVYV WKH LQIRUPDWLRQ WKI

LH IURP WKH \HDU KH ZDV ERUQ 6R PXFK HQWKXVLDVP IR
DGPLUDRGHPDNHYVY 5RE %HKUHQV VWDQG RXW DV DQ DEVROXWHO\
FHUWDLQW\ +H KDV QHYHU ZDVWHG D VLQJOHRUERQ® K (DQ Wk
EDOO D IRRWEDOO 6RUU\ IRONMWKKOY SR GRL ZOW KK D2 (L UBAKXA
LPSRUWDQW HWHPHOWR RD G RWE \ \DWX WXRWX WHD UK ID\Q ZPW IRI WKLQNLC

x The second: All people are equal

$QRWKHU IDOVH GRFWULQH 7KLV RQH JRHV EDFN \WR YWRIOK WURQF
WKDW IROORZHG VR LW KDV D VOLJKWO\ PRUH FRQWHPSRUDU\ U
FRPLQJ DV LW GRHV IURP D UDWKHU PRUH HQOLJKWHQHG SHULR
WKH SODFHV KLV FDQHWH LKWDVRQINHGY KREH KDV WR PHQWLRQ TX
LQ SRYDWWKHLG 6RXWK $IULFD ZKHUH KH EHFDPH WKH GLUHFWR
ZKLFK ZDV LQYROYHG LQ W Kkt CBUMVHISIDIU® VB XEQ LR | 6IH BRIV \ 7R H U
LQHTXDOLWLHV WR EH GHDOW ZLWK WKHUH $QG ,W ZDV JRRG S
SRVLWLRQ Rl ,QGHSHQGHQW $GMXGLFDWRU IRU (QJODQG DQG :D
GXULQJ ZKLFK SHULRG W HRSRKK UHD G CORH @R $ FRR-(J GPLDON WWHRJ V7 + (
*8$5',$1 RQH RI WKH WKLQJV KH V EVIKG XHJ R QWHINFIHQR |RD | U E BIRADRVX \
DQG LPSDUWLDO FRPSODLQWYV ERG\ IRU KLJKHU HGXFDWLRQ LV
DQG LV LQ WKH’ $RBXWKIRUW WU HVWEWHW R HPKD P B @ROWKIHU LPSRUW
5R®% DSSURDFK WR KLV YDULRXV MREV

X The third: Universita semper reformanda est

7KLV LV D SLHFH RI SODJLD U ENPF®ANVREHU RUH IR QADE G X0RBFIYX D O
GHULYHG IURP D VD\LQJ RI 6DLQW $XJXVWLQH 7KH HFFOHVLDVV
GXULQJ RXU GD\V ZKR ZHUH FDXJKW XS LQ WKH VSLULW RI 9DWL
OHDVW ERVHR/P H
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© 8QLYHUVLWDV VHPSHU UHIRUPDQGD @ &RPPH HQ WpPRLJQH FH
IXUHQW UpIRUPpHV 9HUZHWWH 1 SpQpVLH p[BHA K& W CSIDUH GILH M\
PRWLIWQH SDUNJIHWHNERL BFRXUV OBWWRPDRODWLTXH HQ UDLVE
DEXV HW G\VWIRQFWLRQQHPHQW GRQW VR X | TXVDVE DBW DVQL/RAQ I X
PYROXVILROW BVWLWXWLRQ PXOWLVpPpFXODLUH LPSRYHUQ@BHWWVD
VWUXFWXUHV DLQVL TXH GHV SURJUDPPHYV

)RU 5RE %HKUHQV D GRXEOH LQFHQWLYH RQ WKH RQH KDQG HQ
GRQW VRXIIUHQW OHV LQVWLWXWLR @GRS WDHWLRQV DBYGHY RRQ W
LOQWWWLRQ PXOWLVPFXODLUH LPSRVH QpFHVVDLUHPHQW XQ UpDP
SURJUDPPHV %HLQJ DEOH WR LQLWLRWGHNY@GLG Y WYLHV X W ILRRUP 0D\
ZDV D UHDO JLIW IRDVBRED\ [GWHSIRWKWD YLWDO FRQWULEXWLRQ WF
WKH VI\VWHP IRU FRPSODLQWY DW (QJOLVK DQG :HOVK XQLYHUVL
DQG EHQHILW IURP LW 5RE WKH 5HIRUPHU

X The fourth: Ombudsmen are the Cinderellas of higher education

7TKL DFWXDOO\ LWD TWBYWHLYPIEBBRYNG RQ WKH FDUHIXOO\ FRQGXF
QHWZRUN PHPEHU¥HL@J DR QAPBREWRIDNQ ZURWH L@ WRKPLH ADNX G\
RPEXGVPHQ DUH WKH &LQGHUWAXED VWRUWRIWKYH EGRBD VDIURQV HO |
DSSUHFLDWHG EXW GR SHWHHPLDQ URRWWRQ W7 KKHRXVHRPPLWP
UHTXLUHV D FULWLFDO GLVWDQFH IURP FRQWHVWLQJ SDUWLHYV \

'UHVVHG LQ WKH UKH®\RSU B FRV LAKIDRAQARQHEP®®PHD®WOH OLNH D KD
DURXQG FDPSXV IRU WKRXFRPRR LA RILR | W ) [SIKUXDRNBNF D/XHFRLB V
IUHHEORAG XH SYRBIBWRIHVVLRIQDBY B WKIBEXFERY W LQHKY EWPEPH \R
UHVSHFWHG EXW QRW OLNHG

(12+( IDPLO\ PHPEHUV KDYH DO UHN GAVEHE WD BRI | HHUV WR % REL G
PH FRU U5 G\O ) BRARE DQG WKKIDY%HE®RI LGHD LI DQG KRZ PXFK 5
WKH EHO®/L QUKDRR KDY EHHQ WUDQVODWHG LQWR PRUH ODQJXDJ}

%XW ZH DV (12+( DUH ZRURWHQARWR H QFEXE OFRIMMRPH HYHQ PRUH
UHDG WKDQ WKH UHDO %LEOH $W DQ\ UDWH QHJRWWVDWLRQV KD
5RE DV D VLJQ Rl RXU GHHS DSSUHFLDWLRQ IRU ZKDW \RX KDYH
WR GR IRU XV , LQVSLUH & LEQ GW KERX®IR) H)RZROLNH WR SUHVHC
&L QG MW HEDFORDXV JODVV VKRH OZQ\WKIHRRGE LRWK RIOXVD7KDQN \RX
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BYHLQQ *XePXPEXGRE®DQ IRU 3KDW WXGHWWHUVLW\ RI 5HLMNMD
*UHHWLQJV IURP ,FHOD®WKRQWS&RIQIHUHQFH

7KHUH KDG EHHQ DQ RQJRLQJ GLVFXVVLRQ
HWWDEOLVKLQJ VXFK D UROH IRU DQG WKH 3K!
DV WKH *UDGXDWLRQ 6FKRRO KDG EHHQ YHI
UHODWLRQ WR WKH 4XDOLW\ (QKDQFHPHQW
+LJKHU (GXFDWLR D SDQHO RI RXWVLGH HI[S
UHSRUW WKDW WKH 8QLYHUVLW\ FUHDWH W
3K' VWXGHQWYV

6R LW FDPH WR EH LQ LQ 1RYHPEHU DV D
WKH UROH LQ DGGLWLRQ WR P\ UROH DV (T

LQVWLWXWLRQ

, DP LQ JRRG FRQWBWW ETHWK SWMKHRBKDWLRQV DQG WKH *UDGXDW
,FHODQG ZKLFK KHOSV D ORW

, KDYH DOVR UHFHLYHG JXLGDQFH IURP -RVHI /HLGHQIURVW WK
YHU\ JUDWHIXO IRU , DP OHDUQLK) ZIPRK HH DIQG\ FRVH D EROFWLWHKH
QRZ 6RPH ZKR DUH VLPSOH WR ZRUN WKURXJK EXW RWKHUV
LPEDODQFH EHWZHHQ WKH 3K' VXSHUYLVRU DQG WKH 3K' VWXGH

, KRSH WR EH DEOH WR LQFUH DFVRIPWEH \§ 1D U KHIWMD IR OR0 RE K 8 JUR R
SDUW LQ (12+(
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6HOHFWHG DUWLFOHY IURP SUHYLRX

Interview With the Ombuds Blogger Tom Kosakowski
(first published in 2010)

Tom Kosakowski ZULWHYV WKH 32PaEnekske %t Rews and information for and about
organizational ombudsmen. This interview goes behind the site that has become a resource for many
North American ombdsman institutions.

When and why was the Ombuds Blog set up?

| started the blog in November 2006. At the time, | was a new ombudsman and knew first hand how
hard it was to find infermation about the field. (Like many ombudsmen at U.S. wanisities,| have
DGRSWHG WKH JHQGHU QHXWUDO WHUP RI 3RPEXGV ~ NQRZLQJ
international colleagues.)

At that time, the International Ombudsman Association (IOA) was less
than a year, having been formed by the merger of Thenhtienal
Ombudsman Association, which served primarily business and
government ombudsmen, and the University and College Ombuds
$VVRFLDWLRQ ,23%$TV ZHE VaWabbuKddri@GnOevéhtsyy OH L Q|
or job opportunities. In addition, there were many aoigational
RPEXGVPHQ ZKR ZHUH QRW PHPEHUV RI ,2% VR
was an incomplete directory.
When | found out how easy it is to create a weblog, | decided to compile
all of the information | found. In addition to daily postings of news and

Gl job opportunities, the blog offers links to professional organizations and
|nd|V|duaI ofnces When people began asking my advice for setting up an ombudsman office, | collected
links to a few of the most relevant documents. | try to post at least one stayySo far, | have posted
almost 1,500 articles.

People can access the stories in several ways. The easiest way is to simply visit the site itself. The site
draws about 4,000 visits a month. There is also a free subscription service through FeetiBétritha

a daily email of the latest posts. Almost 300 people use this feature. Unfortunately, there are embedded
advertisements that some find annoying. Most recently, | began using Twitter to send short updates and
links to the blog posts.

‘KR AUXQV

So far, this is a onman operation. | had expected more people to send suggestions, but | only receive

D IHZ HYHU\ PRQWK ,1G EH KDSS\ ZLWK PRUH VXEPLVVLRQV IU
*RRJOHYV IUHH EORJJLQJ S ODW I RraRywhére A Kpeh®aOcBuplé hBuds ®ddaF HV V 11
finding stories and writing posts.

Which search categories are there?

Within the Ombuds Blog, there are a few ways to search for an article. A search box at the top of the
page will search for specific terms withposts. In addition, posts are tagged with labels on a variety of
WRSLFV )RU H[DPSOH Dsob HriveQit OgBudsVRepgdtsHIpike in Academic
&RQFHUQV "~ ZDV WDJJHG ZLWK $QQXDO 5HSRUWYV (GXHDWLRQ ,
will pull up other posts with the same labels.
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In addition, | try to provide linksot other posts that are relatdah find material for the blog, | search

several sources. Lexis/ Nexis provides a daily summary of articles about ombudsmen and a weekly
summary of U.S. court decisions. | also run daily

searches of internet news and blog postings, and | scan a couple dozen blogs about dispute resolution,
law and educatiorA couple times a week, | will search ten different job boards for new job postings.

And now | habitually search Twitter for tweets aboutoEWAX GVPHQ $W WLPHV LWTV OLNH
firehose.

How can you place stories yourself?

:ULWLQJ SRVWV IRU \RXU RZQ EORJ LV YHU\ HDV\ WR GR *RRJOF
and B not any more difficult than writing email. When people submit items, | publish them nearly
always. Although | mostly post stories about ganizational ombudsmen, | will post material about

classical ombudsmen or related professions. In most situatipreser to include a link to the original

source, such as a newspaper article or press release, so that my readers can get more information. But |
will post news without a link if | can be reassured of its accuracy. My email address is:
tom.kosakowski@gumil.com.

Who is the man behind it?

I am currently an ombudsman at the University of California, Los Angeles. | work mostly with the
faculty, staff and students at the UCLA medical center, which includes graduate schools, laboratories
and a large hospital

| established an ombudsmaffiae at Claremont Graduate Uirsity and also served as the ombudsman

for the University of California, Riverside. Before that, | was an attorney representing other attorneys,
mostly in professional disciplinary cases. Befahat, | was an economist. This has been my most
satisfying career so far.

Michael Reddy /Guy Stephens
Are Ombudsmen ready for Social Medi& Their Stakeholders are!
(first published in 2011)

37KH ZLGHVSUHDG XVH RI WKH L&3 WhetliHhaboQr@possiRIE biDaOscRleéI GL D F
that was previously uniPDJLQDEOH" %HWWHU &KRLFHV %HWWHU 'HDOV

Background

Organisations are increasingly using social media to monitor comments and complairissromers,

using the informaon obtainedto improve customer satisfaction, and demongirey that they are
listening and engaging. But what about-dmadsmen and adjudicators who are often the last port of call
for dissatisfied customer&do they need to become social media savvy too?

Last yea there were over 20000 complaints to 20 or so emdsmen type schemes in the UK. And if

we say only 1 in 10 complaints went all the way to the ombudsman that is a lot of complaining! People
complainedabout a whole range of orgaations, from banks telecoms companies, and from govern
ment departments to hospitals and universities.

B3HRSOH ZLOO JR WR DQ RPEXGVPDQ ZKHQ WKLQJV JR ZURQJ D
organisation they are having a problem with. They see theidsntan as the adote to buraucracy

and poor service. As a champion of justice they expect the ombudsman to be easily accessible and ready

to help. So ombudsmen clearly need to be good communicators.
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8QWLO VRPHWKLQJ JRHV ZURQJ RPEXG YV BdtQvh&r.&ptobe oRdursPRVW S
customers need to be able to find out quickly what the ombudsman does, what they will have to do
themselvs, and what the possible outges could be. Ombudsmen need to be good listeners too. Are
dissatisfied customers finding thevebsite, are they finding the service helpful, and doepuldc

think ombudsmen are tphg to improve service standards?

2PEXGVPHQTV XVH RI VRFLDO PHGLD

UK Ombudsmen do not seem to have engaged with social media in a big way yet. A recent trawl of
ombudsmen websites -reeals a few invitations to share news items or to follow them on Twitter
(although Tweets are sparse) and there are a couple of discussion boards, although these appear to be
little used. The Independent Police Complaints Commissidrtee Financial Ombudsman Service both

make use of YouTube, however, ghd Legal Ombudsman has a blog.

Whether there is nervousness about the medium or a lack of interest, given the importance ombudsmen
attach to openness and transparency, it seefnthédyamay well be missing a trick and relying too much

on traditional communication methods. Are ombudsmen failing to communicate with generation Y?
And what will communication look ke by the time generation Zm@s online?

The social media landscape

$IHZ IDFWV DQG ILIXUHV IURP (FRQVXOWDQF\TV ,QWHUQHW 6WD\
amongst other reports shows that:

X 19.2m (73%) UK households have internet access. [Source: Office for National Statistics,
November 2010]

X 44% of UK interret users aged 16 and over have their own social networking uiterce:

Office for National Statistics, November 2010]

X Social networking now accounts for nearly a quarter (23%) of all time spent online in the
UK.[Source: Ofcom, August 2010]

x Time spent orsocial networks is now greater on mobiles than a #Cminutes a day spent on
Facebook via mobiles and 31 minutes a day via PC. [Source: comScore /GSMA MMM, via
AOP Digital Landscape Report, June 2010]

X Facebook accounts for 9.58% of all upstreamitraffother websites in the UK. In other words,
Facebook is the second biggest source of traffic to all other websites, with nearly 10% of internet
visits come immediately after a visit to Fabeok, making it the second largest source of traffic
for othe websites after Google.[Source: Experian Hitwise, October 2010]

x Facebook now accounts for 20% of all time spent online in the [SKurce: Internet
Advertising Bureau Fact Sheet, IAB, March 2010]

X There are four million UK Linkedin members [Source: Ecauitancy blog, July 2010]

X Monthly reach of YouTube has reached a record level of 17.7m adults. It remained the most
popular site for UK video streamingpource: UKOM, August 2010]

X The UK has one of the highest Twitter penetration rates in the world [S&ysemos June
2009]

X 22% of GB adult population owns a smartphone [Source: Ipsos MORI, November 2010]

x BIS/Cabinet Office April 2011)

Ombudsmen and Social Media

While the statistics of social media are fascinating (who could fail to be drawn in by thleafa600

million people are on Facebook and 50 million Tweets are sent every day) we need to understand what

the behaviour behind the numbers is telling us:

In basic terms it is clear that more and more people are dipgna greater part of their livescessing

their social networks either online or via their smartphdiie challenge for organisations, such as
ombudsman schemes, is to try to understand how this behaviour will impact the service they currently
provide. What will the ombudsmen servid@ RN OLNH LQ RU \HDUVY WLPH" 7TKHUH
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media is fundamentally changing the way people communicate with each other. In turn, this is
influencing how organisations communicate with their customers.

The data above gives us insighbirat world that is becoming more spontaneous and invaylaiworld

where access to formation, any information whether written, visual or audio, is literally at our
fingertips regardless of time or location. Furthapore, it is not simply the consumptiohinformation

that is readily available, but also the creation, curation and distribution of it. Technology has
democratised information and knowledge. Knowledge is no longer the sole preserve of the
knowledgeable.

The corollary to this is that th@vnership and control of infonation and the

g channels bywhich information is communi¢ad no longer resides solely
ZLWKLQ WKH RUJDQLVDWLRQ ,Q WKH SDVW DQ RL
address or telephone number enabled it to tightly manage conitct w

| customers in a oA®-one framework.

Technology has changed this and through social media channels such as
Twitter, Facebook, YouTube and blogs amongst others, customers now have

a voice. A voice that is out in the open and can be heard by anyorahadses

to listen.In this world, the time between broadcasting a complaint and the cause
of the complaint has condensed to fractions efcemds. The experience
becomes a publicly shared one. And the organisation itself becomes just one
of the participats.

The complaint is no longer linear, but disjointed and asynchomis, occurring across multiple
platforms. The corporate web site no longer holds as dominposigon as it once did, supeded
increasingly perhaps by eft such as Google. The deafle lies not in necessarily dealing with the
complaint #that may be the easy bit, but rather unifying all the different channels into a coherent, usable
and relevant whole.

JURP DQ RPEXGVPDQYY SHUVSHFWLYH LPDJLQ HinanZiRésfer§ LQ ZKL|
where decisions are delivered and case studiesssed via its ubiquitous reachhis new world

demands each of us to reassess how we view information, who owns it, who generates it, how it is
curated, and how it is distributed. New distited governance models are likely to emerge out of
necessity.

What is clear is that social media is here to stay. Organisations, like the ombudsman, which have an
important interface with the public, should getlmard sooner rather than latelere ae seven reasons
why we think ombudsmen should engage with social media

1. Communicating with the public

The Goods Complaint Handling guide, published by the British and Irish Ombudsman Association, the
RPEXGVPDQYV 3WUDGH ERG\" \dBxplaitvpithey RESE a6 G WhatH @y dd $6X O
WKDW SHRSOH NQRZ ZKDW WR H[SHFW IURP WKHP <HW DOWKRXJ
IRUPDO LQIRUPDWLRQ WKH\ GRQYW UHDOO\ WHOO \RX ZKDW JRH
know more.Unlike lawyering there are no wekhown television series or novels to give a flavour of

what an ombudsman does. This is a fertile area for social media.

Ombudsmen could blog about what is going on in their scheme at the moment. They could talk about
sone of their complai QDQWVY H[SHULHQFHY DQG JLYH H[DPSOHV RI JRR
service updates too; if complaints are taking lger than normal to deal with it would be helpful to

know, and, perhaps, why. Blogs are a way of widening tdeeace beyond a narrow band of website

browsers (who may only visit the site once) since the message can be circulated by way of RSS and
SMS feeds as well as through other social media like Facebook.

In fact a range of social media is available to ombudsimealerting the public to important news items

about the scheme (which may not make the national press).
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A ground breaking case or a jurisdiction change, for example. Tweeting is platigwseful because
of its spontaneity and rapid spread througtweeting.

2QH RPEXGVPDQ VFKHPH ZDV UHFHQWO\ FRQFHUQHG DERXW EHLI
FXO00" $ WZLWWHU PHVVDJH HIIHFWLYHO\ DOHUWHG LQWHUHVW
arguments why it should stay independent.

YouTube is used by only a few schemes as a means efigonicating.. Most notably the Independent
Police Complaints Commission uses it to provide information about importamstigations.

One of the best examples of an ombudsman scheme usingh¥bato expand its communication

range recently occurred in Canada. The Ontario Ombudsman held a press conference to explain his
findings about the secret expansion of police powers in relation to the G20 summit. A recording of the
FRQIHUHQFH HQWLWIOH G P& DXJBW XSORDGHG WR <RX7XEH DQG V

2. Communicating with other stakeholders

Of course, ombudsmen have many stakeholders apart from plaimants. Bodies who advise or
champion complainants such as the Citizens Advice Bureawhar®@atients Association, as well as

solicitors and MPs, all need to be briefed on developments so they can advise their clients or constituents.
$QG RUIJDQLVDWLRQV XQGHU WKH RPEXGVPDQYV MXULVGLFWLRQ
social meéh can be used to alert stakelders to important news, promptly and economically.

It is interesting that Better Choices: Better Deals envisages that more published complaints data from
ombudsmen will help to empower the consumer.

3. As an outreach chanel

As we have already said the rise of social media means that organisations are no loogpgtatec
control of their commnaications. Anybody can publishformation about an ombudgn scheme or a
complaint, and they do! By way of illustration there geveral active websites devoted to critiquing
specific ombudsman schemes. And disgruntled complainants can ooatito tweet about their
complaint long after the ombudsman has made his/her decision, putting the decision letter online if it
suits them.

7KHUH DUH DOVR D QXPEHU RI LQGXVWU\ IRFXVHG 3SRZHU WR W
I[URP +HOO - AoW@ td NHSSChoice, where customers can share their-apiron the service

they have received. Ombudsmen might well be advisedonitor social media to find out, not only

what people are saying about them, but also about the organisations under their jurisdiction, even if such
RSLQLRQV PD\ VRPHWLPHYV EH 3 HFRQRPLFDO ZLWK WKH DFWXDOL

Often people use social media to find outene they can go for help with a complaint. It would do no

harm for an ombudsman to be proactive and offer signposting to a potential complainant by, say,
responding to Tweets. The Financial Ombudsmen\ges has been seento dothsRPHWLPHYV 3KHOS
on the intenet may be ilinformed. An ombudsman could put the record straight using social media
before the error is compounded.

A story was circulating about one ombudsman scheme that it took 24 months to deal with each
complaint, so a view was buildingp that there was no point going to the ombudsman. In actual fact it
was 24 weeks, not months, and that was an average figure. Fortunately, the ombudsman was able to
track the story down to a discussion fordrhe forum then published the correct figures.

4. Feedback and consultation

Ombudsmen schemes are fuddy the taxpayer (or the reknt industry in some cases) so they need
to be accountable.
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How can they be sure that they are providing a good service and value for money? Feedback from
satisfactim questionnaires sent to users of a scheme tends to be skewed towards the outcome of the
complaint. A website discussion board may provide a more meaningful dialogue, and give the
ombudsman the opportunity to explain his/her position.

A debate within a smpgalist network group on, say, Linkedin may also be informative. A number of
trade associations now eneaage their membership to participate in a sponsored network groups as a
sort of back chanhenethod of communication. Bet to have a formal groupdn an unofficial one!

A professional body proposed to make some substantial changes to its regulations. It was clear from
social media discussions that there were significant misunderstandings as to what the changes were
intended to achieve. The body wase to able to provide clarification using social media.

The Legal Ombudsman and tBédfice of The Independent Adjlicator for Higher Education are both
consulting the public about whether they should publicise the names of organisationslained

about. There are pros and cons. It is noteworthy that both schemes have used social media to expand the
range of consultees.

5. Knowledge building

If ombudsmen want to know WDW TV JRLQJ R Qisdidtivv khei@Qsodid tddia id/exgood way

to find aut. While ombudsmen may not yet be active tweeters organisations within their sector may well
be. The latest information will be shared and tweeted within minutes of it becoming available. Trade
jour- nals will use social media to higght important stogs, and cdierence organisers will remind
interested parties of what they might be missing. And advisors (like ourselves) will collate sector
information and make it more widely available.

Meanwhile there are all kinds of discussion groups andgohbipson network media discussing issues

that could be very helpful to ombudsmen. It is interesting that a debate has already begun on Linkedin
about the so-FDOOHG 3G H P R Fposeufarkhe Houging OmbBdsman under the Localism Bill,

for example. It$ also a good way of keeping abreast of practices in other countries. There are plenty of
content management tools that can help ombudsmen collect this information systematically.

6. Gathering evidence

7TKH 2QWDULR 2PEXGVPDQTV L Q@svaHMWRUdDMMitRagt yBdr IR dréadybeeR Z H
mentioned. For the first time extensive use of social media was made. sites were checked for visual
evidence of what had occurred and Facebook and Twitter were used to invite witnesses to submit
evidence. Ove500 videos and photographs were received by his Office from the public. The result was,

DV WKH 2PEXGVPDQ VDLG WKH SRWeshdtiet thatHn tgeDuditihil bbeQ WKH $
difficult for systemic investigations to ignore the-gmrtunties social media presents as an evidence
gathering tool.

7. Making complaints

Many organisations in both the private and public sectors are now set up to receive and to respond to
formal complaints through social media. A helpful response widely starexss Facebook may

produce excellent publicity for the organisation. Conversely, as several multinationals have learnt to

their detriment, an inalequate response tweetedward the world can be very dagiag. Complainants

are freshly empowered by thithz SXEOLFLW\ RSWLRQ $ ODPH WKUHDW WR LQ
or an MP is now superseded by a real ability to tell the world.

The rise of community complaint sites such as Groubal in the US with its customer satisfaction index,
or ComplaintCommuity in the UK, in addition to their more mainstream counterpatiBwitter,
Facebook or YouTubetafford customers the option to go where they choose to complain and in so
doing harness the latent power of the people.
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It is difficult to judge the extenttwhich the VH VLWHY 3PDNH D GLIIHUHQFH ™ EXW
organisations have signed up to responding to complaints publicly, such as with HelloPeter.com in South
Africa, their role is enhanced.

Will the influence of community complaint sites exteto om budsmen, before too long? This is
already happeningsee, for example, the Consumer Action Group for complaints about the Financial
Ombudsman Servicevivw.consumeractiongroup.couk

Organisans will also need to take on board that social media is the perfect mechanism to enable
FRPSODLEDQWYV WR MRLQ WRIJHWKHU WRVXEPLWD3FODVV VW\OH!
onebasis may not be quite so ea¥here are already a nuebof ombudsman schemes pertinig

complaint submissions to be made over the internet and, in theory, there is no reason why social media
could not be used for a large part of the adjudication process, with much more information being put in

the public domain. flere would need to be safeguards to protect confidential information and rights to
privacy, but this would by no means be mission impossible.

In any event we think that the rise of social media will make it more and more difficuthdse
ombudsmen whado not curently reveal the names of the organisation complained about to maintain
that practice. The push towards more open information will continue, with annual reports and
newsletters perhaps dimhishing in importance as more immediate routes of comica ting
information are preferred.

Another change may be that ombudsmen will have to reconsider how they deal with systemic
complaints. Does it really make sese for thousands of complaints with very similar facts to be dealt
with on a case by cadasis? In future through social media complainants may be able to group together
to demand speedy blanket solutions.

Ultimately, the answer to these questions will be provided by users of ombudsmen schemes: if they are
there, using social media, then WWKRXOGQIW RPEXGVPHQ"

Conclusion

We conclude by suggesting that all ombudsmen schemes should, at the very least, inform themselves
about how social media is being used by the public to engage with organisations within their jurisdiction,
and each other,nad more specifically how that might impact their individual schemes, even if their
current social media outlook is limited. At a minimum, staff will need to know how to react to messages
about their scheme received through social media and who is authioriespond. They will also want

to know the extent they are permitted to use social media for information gathering purposes. For
instance, should they be checking Facebook, Twitter, blogs or YouTube wehat complainants are
saying?n many respectshe challenges facing ombudsman schemes are still the same, and yet nothing
will ever be quite the same again.

ENOHE 2003! ENOHE 2013! ENOHE 2023?
(first published in 2013)

It all started with an-enail on February 18, 2002, 12:56 pm whénmstl Ho Itrop , the ombudsman of

the Universiteit van Amsterdam, wrote to Josef Leidenfrost, then and now the Austrian student
ombudsman at the Austrian Ministry of Higher EFDWLRQ 3$W WKH PRPHQW , D P WL
and addresseo f European ombudsmen wimdg at universities and other institutions ofgter


http://www.consumeractiongroup.co.uk/
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education in order to find out whether people are intedeistea European network of educational
RPEXGVPHQ’

Amsterdam: The Cradle of ENOHE

The result about a year later was the first meeting of wbah became known as ENOHE at the
University of Amsterdam in the Netherlands. Kristl Holtrop and her personal assistant Saskia de Haan
as well as Dick Hermans, the ombudsman of the Vrije Universiteit Amsterdam, did an excellent job of
preparing the kicloff meeting for the network. Some 40 people from several European countries and
from the United States (Jenna Brown, University of Denver) participated in the eventhkielnicary

of 2003. The goals were clear: higher education ombudsmen exchangirexpgeziences through a
network.

Thenew now official network soon started its special yoalsed activities such as an ENOHE listserv
and the ENOHE website (initially hosted by the University of Amsterdam). The ENOHE Occasional
Papers were launched in Ht DQG WKH WLWOH RI WKH IlLIbstitwionaQ WKH V|
Relationships in Times of New University Management: Academic Ombudsmen in European Higher
(GXFDWLRQ" ,W FRYHUHG WKH PDLQ UHVXOWYV RI WMambet2+( LQW
ZKHUH WKH ZRUOG IDPRXV 3%D\RG )RUPXOD" YHU\ OLWWOH
Manuel Bayod, ombudsman of the University of Cantabria, Spain. And: A first Australian delegate was
sighted there!

Colleagues from Spain orgard the second annual conference in 2004¢hwvtdok place in Madrid at

the UniversidadComplutense de Madrid and the Universidad Autonoma de Madrddooated by

ODUWD $UUR\R *RQ]JDOH] $V WKH SUHVV FRPPXQLTXRJQDVH W R/ KH
OLIW RII LQ GDLO\ XQLYHUVLW\ OLIH" LW ZDV HVSHFLDOO\ WKH F
presenting nevchallenges to students (and teachers) and hence to ombudsmen across the continent
already at that time.

An ENOHE core grop meeting in Amsterdam (with additional Spanish and British input from Jose
Manuel Bayod and Tim Birtwistle ) later in 2004 already covered all the essential details of a more
formalized organization like application for finances, organizational strucaurdslegal minimum
requirements, secretariat, membership fees, language of activities etc.

5HDFKLQJ RXW WR :RYHUVHDV”’

37KH FRUH JURXS” DOVR SUHSDUHG WKH QH[W DQQXDO FRQIHUF
included a representative from théS partner organization UCOA, the University and College
Ombudsmen Association, (Mary ChavezRudolph) and from ACCUO, Association of Canadian College

and University Ombudspersons, (Marie Jose Rivest) presenting the specifications of their respective
systemsMoreover, the ReadiAgased new Office of the Independent Adjudicator had its first public
appearance in continental Europe, with Ruth Deech and Mike Reddy as two prominent keynoters.

The early years were very much characterized by spontaneityw@e # big relief when at the end of

the Vienna conference, Hans Eppenberger from the ETH Zirich and Eugen Teuwsen from the
University of Zurich invited ENOHE to come to Switzerland in 2006. This, by the way, was the first
ENOHE conference to have its olmomepage http://www.enohe.ethz.ch/ (still online in 2013) and the
possibility to register electronicaliwelcome to the 21st century!

http://www.ua.ac.be/main.aspx?c=.ENOHE2007& n=48362 was the electronic access road to the
ENOHE 2007 conference ditd University of Antwerp, perfectly hosted and organised by Patrick Cras,

the ombudsman of that university. It was there that we had our first guests from Mexico, Leoncio Llara
and Maria Vallarta, both from the UNAM (Universidad Nacional Autonoma de Mgxiddexico City
presenting their titution. Antwerp also offeredhe first preconference workshop (on conflict
management). Occasional papers have been published on the Vienna, Zirich and Antwerp conferences
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and hence made conclusions accessibledoea@er community, in print and via the web. Early ENOHE:
A rapid lift-off!

(12+(TV 6HFRQG 4 XL QUI8HAPMpdachihg the Next Milestone

7KH ILUVW TXLQTXHQQLXP LQ (12+(A£V KLVWRU\ ZDV VXUSULVH
flyingstart ZDV PDGH ZLWK WKH WK DQQXDO FRQIHUIiHD FPHJERDQ GRQ $
DQG -XVWLFH"

London 2008 was yet one more landmark in the history of ENOHE events, perfectly organised by Mike
Reddy, then deputy adjudicator, and his efficient taamand Charlotte Wootton.

With more than 50 (!!!) parallel sessions and a conference venue some hundreds of meters above sea
OHYHO LQ WKH H[FOXVLYH &DQDU\ :KDUI GLVWULFWneRwereR QGRQ A
indeed very ambitiou®New participants came from Croatirance, South Africa and China. The social

highlight was a seated dinner at Drapers Hall, in the presence (albeit only in a huge portrait) of Her
Majesty, Queen Elizabeth II.

The keynote speaker at this dinner was no lesser dignitary than BarossaBlarkstone, the former
UK minister of higher education who had signed the Bologna Declaration for Britain in 1999.

Four years later, Robert Behrens, Independent Adjudicator for Higher Education since 2008, invited
ENOHE to come to Oxford in 2013. &mmain ally on the organizing team this time, surpsseprise:
Charlotte Wootton!

New Topics, more Countries

Which progress had been made in between 2008/13? More and new partners. New and hot topics.
Plagiarism, inclusion, diversity, ctiacting,academic (dis)honestyan impressive list of new issues
emerged.

Hamburg 2009 brought us to the city on the Elbe and to the University of Hamburg wherétst co

ZDV D GLIITHUHQW PHPEHU RI WKH (XURSHDQ RPEXGVW¥de&dd@® IDPLO\’
Council. The chair of this body, Ulrike Beisiegel, and her really special special assistant Helga Nolte
were the two vibrant local motors for success. There was still no avoiding the subject of Bologna,
therefode the FRQIHUHQFH W KH FAHnstion? Réfmvig\thd. Rolef Ombudsmen in the
'HYHORSLQJ %R O'RaJifdn e\rRht @S a reception by the Mayor of Hamburg at the town

hall. Some peoplevere bold enough to go to the Reeperbalterwards, a very special kind of
amusement distrign the city of Hamburg.

7KH 2&DQDGLDQ &RQQHFWLRQ"’

2010: Back to the Danube! A year later ENOHE made another stop in Vienna for its 8th annual
conference. This was the first conference to be organised jointly, in this case with ACCUO, our
Canadan partner. In Austria it was the Ombudsman of the National Agency for the Life Long Learning
Programme. The initiative for this joint event came from Martine Conftlas then president of
ACCUOQO). The Canadian conference preparation team consisted ofFsiord!, Anita Pouliot and
Nathalie Sharpe which meant three different time zones duringdaferencing of the conference
committee! There were some 100 participants, yet another new country representative came from Peru.
The conference offered fopre-conference workshops and a poshference networking excursion to

the beautiful wine valley Wachau. The whole event almost had to be cancelled due to the disruption of
air traffic by ash clouds from the Eyjafjallajokull vulcano in Icelasdrather gy nightmare for the
conference registrants (and organizersThere are no complaint managers around yet on forces
majeures cases, yet.

iOtra vez Madrid! In 2011, for the first time ever, a private university, the Universidad Europea de
Madrid, hostecan ENOHE conference with an excellent preparation by Elia Cambon assisted by Pedro
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Jose Trujillo. No lesser man but the Spanish minister for higher education Angel Gabilondo opened the
event, making it indeed a very special one.

The venue was the Vaviciosa de Odon campus some 30 km outside of Madrid. Several conference
participants took advantage of the opportunity to stay on campus and enjoy at the same time all the
student facilities. Thanks to a very generous offer by the UEM, the conferaxdilngual:
simultaneous interpretation was offered in the languages Spanish and English.

Milestone Oxford 2013

Oxford, a city dating back to the Saxons and home to a university since at least the 12th century, is THE
highlight at the end of theesond quinquennium ( THE, Times Higher Education, is, by the way, also
the media partner of this event). Once again Charlotte Wootton proved to be an excellent organiser,
coping calmly with late bookings, early cancellations and last minute

program changs. The halife of Bolognarelated issues is remarkable.

:KHUHDV LQ WKH V DOPRVW HYHU\ERG\ ZDV WDONLQJ DERXW 3
life, conversation on higher education is now dominated by the negative consequencesafdirce

crisis since the banking scandals in 2008 and their amid long term impacts also on higher education.
+HQFH WKH JHQHUDO WRSLF DW WKH 2[IRUG FRQIHUHQFH LV 3
$OWHUQDWLYH $SSURDFKHV WR 'LVSXWH 5HVROXWLRQ~

ENOHE 2023: Where to?

KR ZRXOG QRW OLNH WR EH DEOH WR ORRN LQWR D FU\WWDO E
imagine we can look into a crystal ball to see the future of ENOHE. Between 2003 and 2011 almost
1,000 colleagues from around the world have participate ENOHE events and shared their
experiences and working methods in conflict management, alternative dispute resolution and the tasks

and duties of an ombudsman.

3HRSOH ZHUH HQFRXUDJHG WR WHOO XV PRUH DE®REWebdt&K HLU SHU
annual conferences, occasional papers, the newsletter, electronic list serve and what they would like to

see in the future. At the initiative of Dolores GonMaran, ombudsman at George Mason University

in Virginia, USA, a longtime (since 200 (12+( 3DFWLYLVW  DQG -RVHI /HLGHQIL
survey about the past, present, and future of ENOHE was carried out in March 2013. The diversity of

the role of the ombudsman within the European higher education spectrum has enhanced thisggossibili

for discussing existing and future models at these gatherings. Here are some of the results.

The Respondents

The majority of the respondents have been involved in ombudsman activities for approximasesy 6 ye

five colleagues for 16 omore yars! People from Europe (the majority), but also from the US, Canada,
Australia and Mexico (so much for the idea of a European association) sent in their replies. Their offices
normally consist of at least 2 people. The basis of their work is defirfeet &y formal terms of
reference, memoranda of agreement or national legislation. Most colleagues report to their respective
presidents or vice presidents or provosts, several to the respective (executive) boards, to governing
councils, to the Claustran(Spain) or to the Minister and to Parliament (in Austria).

ENOHE: Past and current activities

SHRSOH SDUWLFLSDWLQJ LQ WKH VXUYH\ VDLG WKH\ ILUVW OHDU
requesN~ RU 3EHIRUH, diWgry bylddaking th&Qimetriet for information about ombudspersons

in higher education on other continents. The conferences since 2003 were generally judged to have been
very satisfying with regard to topics and at the personal (networking!) level. The qualityspitkers,
howHYHU ZDV FRQVLGHUHG 3XQHYHQ"
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People obviously liked the mix of campus ombudsmen, special ombudsmen (e.g. for research) and
national ombudsmen patrticipating in ENOHE events, which also provided opportunities to consult on
difficult issuesand acquire information about alternative ombudsman structures.

Motivation, selfassurance and stimulation came also throughenstrrvey. A colleague (obviously
IURP 3SRYHUVHDV"™ ZURWH KRZ PXFK (12+(A£V LQFOXVLRQ RI DOO
the newsletter and the ostanal papers is appreciated.

On future tasks and organisational structures

Information aboutombudsman activities in general, followed by topics related to complaint /
UHODWLRQVKLS PDQDJHPHQW DQG WKHQ RQ PRUH JHQHUDO GHYF
BURFHVV" ZRXOG EH WKH PDLQ DUHDV R L&&Vdbe tdapevied.|BeD (12 +(
practices and skill development for newcomers were also listed.

Training courses on relations with university members and key decisions makers, followed by student
associations and then the media were specific wishes for fetlueational measures. So was the
development of working methods (mediation explicitly included). A very interesting (logistically
challenging) proposal suggested offering ENOHE webinars on various specific topics like mobility,
funding, legislative mag¢rs and the needs of international students. Other more general issues for the
wider university community mentioned in an open question on services were student satisfaction, the
increase in the number of ombudsman offices throughout academialim@jdR XUQDO ZLWK 3KRW W
dealing with complaints, writing reports and everything onaselpowerment.

41% of respondents wanted ENOHE to become a formal association (with lean statues / bylaws), 25%
want it to remain informal. In specifying commentsearespondent expressed a desire for greater
formality to provide support for the few who do most of the work, a view shared by another respondent

who wished to see the workload shared more equitably between greater numbers of people. Others
however, oppos& PRUH IRUPDO VWUXFWXUHYV EZhow KorrRaQassdetPisH Q WL Q J
involve a lot of costs; many of us are hindered by shrinking budgets so it is hard to pay prdfessiona
GXHV DV ZHOO DV DWWHQG FRQIHUHQ F H \Wwthe( doHeQgue vhb\veikeH U ZDV W
3$ JUHDW GHDO RI WLPH DQG PRQH\ FZtRexobjextistof KNCHE cXrSbeX QQHFH
PHW WKURXJK LW VA Krbhdibasptivacéassibé aasaxibtibn of equals should have some
structure for a strong foundati. Memberships, if introduced, should be kept affordable. And finally

on the issue of formalisation, very outspoken and much t&tReL QW 38V PXFK QHWZRUNLQJ
asmuch organisation® QHFHVVDU\"’

Summary: A Tower of Babel?

So: ENOHE 203 #perhaps a worldwide platform (which would then be WNOHE) on which individuals

and organisations across countries collaborate as a common source of information, leading to greater
integration (or not) and an expanded knowledge base about one anothen? &sociation with
regulations, standards of practice, budgets, committeesosnimittees, permanent staff at a physical
headquarters, formal proceedings and perhaps hierarchies?

Europe, the Council of EurepEurope, encompasses 47 countries. AlmM0sdifferent languages are
spoken theretand in some countries (several) minority languages. Three alphabets are in use. Six
different religions are practiced. May participants at future ENOHE conference at places already in
sight (in alphabeticabrder) develop this further: in Amsterdam (again), Budapest, Dubrovnik, Malta,
Prague, Uppsala, Warsaw, but certainly not Babel!
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5REHUW %HKUHQWROWDXEDMWKH 2PEXGVPDQ
(first published in 2015)

'XULQJ D VXUYH\ FDUQEHOG FMKWWDPRQJ (1RQH RI WKH PDLQ DFLWI
HVVHQWLDO IRU WKH QHWZRUN ZDV WKH (12+( DQQXDO FRQIHUH{
HQWKXVLDVWYV ZLWK WKH YHU\ ILUVW RQH WDNLQJ SODFH LQ $P
$00 FRQIHUHQFH K WQQARH) VBMKHQRYD LQ KDYH KDG RQH FRQVWD
E\ D UHQRZQHG VSHDNHU :H KDYH KDG IRUPHU PLQLVWHUV DF
PHPEHUV RI WKHGARXYBIURKRBRUR®WEBHUV RI SDUOLDIPGIHWY PH®E E
WDONLQJ LQ SODLQ WH[W WR XV

7KH PRVW UHFHQW NH\QRWH LQ :DUNBDREEHLVRILWHK®@® EA2D (YIHDWP\L
VRHRQH ZKR LV YHU\ ZHOO NQRZQ WR DGIOW I%HKUEIQR WKWV, @G
$OMXGLFDWRUGAHNFPWKRE@® VLQFH +LV PR\WOVNDWHGT R @ RXOORW MG W

FROQWUWIREX3ZXEWLF 7TUXVW DQG WKH 2PEXGVPDQ 7KH &DVH RI WKH

m—| 7KLV VSHHFK KDV OQREHETHHQ B¥ELR WKH
$QQLYHUVDBQ6WKHHRFFDVLR@ RMHY YD WK [
,W LV DOVR DYDALIOHD ROSHDYQL® ERMW K12+ ( ZHE
,Q WKLV SXEOLFDWLRQ 5REHUW %HKUHQV .
sl Wi DERXW WKH UROH RI BQDLEGHSISQ B AW AR
LW FDQ FRQWULEXWH WR SXBEGL I WNW W
DQG RQ HPHUJLQJ LKNRHVKBIVVISH WHH D Q\G
WKHEGXFDWLRQ DUH WKH UHVXOWV RI VH
GLVERQW S5REHUW KD GFDW. RXWP HKRHQV PRIFH W
ZLWK H[SHWMH ZBEEPG RI KLJKHU HGXFDWLF

OMBUDSMAN ASSOCIATION

7KH (12+( IDDRLOHUN JUDWHIXO WR KLP IRU VKDULQJ KLV ILQGLQJ\

Simon Fraser University Celebrates 50rear Anniversary of its Office of the Ombudsperson
(first published in 2015)

'KHQ 6LPRQ )UDVHU 8QLYHUVLW\ RSHQHG LQSHUNRRITXERNOR HQV
GHSHQGHQWO\ DQG FRQILGHG®WDDQWV IHVR G Y. M SMXMXB/H GW USRI V L
1RUWK $PHULFDQ ILUVW IRU DQ DFDGHPLF LQVWLWXWLRQ

7KLV ZHHN 6)8 FHOHEUDWHVY WKH WK DQRRYWU®QD W QRL QWKH Y Q\
RPEXSNUYRRYIHUHQFH DW WKH :RVN &HQW U H KRIUH'Y. 1D QW JKBI VI DR
RPEXGWSRHQV IURP DFURVV &DQDGD DQG (XRIRSRYBKR PRI DY C
DFDGHPLBROPDW RPEXGVIRWUWRE SDVW VHYHQ \HDUV VD\V WKH
WKH PVGWKDW WKHUH ZHUH RQO\ D KDQGIXO RIVRRER\DGAWRFU DR
ZLWK SURRNOBIIPHR BNV WKH PRGHO WHN & UWERRKER OLERY H K HW

QH[W IHZ \HDUV R Q HRXXHW VW.DMIDHE MIURDRISHQ RIILFHV

‘KLOH VWXGHQWY RULJLQDOOWRMDRIIWKH 6B GROPEX\WS VIS\H WM RLQW O
8QLYHUVLW\ WKH *UDGXDWH 6WXGHQW 6RFLHW\ DGIGDWE®W 6L
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LQGHSHQGHQW B6ROPDQ ZKR ZDV SUHYLRXVO\ D FRXQVHORU Z

FRQVLVWHQWO\ KDQGOHV DERXW FDVHV HDFK \HDU DQG HVWL
\HDUV

37KH RPEXGYV SRHIUMRQ LW HD | B H WRBKH HH Q

FRPPXQLWUWD ®E BYU LQWHQUWW DV D F
VD\¥+DYLQJ DQ RPEXGVSHUVRQ PHDQV
FDPSXV EHOLHYH IDLU WU HNDIDRHQW LV
EHOLHYH LQ WUDQVSDUHQF\ WLPHOLQ
PDNLQJ GHFLRIQRIDW WD VIHBG 1UHH IURP E

7KH PRVW LOQOWHUHVWLQJ DVSHFW RI WK
VWXGHQWY XQGHUVWDQG KRZ WR UHVR
UHODWHG WR LVVXHV RI DFDGHPLF

GLIILFXOWLHY RU PLVXQGHUVWDQGLQ.
VNLOOV RU GLHH-HUPLIIDY]HFWGXW\X[H-II{IS/HFWDWLRQ WKDW VWXGHQWYV VK
GRWKH VBW RIWHQ WKHLU ILUVW WLPH GHDOLQJ ZLWK EXUHDXFL

6WXGHQWY IUHTXHQWO\ KDRH WRHN HRPE HXCWR SHBY RED)AW DNWIRQIVW KL
ZLOO WLG\ XS WKH SUREOHP D QM RWQ\G KMKFQHY \BF JWREXRW DLL[O 7KD W
I[UHH ROHU BB\ HWLPHY WKH VROXWLRQ LV QRW SHUIHFWYV GG ® O
ZLWK WKH FRQVHTXHQFHV RI WKHLU DFWLRQV DQG OHDUQ IURP

0DQ\ RI WKH FDVHV KH Y0 Q@WBHRHWMYUW UXKBIOLQJ ZLWK PHQWDO KH
DUH GLIILFXOW WR UHVROYH VXFFNK§ & HEGWQYDEXNRLGCODOWCRHIR ¥ B/ ORHNRAKM
DQG PRUH DVVLVWDQFH DYDLODEOH IRU VWXGHQWY ZLOOLQJ WR

,Q DRBFWLYH PRYH 6ROPDQ RUJDQL]JHV FDPSXV ZRUNVKRSV RQ \
VWXGHQW VXSHRQYVKRY IH® B R Q BMIGHW ARKWFDI KW LIDFXOW\ DQG V)
DV D VRXQGLQJ ERDUG WR WHVW WKHLU WKLQNI®DDQDB\\DRILF U
FRXUDJHG ZKHQ , JHW IDFXOW\ DQG KMV D BAKIRQ W\D Z\W RQZHP BIUIR D

LQVWILWREY +DYLSHQI® QWGRHIILFHWBEGN RQ ® UAHRDOO\ VD\V D ORW
DQG LQ D YHU\"SRVLWLYH ZD\

7KH A,QQVEUXFN 'HVFULSWRUVS3
(first published in 2015)

7R KHOS XV IXUWKHU SURPRWH WKH ILIXKEXGURGQWKH (XRBBHRI
HOVHZKHUH DQG UDLVH KLV YLVLELOLW\ \RX DUH FRUGLDOO\ LQ

7KMQQVEUXFN "HDAFW MWBKAHRGMVFULSWRUV IRU RPEXGV LQVWLWXW
ZLWK VSHFLDORB HKGWHPHIRH VR WRXGVZRPHQ DQG RPEXGVSHUVRQV
ILUVW GLVEXVVHG DW WKH WK (12 +( $QQXDO &RQIHUHQFH L

7KHEQQVEUXFN ""AKDULG\WRHY JHQHUDO GHILQLWLRQV DQG JHQHU!
QAWUHHAW®WLRQV DFKLHYHPHQWY DQG DELOLWLHV DVVRFLDW
HGXFDWLRQ LQ WKH (XURSHDQ +LJKHU (GXFDWLRQ $UHD DQG EH!
7KH GHVFULSWRUV LQFOXGH WKH PLQLPXP FRPPRQ IHDWXUHV RI
DQGRU OHJDO VWDWXV SRVLWLRQLQJ ZLWKLQ DEDGHPLF DQG [
REOLJDWLRQV DQG SRZHUV HWF
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$ ILUVW GUDIW IRU \RXU FRQVLGHUDWLRQ LV DYDLODEOH GXULQ.
DYDLODEOHKHRQX2+Q H DE\S I H

7TKH ILQDO@BRR2AMO EH GLWHKEYVVHHGWBEAG(IRGRI[HFXWLYH *URXS C
PHHWHKIOM MXWXPQ DQG BBIXBOLVKHG WKHUH

7TKAQQVEUXFN WAL CGWRBUYXGH DPRQJ RWKHUV WR EH GHILQHG
LQLWLDWLYH WR HVWDEOLVK +( RPEXGVPHQ

PRWLYHV IRU HVWDEOLVKLQJ

LQLWLDWRUYV IRU HVWDEOLVKLQJ

WHUPLQRORJ\ OHJDO EDVLWLR@ IUDPHZRUN FRQGL
WHUPLQRORJ\

SRVLWLRQLQJ ZLWKLQ RU RXWVLGH KLHUDUFKLHV

UHPLW RI RPEXGVPHQ IRU RHIKBM WIGRXFDDLARQ LQ JH
RPEXGVPHQ IRU VHOHFWHBLWURDY FRREK DIMQWHFRIGPLVVLRQ
KRZ WR ILQG WKGEUDZHDQO X8 DM WURIEDWURQ GHRFHVYV

WASHV RI LVVXHV DQG KRRFW R XXDH CRAHBMIDKOR-QJ ZLWK WKH
FRPSODLQWYV MXVWLILHG XQMXVWLILHG SDUWO\ MXVWLILHG C

50 Years of Fairness:

ACCUO-FCO Conference in Vancouver looked back on People, Purpose, Passion in the
Ombudsman Sector in Canada Duing the last half Century

(first published in 2017)

9DQFRXYHU LQ %ULWLVK &ROXPELD RQ WKH &DQDGLDQ :HVW &RTE
(12 +(V &DQDGLDQ SDUWQHU RUJDQL]DWLRRQPLRIAPQ BRDGHYRF
S8QLYWUYPEXGVPHQ LQ HDUO\ 0D\ IURRPB OO KIYHIW LEFDRSD QWY V

IURP VHD WR VHD WR VHD DQG DEURDG ORRNHG LQWR WKH ODV\
LQ WKH GLIIHUHQW FRQVWLWXHQFLHYV DQG VRPH PDLQ FKDOOHC
KLJKHU HGXFDW LRIQQ DVKHH®XEDYFZDWPLQLVWUDWLRQ DQG SULYD

7KH WZR DVVRFLDWLRQV KDYH D WRWDO RI DSSUR[LPDWHO\ PH
ZLWK RPEXGVLQJ LQ &DQDGD %RWK RUJDQL]DWLRQV GR KROG M
MVH WKLV \HDU %BRXWK B WRSUBWLRIYYWY DUH DW WKLV WLPH F|
VHFWRU 1RUD )DUUHOO WKH RPEXGVSHUVRQ DW  5\H
KWWS ZZZ U\HUVRQ FD RPEXGVY DQG D ORQJ WVNPWKH WUWNV W |
RI )&2 /XFLH $OODLUH WKH YHU\ ILUVW RPEXGVSHUVRQ DW WKH
RPEXGVSHUXRNQVBIBPXW ZKR KDV EHHQ DSSRLQWHG LQWR WKDW
FXUUHQW $&&82 SUHVLGHQW

H\QRWEHS/ /IDUQLQJ 6HVVLRQV

S3ULQFLSOWWH®RHY 3HUV X PMIRRY DIQH SRIGEXHRY 0@ IPVXULQJI (IIH
*RYHUQEZQVWHWHKHNW NH\QRWH HG GUHVFK &BHW@IHHUKWWS  HQ ZLN
.LPB&DUWHU WKHHLVREHBBURYLQFH RI %ULWLVK &ROXPELD KWW
FD KRPH.YWKEF RPEXGVSHUVRQ 6KH GLG UHH®BMRUDERBR®JNR PL
H[SHFWDWLRQV RI JRYHUQPHQW DQG SXEOLF DLN® ELWYX HLW 2HOD
7KH RPEXGVPDQ SULQFLSOHY KDYH FRQWLQXHG WRIRBERMHMVDQG
DQG SULYDWH VHEHVGRUY K&UWWERMEK DWKIDE H QBN GWRVH.@ J M LDRFRVR PP L
W KRR Q V X IDHQUBY W FOR\WHH GLHD JRV WK HIPF FBWU MY HQWLRQ ZDV WHH MHZHC
FURZQ VKH FRQFOXGHG
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2PEXGVPHQ RQ HYHU\ FDPSXV

'K\ DQ RPEXGVPDQ LV HVVHQWLDO RQ HYHU
ZDV ORRNHG LQWR YHU\ FORVHO\ E\ /XFLH
2WWDZD DQG 1DWRKDROYHUWKWUSRI (GPRQ
KWWS ZZZ RPEXGVHUYLFH XDOEHUWD FD

) 7KH\ ERWK FRPSDUHG WKH HYROXWLRQ
Save the Date for 2015 ACCUO/FCO RPEXGVSHUVRQV LQ &DQDGD VLQFH DQG
Conference ZHUH VKDSHG E\ KRQNRDRSEROVHYHQMWNM\H WK
PRRHPHQWY DRRDK XWWW XGHQW ULMHIUWLWYO G \
XQUHVWY GXULQJ WKRVH \HDUV 7TRGD\
XQLYHUVLWLHY DQG Rl DOO FROOHJIHV |
ence of the Forum of Canadiar 5HIOHFWLRQY ZHUH DOVR PDGH RQ WKH II
et oadspermesi e s o onae | LQWHUQDWLRQDO QHWZRUNWKBQG LVQKWH UP S|
Wk CenrelnVateunven BC: (FGQ Contintey) FRRSHUDWLRQ DQOPWRRLUOQWKEB PWALK HWRIVQ W
(12+( DQQXDO FRQIHUHQFH LQ 9LHQQD $XMWUIRL LIRP EXGV6RIRAHFRIV
GLFXVVHG DQG LGHQWLILHG GXULQJ JURRDH Y I RMMFXWWIRIQVGOEDNAE
LQIOAKQ SROLF\ DQGHWHKRIRRFEXEGEMPQJ EHWWHU KHDUG

SURPRWLQJ H[LVWLQJ RIILFHVY DQG WKHLU YDOXH ZDV DOVR UDL
RIILFHV ZKLFK KDV KDSSHQHG UHEWMQXWOA B QREX ILRAB/RISMZENINW MV :
DOQQXDO DQG BHSWRIHF DDV RQSRBWWEW PRWAYURVLHY DQG KRZ WI
RPEXGWHRSRUWLQJ DFWLYLWLHY DQG WKH LPSDFW RI WKH UHFI
DQG FDBVFQMWKHOWGAGIHYV XOWHSRUQ GQ I WWHQXWWXHUHY DQG WKH FRC(
SLGHDO " UHSRUW

,V )DLUQHVYV LQ +LJKHU (GXFDWLRQ 8WRSLD"

'RULV .LHQGQHU IURP )+ -RDQRQRRPQEXP DKW -RVHI /HLGHQIUR
BWXGHQWWPEQ ZZZ KRFKVFKXORPEXGVPDQQ DW DQG ODUWLQH
YHUVLW\ RI 9LFWRULD KWWS VK@ WHRP BWRGEWS\HUAR QOED. OQIENAD L Q.
LQ +LJKHU QG X ADWERWRKDULDVHURDWLRM YD ERWKSHIR) DQGUDRP D &I
SHUVSHFWLYH DQG GLVFXVWLRW N E®B®V R 2RWE& WEE DXGLHQ]
)XUWKHU SOHQDULHV DQG VHVVLRQV JDYH WK R KRH SIKBW WQ LR

(IIHFWLYHQHVV {5R OHKKRIUDREERBVVLQJRRB® RDQ® /DZ 6FKRRO Wk
LQWHUDFWLYH DQG LQFLVLYH SUHVBXQWH WR RQWRK LB X GICH@RRHY B Q
OHOYLOOH 2%6, RQ &H YKIOPROSL QH WRIXFBHWP B 0ODF RVREM® AR |1 L F H
WDNHV LQWR DFFRXQW S\SRUQYNBGWRH VS VFRTRSPAW R X GOGHG H D C
OLPLWHG ILQPEVLDD\ GRAMESY ZZZ VIXVWVOQRPEXEUBWBXV KWPO

5RIHUVRQ %&,7 RQ LQW URRSPHQIWWE KHRXEG QW GWYHUHOHYDQ
DV ZHOO DV 1DWDOLH 6KDUSH RQ UHVSHFWIXO ZRUNSODFHV DQG

7KH IRUPHU 3DUOLDPHQWDU\ %XGJHW 2IILFHU IRU WKH JRYHURQF
5HVHDUFK &KDLU DW WRHP®EGIHY B IARPABHRIOZWQYW  BDVH IRU WKH LPS
IDFWLRQ WKDW FDQ EH IRXQG LQ WUXO\ IXOILOOLQJ WKH PDQGI
HQVXUH SXEOLF VHFWRU UHVRXUFHY DUH XVHG ZHOO

7TKHUH ZDV DOVR FRQVLGHUREDOWH HEPG KOVHMWR.Q WRHDQV IRU WKH
RI WKH 2PEXGV 2IILFH ,Q SDMHWIPEX@D W K5HD \PRREXGH SMUVRQ IRU
4XHEHF H[SODLQHG KRZ VKH KDG XVHG WKH H[SHUWLVH RI HYDO
DVLVW KHU QWHRKREWWHR FEIH V WF BYD WRRD WRH UDNHKR/HR XXIW XUH ,Q DGGLW
2PEXGVPDQ IRU WKH &LW\ RI 7TRURQWR GHVFULEHG WKH HYDOXD
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5\HUVRQ 8QLYHUVLW\ ZKLFK DV VK WWHKIHG YWKHRU P\S NV AWM FPLOFG IHQW K V W/
WRROV DQG WHFKQLTXHV WKDW FRXOG EH DGDSWHG IRU XVH E\
UHSRUW ZKLFK LV DYDLODEOH LQ )UHQFK (QJOLVK DQG 6SDQLVK

7KH IXO0 FRQIHUHQFH GRFXOBQMWHNVEEBVIRQWDWZRWNK DYDLODEC
'URS%R[ IRU FRQIHUHQFH SDUWLFLSDQWY WKH FRQIHUHQFH ZHI
VRRQ -XVW LQ WLPH IRU WKH FRQHMVHQRMW \DRIRVQKHIZUI X HEIN YADRO
UHVRXYEGLFDWLRQ ZDV SUHVHQWHG ,W LV DOVR DYDLODEOH YI

WK $QQLYHUVDU\ $FWLYLWLHYV

'XULQJ WKHHRQIHYHQEQJ UHMHS W\L RIQP RS RQIVRHU 8SQLYHUVLW\ €
WKH RFFDVLRQ RI WRH W MHIRUDWHY@DYHNUVLW\ RPEXGVPDQ DW

2WKHU DWQIU\YBIWLYLWLHYV LQFOXGH D YLGHR ZLWK DQ LQWHUYL]I
DW 6)8 D SRZHU SRLQW SUHVHQWDWLRQ RQ WKH KLVWRU\ RI RF
KWW2zz2zZ ERGVPDQIRUXP FD HQ DQ )&2 %XUVDU\ 3URIUBEB D )DF
DQ RPEX®®RZ WR VHW XS DQ RPEXGV RIILFH

Advocacy Establishment for Students through Ombudsman Position (AESOP)
(first published in 2017)

%DFNJURXQG

7KH LPSOHPH@WEWARQRBQD V\\WDIQP KIDYY ${MKEDHG LQ [ QHZ HL
LQYROYHPHQW LQ WKHLU RZQ HGXFDWLRQDO GHFLVLRQV 1RZ V\
LQ PDQDJLQJ WKHLU DFDGHPLF KD BHWWWR SBXRIE@HKEW IO DEWL\Y K HD O
ZD\8QIRUWXQDWHO\ VRPH XQLYHUVLWLHV KDYH BWRWRGHMHAORSOIV
DBRFDF\ LQ DGPLQLVWUDWLYH LVVXHV VSHFLILFDOO\ LQFOXGI
FRPSODHPMUIHQF\ ILQDQFLDO DH® MW RBHNVRQF HRID K HDRMWE XQLY |
WKHVH LVVXHV WKH\ QHUQBRKWWR SURWHFW VWXGHQWYV

7KLV SURMHFW ZLOO OHDUQ IURP WKH H[SHULHQF
XQLYHUVLWLHV LQGGMEWM DGMRFRFWWXSHFLILFDOO\
FRPPRQ SUDFWLFH RQHPEBORBHQIUBRP RWKHU Z|
UHVSRQVLELQEWVHR RQWRBHYRQ PMREBKEH\DRX U F H
OLVWHQ W RHVWXEBEAH GWUIHFWK WKHP WKURWRK DSSU
UHVROYH WARHPVLIVMUHOQWO\ DQG HIILFLHQWO\

-Erasmus+ % AESOP

, ;

7KH (UDVPXV IXQGHG SURMHRN @Z1\0 QQL BBFOUHHETH QN
*HRUJLDQ DQG 8NUMMLGIN @ KUORXY HUWKH FUHDWLF
$GYRFDF\ 2IILFH LQ HDBK GXELY BRINWVXWOWBHQH G

REXGVSHUVRQ ZWR DXL RIDWWL VXSSRUW VHUYLF

7KH $GYRFDF\ (VWDEOLVKPHQW IRU 6WXGHQWYV V
SURMHFW ZLOO L@ISVWRY BV RBEBGRDKH. $FHRUJL D C
SNUDKRBEDUWQHU XQLY HU WIRWILAHS/O HRHDEW IMKHWK RORJIQD 3URFHV
EXW LQ WKH IXOO VHQVH RI WKH VSLULW RI WKH SURFHVV JLYL(
DUH XVHG WR PDNH GHFLVLRQV DERXW WKHLU HGXFDWLRQ
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2EMHFWLYH

'"HYHORSPHQWSBRIYBWXB\HRIW.FHY LMHRBRIHUERLMQQ L8 NWILIHQAL ZQOX0Q L
UHPRREVWDFOHV WR MHWV DRDGE H PIIHF WU RHAIVEBEWRWHFW VWXGHQW

2XWSXWV

'ULWWHQ PDWHULDOV WWJDR@ MWXGHGW ZGMERMADF\ VIVWHPV
WX GMQYWFDF\ 2I1ILFH 6$2 HVWDEOLVKHG LQ HDFK XQLYHU
XQLYHUVLW\ SURFHGXUHYV

2PEXGVSHUVRQ IURP HDFK XQLYHUVLW\ WUDLQHG

.H\ VWDII DQG IDFXOW\ I[URP HDFK XQLYHUVLW\ WUDLQHG R
IXQFWLRQV

$SFWLYLWLHYV

+ROG RLUFRHHWLQJ ZLWK DOO SDUWQHUYV
&RQGXFWVHHEWOW VXUY®L k@RI HUED DMIE SNUDLQLDQ SD!I
,GHQWLI\ EHVW SUDFWLFHV LQ WKH DUHD RI VWXGHQW DGY]
H[SHULHQFHV RIHWKH (8 SDUW

3UHSDUH DEXELWK WUDLQLQJ PDWHULDOV LQ VWXGHQW DGY
SNUDLQLDQ XQLYHUVLWLHV

3UHSDUH JXLGHOUQBKWRQS\REXG B IDOLWW L H V

3UHSDUH JXLGHOLQHV RQ PGP LALIVW UD WA B LIQ @ IDHD S RIQ
(VWDEOLWK $@NXEADF\ 21ILFHEDQMPDEK $HRUJLDQ DQG 8NUD
XQLYHUVLW\

5XQ SLORW WUDLQLQJ SURJUDP LQ VWXGHQW DGYRFDF\ IRU
'LVVHPLQDWH UHVXOWYV RQ SURMHFWWIHEW LW i [IHRWE W KW DEH C
DQG 8NUDLQH

5XQ WUDLQLQJ SURJUDPV LQ VWXGHQW DGYRFDF\ IRU VWXG
DQG SNUPLWYWRBU XQLYHUVLWLHV

ODQDJH TXDOLW\ FRQWURO DQG PRQLWRULQJ RI SURMHFW
(QVXUH DEV@IDALQ RI SHIQRWYHFBD F6\¥ X GFKN WRQWIQFWLRQ WK
XQLYWHIUMAL DQG RIIHU VHUYLFHYV

2UJDQL]H ILQDO PHHWLQJ

Z7ZZ DHVRS NKD]DU RUJ

Being an Ombudsman in Higher Education (by Robert Behrens)
(first published in 2017)

,Q WKLV VWXG\ Rl KLJKHU HGXFDWLRQ RPEXGVPHQ 5RE %HKUHQ)\
LQ FRXONWUQHVKDG XQLTXH(DFFFHLMWY W\R B DG G UDZIL®H RRQUY HQH W
KH KDV SURGXFHG WKH ILUVWXBRB 8 DBKHOD/AW HWLFRFRKDW R |

+LJKHU HGXFDWLRQ RPEXGVPHQ RSHUDWB FRRPNVHE[WLGH URPU VH
RSHDWLRQV ZLW@®&LQQL®B UYL WX EXGW R DW®D WAKRMMHY RPKH\ DUH ER X(
DGKHUHQSULWRLE BB WY QRG HRIBUWLPOLW\ FRQILGHQWLDOLW\ DQG L


http://www.aesop.khazar.org/
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FRQVHEOXGLQJ JLYLQJ OGWMWFKCGMR WPAD LGLVVHPLQDWLQJ LQIRUPI
FKDQJH

:KHUH KLJKHU HGXFDWLRQ RPEXGVPHQ GR¥Y®DUDWHRQYDRY SULW K HSI
XVH DGMXGLFDWLRQ WR UHVROYH GLVSXWHV ZKHUHDV PDQ\ RWI|
RI PHGLWWLRQDEOH GLVSKWWRMMW VRE QUHERROOLFWY $GGLWLRC
GLVDJUHHPHQW BERIXW ZKRMHBXIGH/WPHQ RS UDQLLYGHU YU RVAR HAL VEBIQ

SBRAHUO\ LOGHSHQGHQW IURP WKH XQLYHUVLWLHV WKH\ KDYH RY|

%HKUHQV WRB @QWWVLQ ZKLFKW RPEWXWKAHQ DYGHSHQGHQFH DQG G
DV UREXVW DRSHUWL GH \DBQSWIURP XQLYHUVLW\ DXWKRULWLH\
KH UHSRUWV RQ D VPDOO QXPEHU RIDRPEERBMNOHIQQ Y KRMFWNRQ WG
LQWHUIHUHQFH DQG REVWUXFWLRQ +H DUJXHV WKBRS VKKBKHU
SURIHVVLRQDO QDWXUH RI WKHQD ODLFRWY LR LW X DR |HBNWUR QR PP
FRQWLQXLQJ SURIHVVLRQDO GHYHORSPHQW

5RE %HKUHQV ZURWH WKLV VWXG\ ZKLOH YLVLWLQJ 3URIHVVRU
,QGSHQGHR®LEOWRU IRU +LJKHU (GXFDWLRQ LQ {8JOD @& UNGI® WD
3DUOLDWHQ DQG +HDOWK 6HUYLFH 2PEXG2ADRUHMERH QW WK H RS
JHLGHQIURVW Q $6WX&MQM/ D2PEXGVPIT®LW RRPBQWBIGGPRUN VWX
KLIJKOLJKWYV WKH VWUHQJWK DQG IOH[LELOLW\ RI KLJKHU HGXF
(GXFDWLRQ $UHD DQG EH\RQG

5RE %HKUHOW DLFGHPERUWDQW WR XQGHUVWDQG WKH GLIITHUHQW
GLIIHUHQW FRXQWIUWNV\N @G X\QVRHWKDW ZH FDQ OHDUQ IURP HD
WKH VHUYLFIBW ZHKRBRYP\ VWXG\ ZLOO VSDUN HVHAR®@MWHIXFWLHAH
RSHUDWWRWKH (12+( $QQNDOHARGRAW U D W WK ELPHREHDRP3DU
“XQH WKLV PRQRJUDSK ZLOO EH GLVFXVVHG DQG GHEDWHG )>
E\ HPDLO IURP &K D UIDRRVWWWH \BZILIM# RREXGVPDQ RUJ XN

Higher Education Ombudsmen and Transparency (by Robert Behens)
(first published in 2017)

2PEXGVPHQ WKURXJKRXW WKH ZRU®GSWXBWFESODHY W Q ARFREH. RIS H
LPSDUWIRIOL®NQWLDO MY\ B)Q 0 GLGLVRIPEXGCE® B QVKGY®I EREHQY WR
HQIRUFH WKHGDWLHRRRWP PBIQG W R RIRIVHH QRK H WUH. (BR IHKUZHUS B | $IR)
LQIOXHQFH D QEF R XRVEMRNH \P\G GV WR WEXGWHEEFQBEFX O IRPDWLQJ X
WUXVW DQG WLRKH® RJARROS® DALHOW K\ DAICH JARMLWIBRQ WolXQ\0 WRHUH |
DGGLWLRQDO FRUH SULQFLSOH WUDQVSDUHQF\

'LWKRXW WUDHIJ$BDUEBDMRSHUDWLRQV DQG GHFLVLRQV+RIQWKH RP
RPEXGVPDQ FDQQRW GHPRQVWUDWH WKDW VKH KH LV JHQXLQF
SUDFWLFH QWVWRPRCDILQJ FORWR® WR SUDFMRIWLRQHUV $QG ZL
DEVHQFH Rl ELQGLQJ SRZHUWDRBQRHEY EQGYHVVLQWMKXYLW®RLEJQRU
PHQGDWLRQV Z1KAHK QP\S KRIQWHGKED R P E X G \OIDAG LMQ@ JDOHV WKH
KDV XVHG WKHRE\WWIRQYVSDREQ LQ LWV 6FK H P VB XLAH W KAHR OYDHVUN  IARHF
EROVWHU LWV HITHFWLYHQHVV

7UDQVSDUHQF\ WR GHPRQVWUDWH LQGHSHQGHQFH
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(YHU\ \HDU WKH 2,$RINE RLWKHH @XBERU RI FDVHV EURXJKW DJDLQ
DQG WKH RXWFRPH RI WKHVH FDVHV 1RWLBRQODRGL¥HZA GRWLRI \Z L
LOHQWLRQIRSPBRRLQHQW DQQRRKDWHRIDQRN WBKIEYX B FRHIUE X WHAH
WKDW FRPSODLQWYV DJDEQVWDMQQBHKNGEGHE D DPDH WRWOVR GHPR
RPEXGVPDQ LV LQGHSHQGHQW IURP XQLYHUVLWLHV

7TUDQVSDUHQF\ WR SURPRWH JRRG SUDFWLFH

7R SURWHFW FRPSODLQDRWFRRG M G K6 WLRWD KLMASX \BOGM GRKSX E G KD
SEOLVKHG D@ERYWP MKXHPEDULHV YWR VLM FHI/WBHER®W JRRG SUDFWLF
IXUWKHU DQG LQWURGXFHG 3XEOLF ,QWHUH&W QHF S\RIRRUBIS U D & WZIK
QRZBXLVKHG UHDRB RUOQHE\YE UV LBEX QKM@ MR REBHUV WKHUH L\
LQ GRLQJ VRQFAUWR VLSFBI W L VIKH F,RBPFRIQLERWHRUFH D XQLYHUVL
LWV UHFRPPHQGD®DRE VD EXDX RDWHM\ ZKHUH LW UHIXVHV WR FRF
E\ HLWKHU SODFLQJ GHWDLOV LQ LWV DQQXDO UHSRUW DQG RU .
D SRZHUIXO LQVWUXPHQW DQG KDV EHHQ XVHG RQ WKUHH RFFD\

On its 20th Birthday: The Bologna Process is still teething
(first published in 2018)

7KE%RORX@RYHUVLW\ UHIRUPV KDUPRQLVHG WKH DUFKLWHFWXU
EDVLV RHM\KEID M KW W HPPDW EIBIRG RR UDDAVR! %W HYHQ W IWHW  \H
VIVWHPWLY O KDYLQJ WHKHIWR O @ LRBFUBWED AVHD W PRQ@ RXWRBRP Q
+LJKHU (GXFDWLRNH®RD ZDMINLV DJR ZLWK D MRILWY D/LQW PUADHFFHK
DQG ,WDO\OMXKERLRFEDD UDLWK ZQ® VHEORORH \HDU ODWHU LQ E
RI  KLJKHU HGXFDWLRQ PLQLVWHUV LQ %RORJQD

7KH PHHWLQJ RI WKH HGXFDWLRQ PLQLVWHUV RI DOO SDUWL
SURYLGHG DQ RSSRUWXQLVD\FWIRHIGHLYQ MZK HKID B\ WD N Z BBAINVM U \HLC
+RZHYHU VRPH FKDOOHQJHV DUH VWLOO ZDLWLQJ WR EH UHVR(
PLOQRULW\ RI SURIHVVRUV ZLVK W KB QUHDRPURR K VGV QG N € W W DANKAHQU §
ZKR ZLVK WR JR EDFNWXRQW ZPH/V DAXKONIFFHEEDQIBVYHYY UHIXODWH
A RORJQD 3URFHVV ,BRU K HQY\DIDXIDRAQFREH RH QWRIAM VR QWKW W Z D
GLVFEXVVHG/LYKIDZHG ZK\ FULWLFLVP KDV QRW IDOOHQ VLOHQW

W LV VWLOO SHUIHFWO\ SRVVLEOH WKDW D VWXGHQW IURP *HU
8QLWHG .LQJGRP ZLOO 10 FoM XIHHH IKOW P DHWWRIIQLVHG EDFN KRPH
SUREOHPV IRU VWXGHQWYV G XU IGRFW RHK DG K MWXE RV S (RHFO \Z\K HRD
QPHQW MREV WKH GLIIHUHQF®OLQXWIRES H HIVJ KDW [IVR® RYWIWQJ D X

1RW DOO WKH FRXQWULHV SWURQ FSISW RKNQIH LFOOW ERH IFRESIIHIAH Q \
UHJXODWLRGM QR WDEBXFBD G SHULRGY OHW DORQH GHJUHHV

7KH 3DULWHUWID® &RQIHUHRHFG\ WRKKINK W LWRKDWLRQ DW OHDVW |
FRPPXQEWRpPIXUWKHU GHYHORS PRELOLW\ DQG U HFR MPR WLGRAX DHF
WKDW FRPSDUDEOH KLJKHU HGXFDWLRQ TXDOLILFDWLRQV REW
UHFRJQLVHG RQ WKH VDB EDVHV UG PRKE LRVWRIQUWKHUH DUH DO\
PDQBPHQW 7KXV VRPHWERYBRMHQWU W RS DM ER@WRHR QD8 BIHQFLH\V
WKH DFFUHGLWDWLRQ RUFRXHQMAO R W WENM WHONHHR QIR WH DOWLR O Y
SURFHVVHV HLWKHU
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3% RORJQD3YLFWLPV

1RW PDQ\ EXW FHUWDLQO\ VRPHK HRIS WKHG RINCHEKHD WX NMAM P 6
2PEXGQPNHIDUG WKWR@OMED YHVARWW Rl WKH WLPH WKH LVVXHV
KDYH WR GR ZLWK GHJUHH PRELOL®MHEXMWQB BV RNXIDWK RDIOKS MW R
FXUULFX®B EB DD H ®KNBKLF WoXILHR

$V SUHYLRXVFRIZHUHQFHV KDNUHD VRRZINKHHROM LQ #¥RPWXUQ LQ
7JUDQVLWLRQ" 'HILQLQJ WKH 5ROH RI 2PEXE VRPH®RIOR VR 'HYHC
SPODQHQW WRSLFHIRURWENHEY GDLO\ ZRUN ,W LV WKHUHIRUH LP
RI WKH RPEXGVPDQ LQ KLJKHU HGXFDWLRQ 'HVSLWH LWV :DUV]
QHW ZIHWIROD XWLRQ IRU WHKH QEBLVQKHWUBYD&HRYERXYG WK 05 W
UDWLRQ RI KWWS VAL EIRRGKHOQMWWNIHRMY WKH 3DULV FRQIH!L

(124 KDV QRW \HW EFHHMY IXEDODH WRLYXFWKLYV SURFHVV IRUZDU

(12+( ZLOO WU\ DIDLQARPHYQEHFD®R®H QH IX SDV IDVWH WRXWH

lucundi acti labores!
(first published in 2019)

30HDVDQW DUH ILQLVKHG ZR UM W&V RWKMH. GRPLILFH WRVDWHV®DQ R
SKLORSKHU DQE KHRQ\HXA QLEXV ERQRE XW AWSPD +LV ZRUGV DU
UHOHYDQW WRGD\ LQ UHIHUHXR HRMRR LMDK HD ORHID S UIRRGW YW \R I) I U V'V
LQIRUPDO QHWZRUN LQ $PVWHUGDP QRZ (12+( KDV ILQ
UHFRL]HG @O M\D DEIWRRQYREQGHU $XVWULDQ ODZ ,QGHHG D ORC
%HDWOHYV

+DSS\ 3DUHQWYV

7KHUH DU# RWXBQUDW KHKRVH QDPHY LQ DOSKDEHWLFDO RUGHU
WKHLU FRQWULEXWLRQV WD WRIGH\ SARRKEV V R UPP\HIU OREXHEV PDQ R
GH &DQWDEULD 6SDLQ 5REHUW %HKUHQV 3DUOLDPHQWDU\ D¢
,QGHSHQGHQW $GMXGLFDWRU 8QLWHG .LQJGRP B8OULNH %HLVL
IRUPHUREXGVPDQPD®E\ 7LP %LUWZRLVWHPH USWRKIWHVRI (XURSHDQ
OHWRR®Q 8QLYHUVLW\ (QJODQG -HQQD %URZQ 2PEXGV DW '
&RQZD\ 2PEXGV DW RWWRDD BG DY H DHFRKQ HW\P EKHHUARIKWR | /RUG V
DQG IRWPHIH QG HQWRSG MBX G LIFROUD ) DSHIHORQ RREX\GWVRQ 8QLYHUYV
&DQDGD -HDQ *ULHU ,QYHVWLJDWLRQV ODQDJHU DW (GLQEXUJ]
&KDLU RI WKH % RBURE R/IKMKEHZHE WRM X 6 L F L RMMDSH H2@EXGVSHUYV
DW WKHWBWOUIW\ RI $OEHUWD &DQDGD /HRQFLR /DUD BiHBR GHIHQ
DQG -RVHI 6LWIR®EXGNSXDQ RI WKH 3URYLQFH RI 7\URO DQG 6HFL
2PEGVPDQ ,QVWLWXWH $XVWULD

7TKDQNV WR WKHLU UHOHQWIBBY W KRICRERINRQRWKMIDHMK EFERUW DQG
FDAYDWY DQG WKHL W XEWRRJIIVQILGQAHWIRWKH SURFHVYVY FDPH WR D F

$ /HWWHU IURP WKH 3ROLFH"
+RZ RIWHRX GRW PDLORIWIRFHWERG KR K RIDBHOHX @K W -H RXKRLIX
UHFHLYHG D OHWWHU WKDW KH DQG HYHU\RQH LQYROYHG LQ WK
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DSSURYDO RI WKH VWDWXWHV BM 5YWKHRQWW GHW RZ MUKHQHDKMIGH R B L
WKH SURSRVHUV WR VWDUW WRHKHUSDEWH Y RW LIHWWD R | RIFS OV R/
LQH[SHQVLYH ELUWKGD\ (12+(

SKRWR FROOHFWLRQ

$PVWHUGDF
.ULVWO +R

6DQWDQGHRVpP 0DC
' %D\RG WKH FUHI

,ELG -RV A% D\RG )RUPXO

/IHLGHQIUR

7LP %LUGW

Welcome to Clifford Chance
Today's events:

6th ENOHE Annual Conference

Registration at 08.30 am

17 April 2008 09:01:12

$QWZHUS /RQGRQ ,ELG %DU
'LFN +HUPDC 5XWK "HHI
3DWULFN ¢



-/ IXLV 9HOL] &

JHRQFLR /D UL

&LXGDG GH Ot
6XPPHU

:DUVDZ
(ZD *PXU]\Q

ODGULG KUHH ZLV
&OLII SLFWRQ 5R
SDP*LGRRPDO

(YHU\WKLQ
SRVVLEOH LI
ODULD ,VDt
$UDQMXH] $
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bm™im

tiroler
Wasser
kraft

 QQVEUXFN
ODUWLQH &RQZD\ -HQQDY
%HPQODUWD (OHQD $ORQV

6WUDVERXUJ
5RE %HKUHQWSHPOO\ 2
-/ -RVHI 6LHJHOH

 QQVEUXFN
&ROOHDJIXHV IURP WK
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(GLQEXUJK (GLQEXUJK
6FRWWIDGL W LF 7KH *ODVV 6KRH

(12+(QLDQV DOZD\V RKQHW
1DWDOLH 6KDUSH

(UDVPXV PHHWLQ



TU PAUSA
DE

/HyQ /HyQ
(PLO2Z®&LDXL] DC 6XVWDLQDEL
ODUWD (OHQD $

anitiain

3DXOLQR &HVDU BRQGIRF
ZLWK 3DQDJLRWLYV .

7TUDYHOOLQJ ZLV
PDFKLQH



Michaela Antonin Mata

Jaroslav Sotola

(12+(LDQV LQ $WKF

$WKHQV SDUWO\ RC

.0iUD /DXUHQFp ([FXUVLRQ WR
DQG -/ LQ 3UEL 6SULQJ

6SULQJ -DURVODY 6RW

3HUHLUD OLF

$QWR@QLQDQLN|

7KRPDV 5\SN



SHFRQQHFWLQJ ZLWK 621 ILVWW 6DQ /XLV)BB GRW

-RQDV 1DNRQ] ODUJLW / BUHQGD 4XHOHW]X 1DY

$QQHWWH 6SLITHRX V. b KH: “RUJH 5LEHLUR 3HUHLL
%DUUHQD
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(YHQWYV
(12+( $QQXDO &RQIHUHQFHYV

MQQOXDO &RQIHUHQFH $PVWHUGDP
FRUJDQL]JHG ZLWK WKH 8QLYHUVLWHLW $PVWHUGDP DQG 9ULMH
1R JHQHUDO WRSLF

C%3QQXDO &RQIHUHQFH ODGULG
FRUJDQL]JHG ZLWK D FRQVRUWLXP RI XQLYHUVLWLHV RI WKH JUF
1R JHQHUDO WRSLF

U$QQXDO &RQIHUHQFH 9LHQQD

FRUJDQL]JHG ZLWK WKH $XVWULDQ OLQLVWAKHRS X GWEN QRS FAFR
&RQIHUHQFH DQG WKH $XVWULDQ $FDGHPLF ([FKDQJH 6HUYLFH
3¢ KDQJH ODQDJHPHQW DQG 1HZ *RYHUQDQFH LQ (XURSHDQ +LJKH
&RQWULEXWLRQ WR 4XDOLW\ $VVXUDQFH

YEQQXDO &RQIHUHQFH =XULFK

FRUJDQL]JHG(ZAWKUWKKHDQG WKH 8QLYHUVLWIW =«ULFK

3 RPSOLFDWLRQV $ULVLQJ IURP ,QWHUSHWU\bR@MOL H $ URIGGHE@F\ DT
6ROYLQJ 8SFRPLQJ 3UREOHPV DQG &RQIOLFWV LQ ,QVWLWXWLRQ

WEQQXDO &RQIHUHQFH $QWZHUS
FRUJD®IZHWK WKH 8QLYHUVLWHLW $QWZHUS
32PEXGVPHQ LQ +LJKHU (GXFDWLRQ &RXQVHOORU 6WXGHQW $GY

Y$QQXDO &RQIHUHQFH /RQGRQ
FRUJDQL]JHG ZLWK WKH 2IILFH RI WKH ,QGHSHQGHQW $GMXGLFD!
S8QLYHUVLWLHV WWKIBEHQWY DQG -XV

WEQQXDO &RQIHUHQFH +DPEXUJ
FRUJDQL]JHG ZLWK WKH 8QLYHUVLWIW +DPEXUJ
3)RVW LQ 7TUDQVLWLRQ" 'HILQLQJ WKH 5ROH RI 2PEXGVPHQ LQ WK

WEQQXDO &RQIHUHQFH 9LHQQD

FRUJDQL]JHG ZLWK WKH $XVWWBHUY SFID GO WV KF SYYRFLDWLRQ R
DQG 8QLYHUVLW\ 2PEXGVSHUVRQV

3¢ RPPRQ 2EMHFWLYHV 'LITHUHQW 3DWKZD\V (PEHGGLQJ 2PEXGV
+LJKHU (GXFDWLRQ ,QVWLWXWLRQV

WEQQXDO &RQIHUHQFH ODGULG
FRUJDQL]MKHELBMQKYHUVLGDG (XURSHD GH ODGULG
38QLYHUVLW\ 2PEXGVPHQ LQ 7LPHV RI &ULVLYV

12 &21)(5(1&( ,1

WEQQXDO &RQIHUHQFH 2[IRUG

FRUJDQL]JHG ZLWK WKH 2IILFH Rl WKH ,QGHSHQGHQW $GMXGLFD
S5LVLQJ 7XLWLRQ &RVWW V5 I$\VOLWQH BRPBDDH $SSURDFKHY WR 'LVSX

YKQQXDO &RQIHUHQFH :DUVDZ
FRUJDQL]JHG ZLWK WKH 8QLZHUV\WHW :DUV]DZVNL
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3+ LJKHU (GXFDWLRQ 2PEXGVPHQ DQG (PSRZHUPHQW KRZ WR PDN

YEQQXDO &RQIHUHQFH ,QQVEUXFN

FRUJMHMGLZLWK WKH /DQGHVYRONVDQZDOWVFKDIW 7LURO
3 <HDUV RI 6ROLWXGH" 8OV BHBQIHWMULZPEXIDWPHQERQILGHQW 3UHYV
YXWXUH

12 &21)(5(1&( ,1

Y$QQXDO &RQIHUHQFH G6WUDVERXUJ

FRUJDQL]HG ZLWK WKH (XURSMMH 2PEXGVPDQ ,QVWL

3+ LJKHU (GXFDWLRQ 2PEXGVPHQ DV %HDFRQV 7RZDUGV D )DLU D
(GXFDWLRQ $UHD

WEQQXDO &RQIHUHQFH (GLQEXUJK

FRUJDQL]HG ZLWK WKH 8QLYHUVLW\ Rl (GLQEXUJK DQG WKH $VV
SQLYHUVLWSHPERGV
S5 HVROYLQJ &RQIOLFWYV RQ &DPSXV 6WUDWHJILHV TRU (QKDQFHG

YEQQXDO &RQIHUHQFH /HyQ
FRUJDQL]JHG ZLWK WKH 8QLYHUVLGDG GH /HyQ
HIHQGLQJ DQG 3URWHFWLQJ 5LJKWV ZLWKLQJ+SKKBG (GXFDWLR

Y$QQXDO &RQIHUHQFH 9LUWXDO FRQIHUHQFH
3/RRNLQJ )RUZDUG 7KH 5ROH&RBOWKHPRPEXGBY LQ 3RVW

YEQQXDO &RQIHUHQFH $WKHQV

FRUJDQL]JHG ZLWK WKH +HOOHQLF OLQLVWU\ RI (GXKMWERQ 5H!
S8QLYHUVLW\IRI 8WKH®@QVY ay y p b
S6WXJBHIQWWY DQWDRORMEBYV (QVXULQJ ,QFOXVLRQ LQ +LJKHU (GXFCL

WEQQXDO &RQIHUHQFH 3UDJXH

FRUJDQL]JHG ZLWK WKH 8QLYHU]LWD .DUORY DVBK DKQIE B5G & UMKH Rl
WKH &]HFK 5HSXEOLF

35\URP $PVWHUGDP WR 3UDJXH +LJKHU ZGRBDBHIRY RPEX GV
5( 6WDUWLQJ"
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(12+( ZHEL QDLUWF H

Webinars are part of our endeavours in support=\ar
professional dezslopment and exchange experience g
knowledge. Oneof the more recentwebinas in 2022
WRRN SODFH RQ WKH EURDG W
RQH SFRRSHUDWLRQ ZLWK VWXC

QWLDOLYV

The very firstENOHE webinaralready wentbn air in
2016

x ENOHE Webinar, September 2016no specific topic
X ENOHE Webinar: Comparing Concerns in COVID-times, 10 June 2020

x ENOHE Webinar: A new year, a new [ab]normal: Adapting to Covid in the new academic
year, 10 December 2020

x ENOHE Webinar: Social Media, Ombuds Offices ad Confidentiality: Friends or Foes?,
19 November 2021

x ENOHE Webinar: How to set up an Ombuds Office 22 June 2021

x ENOHE Webinar: Confidentiality, Anonymity and GDPR #*Balancing Needs and Rights
in Complaint Handling, 1 April 2022

x ENOHE Webinar: The Role of Ombuds in Increasing Student Input into Higher
(GXFDWLRQ *RYHUQDQFH KDWYV, BNiénd&202Q G RU EH\RQG L)\

x ENOHE Webinar: How to deal with Gender-based Violence: The Potential Role of
Ombuds Offices in Case Handling, 12 May 2023

L QWHWKIQSV

,Q RUGHU WR H[FKDQJH SUR (HV V1R« DROU H) §H PDAK QR/E VU XIDER. QJ D
SODWIRUP IRU DQ LQWHUQVKLS SURJUDPPH

$Q LOWHUQVKLS LV D IRUPFRIONPE \BQBLYURIHMMLRADWH DUHHUYV
SDLG MUK O®RG DUH XVXDOO\ WHPSRUDU\

*HQHUDOO\ DQ LQWHUQVKLS FRQVLVWYV RI DQ H[FKDQJH RI VHU"
RUJDQL]DWLRQ ,QWHUQV FDQ DOVR XVH DQ LQWHUQVKLS WR FL
LQWHUQV Q&G SBUBDHPSOR\PBIQM DAL WRKQWKRWRBKLFK WKH\ ZRUN

(IDPSOHV DPRQJ (12+( SDUWQHUV VRIDU

&ROOHDJXHYV IURP PHPEHU LQVWLWXWLRQV JR IRU D ZHHN PLQLPF
DUH LQWHJUDWHG LQWR W KBIWULHRQEOH @MW B WEGRLLGEIF HHLl S HQ L RQIBB Q L ]
6R IDU HIFKDQJHVY KDYH WDNHQ SODFH EHWZHHQ

Germany

Scotland

Poland

The Netherlands

X X X X
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Canada

Israel

Czech Republic
Turkey

Portugal
Austria

X X X X X X

7KH \HDUQ FRQFfWWHWRDUDFWHUL]HG E\ VHXBODQ WEQWHYV QWK LGS NI
WKH 2IILFH RI WKH $XVWULDQ 6WXGHQW 2PEXGVPDQ DQG WKH
20RPRXF -DURVODY 4aRWROD DQG OLFKDHOD $QWRQtQ ODODQtNR
8QLYHUVLW\ RI %HLUDO, QBN HWU LHRR) *eQ B\RRIMMKXKH $OWLQEDYV 8QLYHL
DQG E\ %DUWARPLHM &KOXG]L VNL RI WKH 8QLYHUVLW\ RI 7RUXQ

SURFHGXUHYV

$FFRUGLQJ WIRGWDINBD RQGH G J H DRIHWK HV 6 R R R/RBV LR WEW LWR DW WKH F
LQVWRIOW W KH PHPEHUV RlI SDUWQHU RPEXGV RIILFHV
Xx GLUHFWO\ H[SUHVV WKHLU LQWHUHVW LQ DQ LQWHUQVKLS D
x DGYHUWLVH WKHLU DYDLODELOLW\ YLD DQ HOHFWURQLF MRI
x DUH WKHQ FKRVHQ E\ WKH KRVW LQVWLWXWLRQ V

OLQIXAP FULWHULD

7KHUH DUH QR VHW PLQLPXP FULWHULD EXW WKH IROORZLQJ LV
LQWHUQ

X GXUDWLRQ RI FRQWUDFW V LI QHHGHG

X SURIHVVLRQDO H[SHULHQFH

X SHUVRQDO FLUFXPVWDQFHWGVLRKIOOHS PRUDGHBQSDUWQH

x DV @B DV MRE SRVLWLRQ DW KRPH LQVWLWXWLRQ

&KDOOHQJHYV

SD\PHQW GXULQJ SODFHPHQW LQWHUQVKLS

LQVXUDQFH GXULQJ

VRFLDO VHFXULW\

ILQGLQJ DSSURSULDWH KRXVLQJ DQG FRYHULQJ KRXVLQJ FR
WHPSRUDU\ UHSODFHPHQW DW KRPH LQVWLWXWLRQ
PLQLPXRMWLRQ RI LQWHUQVKLS

PD[LPXP GXUDWLRQ RI LQWHUQVKLS

AFUHGEWVHHU GHYHORSPH@QWRHOBWHQRPW IRU SRVL

X X X X X X X X
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ENOHE INTERNSHIP REPORT

Dr. Ursula Meiser, Ombudsperson, University of Stuttgart, Germany

From Sept 215! to 25™ 2015 | had the opportunity to visit my Ombudsman colleagues Lies Poesiat
at Vrije Universiteit Amsterdam, Sytske Teppema at University of Applied Sciences Utrecht and
Paul Herfs, both Utrecht University and University of Applied Sciences Utrecht.

| had two objectives for choosing universities in the Netherlands:

¢ In general: To use the experience of European colleagues who are much longer in
business and also to discuss some cases that have been or are difficult for me and get their
idea about how to solve them.

* Special interest: | went to the Netherlands because they have a lot of ombudsmen for staff.
As | officially only work with students, but also get questions and grievances from staff
members and teachers, | was happy about the expertise and tips given by my colleagues.

| stayed three days at the Vrije Universiteit Amsterdam and one at Utrecht University. On Friday |
had the opportunity to visit the Rijksmuseum in Amsterdam before | went back to the airport. After
all it was a very fruitful and inspiring week — full of insights, discussions and also supervision by
these experienced colleagues. | already knew all three in person from two ENOHE conferences
where we had talked about various things concerning the Ombuds work but the internship, as it
turned out, had a lot of benefits:

¢ There was finally adequate time to talk about things in detail and share strategic views
about the work.

¢ Meeting people at their workplace, see how and where they work makes a big difference.

* Talking about how we organize our daily work and also discussing how to report on our
ombudswork has been very interesting.

¢ (Getting an idea of the other universities and their facilities for students brought up some
ideas for my own university. And at the Vrije Universiteit Amsterdam | got in contact with
the leader of the project for students with a disability.

+ Meeting other colleagues dealing with disabled students or diversity issues.

* And finally getting an idea of the cultural aspects of a different country, study system and
working conditions.

* \We shared insights about questions of staff members. Sytske Teppema and Paul Herfs
composed a handbook for ombudsmen for staff.

Concerning formalities there were only two things to do: My trip was financed through the
Erasmus+ Staff Training Program. All information is usually available at the International Office of
the own University. At VU Amsterdam | signed a confidentiality agreement.

| can only recommend taking part in an ENOHE Internship.
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'HEDUDWLRQV

MANIFEST FOR THE UNIVERSITY OMBUDSMAN
(Manifesto de La Granja del lldefonsg SegoviaSpain, 25 October2007)

In Europe, the institution of the University Ombudsman (Defensor
Universitario, DU) has its roots in the figure of the Ombudsman and in our
country in the Defensor del Pueblo (Ombudsman of the People) and in
analogous autonomous institutions essdiad after the 1978 Constitution.

It shares with all of them the principles of independence, confidentiality,
transparency and defense of rights as a guarantor of the equality of all
citizens.

Following the entry into force, in 1983, of the L.R.U. (Leyg@nica

s 771 111/1983 de 25 de agosto. de Reforma Universitaria) some Spanish
universities, using their autonomy, established the figure of the DU,
DECLARACION DE LA GRANJA although it was not until the miti990s that the institution of the DU began

to become more widespread. The apptoin 2001 of the LOU (Ley
Organica 6/2001 de 20 de diciembre 2001) introduced the mandatory
introduction of the institution of the DU in the organizational structure of
the universities.

This institution of the DU is now operating in 53 public and gavaniversities. The Reform of the
LOU in April 2007 maintains the DU in the same terms as the previous text.

Likewise, in different European countries there is also the institution of the DU, as well as a European
Network of Ombudsmen in Higher Educati@NOHE), which organizes annual congresses, facilitates
contact and exchange of experiences.

In this context, Spain is the EU country with the strongest presence and tradition of the institution of the
DU, having become, in this area, an innovative exfee in the construction of the European Higher
Education Area (EHEA).

After the experience of the last 20 years, we can affirm that the institution of the DU is recognized as an
element of improvement of the European Higher Education Area (EHEA), reedgas an element for
improving the culture of responsibility and trust among the members of the university community, as
well as its independent and rerecutive position, which makes the DU a decisive factor for improving
not only the university instition but also the binomial university autonomgcountability to society.

We cannot forget that meeting the needs and requirements of society is the raison d'étre of the university,
and that the university's of being of the university, and that our gaegetts it to be increasingly more

open and supportive, an authentic generator of values as well as capable of providing a training of the
highest excellence, also contributing to the generation of knowledge.

Among the most important aspects of the wdrthe DU are the following:

x Defending the rights of the members of the university community by harmonizing the different
interests and mediatirbetween the parties involved.

x Encourage and promote the culture of etimdhie university environment.

x To promote and encourage through its actions new codes, which facilitate and improve the
university relations and coexistence.

X Improve the different regulations that universities have adopted in the use of their autonomy.
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x To contribute to the improvement of theality of Higher Education in accordance with the
resolutions, reports, monographs and resolutions issued by the Ombudsman and submitted to
the respective governing bodies.

In view of the experience of these years, it seems to us necessary to intexthioeé mprovements that

would increase the effectiveness of the Ombudsman's work. In this respect, we consider it important to
increase the means of action of the Ombudsman and the explicit recognition of his or her work in the
University, which will urdoubtedly lead to a better functioning and consolidation of the institution of
the DU.I

It should not be forgotten that the University Ombudsmen lack executive capacity and, therefore, have
their basis in the auctdritas, which is why it is advisable pplguthis institution with sufficient means

and resources, so that all University Ombudsmen can carry out their duties adequately and always
independently.

For all of the above reasons, we, the signatories of this letter, URGE the Rectors and thosibdlespon

for the different administrations that, with the assistance of the Ministry of Education and Science, and
respecting the spirit of the recent reform of the LOU, to proceed to provide the necessary means and
resources to enable the institution of thaversity Ombudsman to function better.

This will contribute to the consolidation of the institution, but above all, it will provide Higher
Education, as a whole, with an important instrument for improving the quality of the educational system.

7TKH[BRUG 5HVROXWLRQ

$W WKH (12+( VLGH PHHWLQJWKEBOG MW HW @& DWKHWERH $SULO
FROOHDJXHYV DJUHHG XQDQLPRXVO\ WR SODFH WKH IROORZLQJ 5
RI WKH WK &RQIHUHQFH

1. This Conference notes tletstanding contribution of Dr Josef Leidenfrost in leading the
ENOHE Network since inception as Convenor.

2. To safeguard the continuity of the Network and to prepare it for any future development, it is
resolved to create a Voluntary Executive Committegbout 12 members to support the
&RQYHQRUYTV ZRUN

Nominations for the Executive are to be sent to Ram Gidoomal care of enohe@oiahe.org.uk.

The core purpose of the Executive will be to support the work of the Convenor in maintaining
an operational ENOHRebsite, to facilitate exchanges, and to arrange meetings from time to
time.

5. Inthe interim the Network will retain its ndagal status but move towards a modest annual
subscription of around 5000 Euros for membership to support the cost of the wednsite
minimum core activities.

6W &DWKKERIOMHIH 8QLYHUVLWSRULPIRUG 2[IRUG
JROORZLQJ GLVFXVVLRQV DW WKH WK (12+( $QQXDO &RQIHUHQF

ZRUN RI -RVHI /HLGHQIURVW WK I& RYRWG KHIWYRIOXML RR® Z D ¥ SSD\DV
QR FRQWUDU\ YRWHYV DQG RQH DEVWHQWLRQ
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$IWHU WKH FRQIHUHQFH QRPLQDWLRQV WR D 6WHHULQJ *URXS 2
ZDV GHFLGHG WR DFFHSW DOO QRPLQDWLRQV IURP FRXQWUL

$ VPDOO JBIRKIBURRQJ *URXS PHPEHUV PHW E\ YLGHR FRQIHUHQFH
EHVW ZD\ WR IROORZ WKH ZLVKHV RI WKRVH DWWHQGLQJ WKH 2]
ZHUH DJUHHG E\ WKH JURXS DQG VXEVHTXHQWO\ E\ WKH ZLGHU (

1. Tha ENOHE should continue as an informal, networking organisation, and be strengthened
from 1 January 2014 with a Secretariat, vsék, newsletter, supported by minimal annual
membership fees.

2. That Josef Leidenfrost should continue as Convenor and addlijitmecome President of
ENOHE from 1 January 2014.

3. That the OIA should run a Secretariat on behalf of ENOHE to support the activities of
ENOHE for two years from 1 January 2014.

4. That Ram Gidoomal (Chair of the OIA Board) should serve asBatutive Chir for a two
year period.

5. 7TKDW WKHUH VKRXOG EH D FHQWUDO 3([HFXWLYH" RU 2SHUD
VXSSRUWHG E\ D ZLGHU 36WHHULQJ *URXS”~

6. That the annual fees for membership, reviewable in due course, should be as follows for
2014: a. 50 Euws for an individual membership b. 100 Euros for an institutional membership
(with up to three members)

7KH :DUVDZ 5HVROXWLRQ

$V DJUHHG XSRQ DW WKH WK (12+( $QQXDO &RQIHUHQFH LQ :DU

,Q WKH FRQWH[WA [SIHW K H QFRIWL WQ YR XQWULHV RI WKH (XURSHDQ -
LQ ZKLFK +LJKHU (GXFDWLRQ 2PEXGVPHQ KDYH RSHUDWHG IRU V
FRPPXQLW\ LQ ERWK FHQWUDOL]HG DQG GHFHQWWPROMWHG ZD\V L
UHFHQWO\ LQ 1RUZD\ VLQFH WKH IROORZLQJ UHFRPPHQGDW
(12+( $QQXDO &RQIHUHQFH LQ :DUVDZ RQ 0D\

T National laws regulating universities and other higher education institutions within the European
Higher Education Area should stipulate the importance of the creation of independent
ombudsmen or ombudsmd#ype offices to handle issues and concerns. They should have the
necessary authority in their fields and autonomy (i.e. their offices shouldé&dm instructions
and orders from other organs or authorities within their institutioimsprder to improve
relations between the student body, academic and administrative organs as well as their staff,
officers and representatives, within and owgdite academic sphere.

T In addition, the institutionalized communication between the student body and the
aforementioned organs should be improved and facilitated by these ombudsroester to
safeguard the rights of the students and all other merab#rs university community when
handling complaints and problems which may arise from deficiencies in the daily work of
universities and other higher education institutions.
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7TKIBWUDVEHREKQ@MDOUDWLRQ

3URSRVDO E\ WKH (XURSHDQPHMWEZ® UM JXIHPPEGOGRDWLRQ (12+(
OLQLVWHULDO &RQIHYM QRHXPQG %R BDDV VD JWHHGEHKSRQ DW WK
(12+( $QQXDO &RQIHUHQFH LQ 6WUDVERXUJ )JUDQFH RQ -XQH

A4XDOLW\ DVVXUDQFH DQG SXEOLFVUHRWS RQMLHEW GILGX\F D WH RQ RO\
VHHN WR DOLJQ WR WKH VRFLDO DQG SROLWLFDO FKDOOHQJHV
VIVWHP LQFOXVLYH LV D NH\ SULRULW\ ZLWKLQ WKH (XURSHDQ
DGMXVRR W SKLF FKDQJH DQG VRFLDO PRYHPHQW DFURVV QDWL
'LWKLQ WKLV PRIRBHDY SRPRSHUDWLRQ LQ KLJKHU HGXFDWLRQ K
RI VWXGHQWYV IRU OLIH DV DFWLYH FLWL]HQV LQJ DV)GAHRRAURW L
SDUWLFLSDWLRQ LQ WKH ODERXU PDUNHW 7R DFKLHYH WKHVH J
WR PDNH KLJKHU HGXFDWLRQ LQVWLWXWLRQV PRUH RSHQ WR SD
WR JRYHUQDQFH

+HQFH WKH AXWRBHNQRI 2PEXGVPHQ LQ +LJKHU (GXFDWLRQ >(12+
DQG QRZ FRQVLVWLQJ RI DIILOLDWHYV LQ PRUH WKDQ FRXQW
LQVWLWXWLRQ RI KLJKHU HGXFDWLRQ RPEX®WKVHY HD D E& MFRIDQYV
KLJKHU HGXFDWLRQ V\VWHP WKURXJKRXW WKH FRQWLQHQW 2P
WKH JRYHUQDQFH DQG WKH TXDOLW\ Rl KLJKHU HGXFDWLRQ LQV

7KH SDUWLFLSDIQWWEK @ QI@¥XDO FRQIHUHAH LQ 6MUDH/ERDXODIOL G
WR WKH PLQLVWHULDO PHHWLQJ LQ 3DULV LQ 0D\ WKDW WKHI
RQ WKH LQVWDOODWLRQ E\ ODZ RU UHVSHFWLYH QDWLRQDO UH.
LQ RUGHUQWRYKB®BOV PRVWO\ VWXGHQWY EXW DOVR DFDGHPL
GLVSRVDO WR DFFHVV VXSSRUW OLVWHQLQJ FDSDFLW\ DQG
LQGHSHQGHQW DGMXGLFDWLRQ RU PHGLDWVYRQHR LGL GHXWH D L OHG
HGXFDWLRQ LQVWLWXWLRQV IDLUO\ FRQVLVWHQWO\ DQG HIILFL



7TKHHY '"HFODUDWLRQ

ENJ‘: t ASSOCIATION OF CANACHAN = = nfl s r ez im
= COLLEGE AND UNIVERSITY s tatal da

Eurapean Metwork of Ombuds in Higher Education OMEUDSPERSONS "R
eniversineriles

s u | RlldDU‘ Red \beroamericons de

EDE ACIOMAL DE A iversitori
Defersorias Universitarias
PROVEDORES 00 ESTUDANTE EEEE EEECE

00 ENSING SUPERIOH

THE LEON DECLARATION

This declaration on international collaboration between ombuds networks in higher education
is made on conclusion of the XV ENOHE conference held in Ledn, Spain, in June 2019.

The declaration is made in line with the aims of ENOHE as specified in paragraph 2 of its
statutes to provide support to, exchange experiences and knowledge on the role and main
principles of ombudspersons in higher education, and cooperate with international institutions,
associations and networks sharing the same or similar goals.

In the spirit of cooperation we, the representatives of the networks from Spain, Portugal,
Canada, Latin America and Europe hereby declare:

* that we will look into areas of common interests, especially as identified during the Leon
conference,

* that we will set up an electronic forum to update this thematic list and make it public,

* that we will encourage each other to participate in our respective network activities
including annual conferences, internships and training courses, webinars and electronic
discussion fora

¢ that we will periodically review progress on collaboration and inform our respective
stake holders accordingly

* that we will support each other in developing and safeguarding our networks.

Ledn, 28 June [ Junio / Junho / lulliet 2019

Emilio Olias-Ruiz
(CEDU - Conferencia Estatal de Defensores Universitarios)

Berta Batista
(REDEPEES — Rede National de Provedores do Estudante do Ensino Superior)

Wilfredo Jesus Ardito Vega
(RIiDDU - Red |beroamericana de Defensorias Universitarias)

Natalie Sharpe
(ACCUQ/AOUCC - Association of Canadian College and University Ombudspersons / Association
des Ombudsmans des Universités et Colléges du Canada)

Josef Leidenfrost
(ENOHE — European Network of Ombuds in Higher Education)




20 Years ENOHE: boking Back- Looking Forward
Celebrating the first 20 Years of our Association

(12+( 6WDWHPHQW R WHKOIRSRFHIQ@W DIIHFWLQJ S8NUDLQH
ODUFK

(12+( LV WKH (XURSHPREXHBW ZIRUNLRKHU (GXFDWLRQ ZKLFK UHSUH
2IILFHVY DFURVV (XURSH LQFOXGLQJ 8NUDLQH DPRQJ VHYHUDO F

7TKH QHWZRUN ZLVKHV WR H[SUHVV LWV VROLGDULWFRGWRLWKH
DQG DGPLQLVWUDWLYH VWDII DV ZHOO DV ZLWK WKH RPEXGV ZL
WKH (XURSHDQ +LJKHU (GXFDWLRQ $UHD

(12+( KRSHV IRU HIIHFWLYH QHJRWLDWLRQV WRZDUGV D SHDFHIX
LWV VXSSRUW E\ HQGRUVLQJ GHYHORSPHQWY WKDW ZLOO OHDG "
DQG UHWXUQ WR VDIHIJXDUGLQJ RI KXPDQ ULJKWYV DQG VRFLHWD

(12+( 6WDWHPIIQONXHRWY DQG 3ULQFLSOHYV
0D\

(12+( PHPEHRRPH IURP GLITHUHQW FRXQWULHY DQG FXOWXUHV
YDULRXV HGXFDWLRQDO DQG JRYHUQDQFH FRQWH[WYVY 7KHVH G
LVVXHV ZLWKLQ RXU LQGLYLGXDO DUHDV \WW WUHHINVHEKGOHVEY YRH)\
EDFNJURXQGYVY DQG HQYLURQPHQWY :H DOVR XVH# 3 XDIRWVMM RZHV
DU HPREX GV SHIURWVIDEWG OHVYV RI R XYV HDHFNDQOWNRREFW LMNXOHWKH IDLU
WKRVH ZKR DVWBQFRIX ZIDWWKHU ZH DUH RSHUDWLQJ DW LQGLYL
DQG ZKHWKHU ZRUNLQJ ZLWK VWXGHOQRN WY P EUW K H DNFEKKD WR O/\RAIL @
DQG SULQFLSOHV

Confidentiality trespecting the sensitive nature of muélthe information which we receive

Accessibility tbeing approachable for all, regardless of background or ability

Empathy and Respeditreating those who come to us with dignity

Fairness and Impatrtialitgfree from bias and reaching equitable outcomes

Independencetfreedom to act without thirgarty interference

Integrity *being honest and upholding moral principles

Transparency and Consistentfreating all who come to us consistently and ensuring that both

parties understand the process

X Improvement#assisting institutions in learning from casework, and fostering positive change

X X X X X X X

$V (12+( PHPEHUV ZH UHFRJQL]H WKDW ZH ZRUN LQ GLIIHUHQW L
UHTXLUH D KLJK GHJUHH RI GHGLFDW L RVQ HIOF W RMLKH K DLQIG\W KQY Z |
JRRG SUDFWLFH WKURXJK RXU FRQIHUHQFIS¥ USYREOD & BWRRQLVQBIG



ENOHE

European Network of Ombuds in Higher Education

ENOHE CONFERENCE PRAGUE JUNE 2023
PRAGUE MANIFESTO

SUPPORTING THE PROFESSIONAL DEVELOPMENT OF OMBUDSPERSONS IN
HIGHER EDUCATION

In pursuit of ENOHE’s aims of engaging in advocacy and in promoting the further professional
development of the role of ombudspersons in higher education, the following statement has been
issued at the conclusion of the ENOHE Conference in Prague 2023 at Charles University Prague:

1) Following the Rome Ministerial Communique of 2020 where the ministers committed to
developing and supporting the safeguarding of students’ rights and in preparation the aims
of the Tirana Ministerial Conference 2024, it is most important for ENOHE to continue
promoting the development of the university ombudsperson’s role in more countries of the
European Higher Education Area.

2) Aslaid down in its Five Years Plan 2021-2025 ENOHE will continue to work on extending its
membership and collaborating with other Ombuds networks worldwide.

3) After 20 years of ENOHE activities, the Association is committed to extending its
communications services, publications, training activities and internships.

4) ENOHE will seek to support its members in embedding ENOHE Values and Principles into
their professional practice.

5) In order to widen the availability of knowledge in the area, ENOHE will develop ENOHEpedia,
a profession-related on-line thesaurus with information relevant to members.

6) As begun in 2015 with the Innsbruck Descriptors, ENOHE will continue to develop definitions,
guidelines, good practice, evaluation and quality assurance for ombuds offices on all levels,
international, national, institutional, faculty and departmental.

7) In commemoration of Jan Palach, student of Charles University, who burnt himself to death
in Vaclavské Namésti in Prague in January 1969, protesting the invasion of his fatherland by
Warsaw Pact Troops the summer before, ENOHE supports all students and student
movements against current oppression and deprivation of civil and human rights within
academia.
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(12+( &RQIHUHQFH 5HSRUWYV

ENWHESZD]
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(12+( 2FFDVLROBOV3

(12+( 2FFDVLRQDO.BLYWW IHROWURS -RVGEY / HIMERI@MQRWXWV LR QD O
5HODWLRQVKLSYV LQ 7LPHV RI 1HZ 8QLYHUVLW\ ODQDJHPHQW $FLC
(GXFDWLRQ

(12+( 2F¥DRQDO 3DRWHILHLGHGIURKWQJIJH ODQDJHPHQW DQG 1HZ
LQ (XURSHDQ +LJKHU (GXFDWLRQ 2PEXGVLQJ DV D &RQWULEXWL

(12+( 2FFDVLRQDO+IDBHO 1(SSHQEHUJHU ODUNXV .1JL -RVHI /HLGF
7HXZVHQE¥RPSOLFDWLRQV $ULVLQJ IURP 7,QNV B RESXGAEREXPHO L@ SH Q (
$YRLGLQJ DQG 6ROYLQJ 8SFRPLQJ 3UREOHPV DQG &RQIOLFWV LQ

(12+( 2FFDVLRQD O 3TVBUIUF NU&UDV -RVHGYHL GPEXGRBWRUL Q
(GXFDWLRQ &RXQVHOORU 6WXGHQW $GYRFDWH :DWFKGRJ"

(12+( 2FFDVLRQDO O FKBHAWBLHGG\ -RVHHGNL GHIUVYRVW.WLHV 6WX
-XVWLFH

(12+( 2FFDVLRQDO 8®@BUMHNH 1%HLVLHIHO HGMHI /IRVGHRQQURMM VLWLR
'"HILQLQJ WKH 5ROH RI 2PEXGVPHQ LQ WKH '"HYHORSLQJ %RORJQZC

(12+( 2FFDVLRQDO 0IXWBWMIULQHU&RQZD\ -RVHIGMALGROPRRVAMEMHFWLY |
'LITHUHQW 3DWKZzZD\V (PEHGGLQJ 2PEXGVPDQ 3ULQFLSOHV DQG 3
L QVWLWXWLRQV

(12+( 2FFDVLRQDO*HMHWQ GH 6SRQKRO] - R'GREIX HLLGFERIRXBR V W
6FLHQWLIEF 3UDFWLFH

(12+( 2FFDVLRQDO(ZDS*YPXUD YoMMHILWYV Rl 'LVSXWH 5HVROXWLRQ
2UJDQL]DWLRQV 7KH ([DPSOH RI WKH 8QLYHUVLW\ RI :DUVDZ &RC

(12+( 2FFDVLRQDO BDHHD "HJ3HOOHJULQ ,DQ (LVWHAWHU -®VHI /HL
+RXVH OHGLDRRIRQQYLDKHU (GXFDWLRQ &RQIOLFW ODQDJHPHQW

(12+( 2FFDVLRQDO 3RBHIU/HUGH QI UBRBWW D ULIPDD 5 RKVHK £ B\QWO L D Q

BWXGHQW 2PEWX\GRHI® QB KEN QW REDWIHVERWOVULDQ +LIJKHU (G
$UM %HWZHHQ VRIW DGPLQLVWUDWLYH FRQWURO DQG SURDFWL)
&DQDGLDQ XQLYHUVLWLHV WKURXJK WKH H\HV RI D 'XWFK RPEXG

(12+( 2FFDVLRQDO 3DXPU+HUIV -HQQD %YURZQ 1RUBK'DUUHOO
6WXGHQRWEXEQ/G +RZ 2PEXGYV &RQWULEXWH WR &LYLO )DLU DQG 3

(12+( 2FFDVLRQDO 3RBBDOAXSH %DUUHQD $QQD &\ EXONR :ROI +
20tDV 5XL] :HARRARSDWLQJ &RQPAMIRHWLQ &RYLG

(12+( 2FFDVLRQDO &BRO\QU%UHQGRQ &VDED 'pJL/ 3DQDJLRW
YHOLFLW\ OMBIFKHO®O$ QHZ \HDU D QHZ >DE@ QIRU MXH $ED DFDGH
\HDU

(12+( 2FFDVLRQDO Z2RBHRVIDNRZVNL +HOJD 1ROWH 7DPWD 'HPH
(SSNRO@ELQDU +RZ WR VHW XS DQ 2PEXGV RIILFH

(12+( 2FFDVLRQDO 3RBHIU/BHUGHQ|URWW D ULQXDD 5 R\R R Z® QRO
ODQDJHPHQW WKURXJK 2PEXGVPDQ 2IILFHV DW 8 QLH\HWIMLQV GHYV L
FRQIOLFWRYV D5 WIHRYWRWUGRQWDEH ORV HVWXGLDQWHY HQ ODV XQL
SHUVSHFWLYDYV

(12+( 2FFDVLRQDO 3DXPR BHL[RWR -RDQD *RKH G ICOHHPE®PHRIGD
LQWHUQDWLRQDO VWXGHQWY DW 8& LQ D SDQGHPLF FRQWH[W
3DXO +HKWDW FDHYWXIQUYHY GR WR SUHYHQW 3K' VWXGHQWYVY IURP C
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Occasional Paper 1: Student = Institutional Relationships in Times of New University
Management: Academic Ombudsmen in European Higher Education

BacherGottfried : Students as Partners

BarkatJohn : How to Effectively Design an Organizational Ombuds Services

BayodJose Manuel : Ombudsman The University Ombudsman in Spain under the New University Law
of 2001

Birtwistle Tim : The United Kingdom to dopt the Role of an Ombudsman for Higher Education? Late
and on a Voluntary Basis

Bjotveit Maria: Ombuds Services in International Higher Education: A Norwegian Perspective

Holtrop Kristl / Leidenfrostlosef : The European Network for Ombudsmen in HighgucBtion:
Birthplace Amsterdam

Holtrop Kristl : Ombudsman Ombudsmen at the Institutions of Higher Education in the Netherlands
Holtrop Kristl / Leidenfrostlosef: Studerinstitutional Relationships in Times of New Autonomous
University Management and Ademic Ombudsmen: About this Publication .

KasparovskyHeinz : Students, their Rights and Duties in Times of International Educational
Cooperation

KothbauemMax : Turning Theory into Practice

Leidenfrost Josef KronfussHubert: Ombudsmen The Austrian ®adsman for Higher Education: A
Regulator with Teeth?

Leidenfrostlosef: Academic Ombudsing: Historical Notes, Future Challenges

MarholdFranz : Ombudmens as a Remedy

MettingerArthur : The Responsive University

Michavila Francisco : The Role of Universi@mbudsmen in the Building of a European Citizenship
PellertAda : Is it a Relationship at all?

ReddyMichael: Establishing a Statutory Scheme for Resolving Student Complaints in England and
Wales

ScholzStrasseinge : Mapping the Last Three Decades irs#ian Higher Education Legislation
Schwarzmayo HWWLQD 6RPH 3HQGLQJ 4XOHWWNMRQNL RRID C 6 WG BI\W WK
Ombudsmen: An Austrian Perspective

Sodermardacob : How to be a Good Ombudsman

OccasionalPaper 2: Change Management and New Garnance in European Higher Education:
Ombudsing as a Contribution to Quality Assurance

Birtwistle Tim : Higher Education A Choice of Direction?

Brown Jenna: Mediation and Ombudsing in Higher Education

DeechDame Ruth:The Independent Adjudicator feligher Education in England and Wales

Diaz Miguel Angel Esteso : University Governance and Ombudsing: A Challenge for all Sides

Dick Hermans Good Fair or (at least) Sufficient Practice? Ombudsing and Tutoring, Grading and
Supervision

Fiorioli Elisabethy KonradHelmut: The After Bergen Agenda

GomezMoranDolores : Creating Ombuds Offices: The How(s), When(s) and Why(s)

HagerHerbert: The Ombuds Center for Good Scientific Practice at the University of Natural Resources
and Applied Life Sciences Vienna

Holtrop Kristl, RudolphMary ChavezCrasPatrick,RivestMarie JoseSimpsonAnne: Ombudsmen
Overseas: Models of Good Practice
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Holtrop Kristl: The European Network for Ombudsmen in Higher Education: Past, Present, and Future
KinzelWolfgang : Size Mattes! How Small and/or Big Institutions are Dealing with Ombudsing
Leidenfrostlosef: Aller guten Dinge sind drdihird time is a charm

Leidenfrostlosef: The ENOHE Road Map for the Next Year(s)

NeisserHeinrich: Mediation and Ombudsing in the Civil Sdgie

ReddyMichael : Common Standards or Living on an Isolated Island?

SanchezZOHUFHGHV * X W-MHIUDUGHIWLIIRD O 6 WXGHQWYV™ ,VVXHV DQG 2PE)>
Vettori Oliver: The Wirtschaftsuniversitat Wien Student Support Programme

WeigelWolfgang: Indifferent, Coopative or Aggressive

WeikhartAndreas: Between Partisanship and Impartiality

Occasional Paper3: Complications Arising from Interpersonal Dependency

DeechRuth: Wrap Up, Synopsis and Take Home Lessons of the Fourth Annual ENOHE Conference,
Zurich, May17-19 2006

Haller Walter: Globalization and Commercialization in Higher Education: Is Lack of Mutual Respect
the Result? A Challenge for the OmbudsriaasPatrick: A Process Oriented Approach and
Benchmarking

Hell Daniel: Dependency and ResponsibilitySapervisory Relationships

Leidenfrostlosef: The ENOHE Road Map for the Next Years

~NJ

Occasional Paper 40mbudsmen in Higher Education: Counsellor, Student Advocate, Watchdog

BayodJosé Manuel:Counselling, student offices and ombudsman, how dortlate? My view as an
ombudsman

BogaertCis Van Den: Administration and Transparenéycontradiction per se?

DeechRuth : The Student Contract

Derijcke Luc: Management School Conflict management

GomezMoran 'RORUHYV 6WXGHQWYVTY (W Ki€sL FheDOpnBudantad Wsxad Bgent bfY HU V L
Institutional Change

PictonCliff: Ombudsman as MuHiole Practitioner in a Complex Environment

ReddyMike: The Ombudsman as the Watchdog of the Educational Process
SimpsonAnne,OakesPenny: Models for complaint halimy in universities Implications for the
Ombudsman

Van SchravendijiC.: Fraud and plagiarism

Vettori Oliver: See through transparenciBenefits and Dangers of a new communicational paradigm
in HE

OccasionalPaper 5: Universities, Students and Justice

Abad-Garcia Pilar: How the University Ombudsman adds Value to Bologna: (human) Quality
Assurance (hQA)

Ansari Selman: Removing Students from Halls of Residence: A Practical Guide for Universities

Attle Gary: Academic Collaborations: Some Contractuallane Diligence

Barrett David: Widening Student Participation in Universities: An Overview
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Bayod José Manuel: All about being a Campus Ombudsman at a Spanish University.

Bennett Geoffrey: Student References: Some American Comparisons

Birtwistle Tim: Bolognawithout Tears: An Overview

Birtwistle Tim: Improving Dispute Resolution

Blacknell Alex: Report on Workshop 3C: The Disability Challenge: To Compliance ant Bevond
Bott Richard: Why Campus Ombudsmen are a good thing, Northumbria Univeksitgw Departur@
Carter Katie: Report on Workshop 4A: From Student to Professional

Challis Robyn: How can the Social Model of Disability help us reduce Numbers of Complaints from
Disabled Students, and Others?

Cottrell Stella: Widening Student Participation in UniveesitiFinancial Support (UK)..

Dandrige Nicola: Equality Challenge Unit.

Draper Fiona: Academic Appeals and Mitigating Circumstances

Draper Fiona: Report on Workshop 1C: Resolving Complaints Early: What's Stopping it?

Drew Tony: Mental Health and Studentsi ®verview

Fournier Georges: University Mediation a la Francaise: The Rennesl Example

Gow Lan: HE Strategic Alliances with Special References to China

Hackett Chris: Dealing with Graduate Student Complaints

Harris Neville: Student Complaints Handling ingHer Education Institutions: Survey Findings and
Implications

Hohls Siobhan: Report on Workshop 4B: Academic Appeals and Mitigating Circumstances: The
Ombudsman's View

Howard Colin: Notes on Resolving Complaints Early: What's Stopping it?

Hyams Oliver: TheManner in which Public Law affects the Provision of Higher

Ixer Graham: The Case for Student Registration

Knowles Craig / Mitchell Felicity: Role of the Courts Questionnaire GlRole of the Courts
Questionnaire

Knowles Craig: Report on Workshop 1E: HogtInternational Students: The Risks

Knowles Craig: Report on Workshop 3D: Students Contracts, Codes and CHatézrmtional Law
and Practice

Leidenfrost Josef: Academic Appeals and Mitigating Circumstances, The Ombudsperson's Role
Perspectives from éstria

Leidenfrost Josef: Student Complaints and Appedlemparative Approaches of the Courts, A View
from Austria

Mawii Salima: Student Litigation in England & Wales

McLuckie John: An Introduction to the Scottish Public Services Ombudsman

Mitchell Felidty: Providing Student References: What should You Say and How should You Say it?
Niamh Sherwood: Why Campus Ombudsmen are a Good Idea

Nuckley Jo: Report on Workshop 2C: Diversity and Ombudsmen

Nutt Diane: Student Dreput: The New Reality?

Nyabadza Rosemga Hosting an International Student

Olohan Sally: Putting Principles into Practice

O'Neill Jane: Staff and Student Training at the University of Leeds.

Owen Derfel: QAA and the Student Voice

Palfreyman David: UK Higher Education Law Update...

Pell HelenaStudent Complaints and Appeat€omparative Approaches of the Courts

Picton CIiff: Financial Support for Students: Different Approaches, Common Issues?

Picton CIiff: The Australian Experience

Pinnell Chris: Report on Special Session B: Students and Mésdth.

Pinnell Chris: Report on Workshop 2B: Dealing with Plagiarism....

Reece Susanna / Jo Nuckley: The Disability Challenge: To Compliance and Bevond..

Reece Susanna: An Introduction to the Office of the Independent Adjudicator for Higher Education
Rivest MarieJose: Learning from Complaints: Convincing the Powerful.

Rivest MarieJose: Mediating Student Concerns: The Risks

Robillard Kirsten: Working with Challenging Behavior: A University Ombudsperson's Experience in
Quebec

Saénz Leoncio Lara: UnivetgiOmbudsman: The Mexican Model
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Sharpe Natalie: Academic Appeals and Mitigating Circumstances, An Ombudsperson’'s View, The
Canadian Scene

Shepherd Kay: Learning from Complaints: Persuading the Powerful

Shepherd Kay: Report on Workshop 4C: OIA/Scottish ieu#rvices Ombudsman Round Table
Sherwood Niamh: Report on Special Session A: Update on UK Higher Education Law

Slater Adrian: Student References, ENOHE 2008

Varnham Sally: A Matter of Contract?

Varnham Sally: Student v University in Australia and Newlaied: who, why, how, where?.

Walton Helen: Panel Discussion and Closing Remarks

Walton Helen: Student Dropout, The New Reality Pat Sponidegirning from Complaints: Persuading
the Powerful

Willams Donna Douglass / Dolores Gordpran: Diversity and Cultal Competence for
Ombudspersons

Williams Peter: Quality Assurance

Wiltshire Imogen: Resolving Complaints Early: The Students' Union Adviser's Perspective

Witts Patricia: Dealing with Graduate Problems

Woollen Victoria: Report on Workshop 2D: ListeningStudents

Occasional Paper 6: Lost in Transitions? Defining the Role of Ombudsmen in the Developing
Bologna World

Abad-Garcia Pilar: Implementing Bologna: The Impact on Campus Ombudsmen Observations from
Spain.

Baumann Bastian: Students' View on Ombds and the Importance of their Activities for the Basic
Values and Principles of the University

Behrens Rob: Public Consultation to develop the Students Complaints Resolution Scheme in England
and Wales

Beisiegel Ulrike / Leidenfrost Josef: The Highemgdtion Ombudsman in Times of "Bologna"

Beisiegel Ulrike: How to Promote Research Integrity

Birtwistle Tim: Improving Dispute Resolution in Higher Education Projéagland.

Cras Patrick: How to Investigate Scientific Fraud?

Deech Ruth / Josef Leidenfto®©verview on ENOHE developments and activities.

GomezMoran Dolores: Student Rights and GrievancAsShort Outlook

Juros Luka: The Most Current Status of the Introduction of the Student Ombudsman in Croatia

Lara Leoncio: The Mexican University Ombudsmadefending (not only) the Disabled ....

Leidenfrost Josef: Do Tuition Fees Increase the Quality and Efficiency of "Bologna" Universities?
Sharpe Natalie: The Role of the Ombudsman in Promoting Academic Integrity: A Canadian University
Steneck Nick: Th&ole of the Ombudsmen in Fostering Integrity in Research

Varnham Sally: Up with Students' Rights Down UndeBQLYHUVLW\ A2PEXGVPHQ LQ $>
New Zealand

Occasional Paper 7: Common Objectives, Different Pathways: Embedding Ombudsmap
Principles and Practices into Higher Education Institutions

Abad-Garcia Pilar: Building Bridges: University Ombudsmen and University Cooperation in the post
Bologna European Higher Education Area

Behrens Robert: The Pathway Project: An Ombudsman's Roadmap forxtieivneYears

Blaettler Andrea: ESU and its Perspective on Student rights and ombudsmen in Higher Education
Brown Jenna / Reddy Mike / Wohl Jim: Learning by Doing:
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Conway Martine / Leidenfrost Josef: Vienna through the Rearview Mirror

Cornejo Luis AdolfoVeliz: How to Create an Ombuds Organism at the Pontifical Catholic University
of Pera?

Farrell Nora: Challenges to Impartiality

Gadesmann Gundi: Problem solving in the Elhe European Ombudsman

Gidoomal Ram: Independence and Governance: (In) compatible?

Heslep Cathryn: A New UniversityAddressing Diversity

Jacobson Robyn: Restorative Justice: A Viable Option for&@muemic Misconduct?

Kiend-Wendner Doris: The Powers and Tasks of the Ombudsman in Institutions of Higher Education
Kostelka Peter: ReacharOut to Citizens

Marinovic Jure: An Overview of the Student Ombudsman at the University of Zagreb.

Morley Ray: Higher Education Ombudsman and Diversity Iss@sidering the Australian Point of
View

Mulliner Karl Andrew: Establishing an Ombudsman fag thifelong Learning Programme in Austria
Challenges and First Experiences

Petermandl Monika: Small and Beautifdlow Austrian Universities of Applied Sciences are Dealing
with Student Complaints: The Example of the FHWi&tudiengdnge der WKW

PichlerStainern Christian: Quality Management and ISO Standards within the Austrian Agency for
International Cooperation in Education and Research (G&AIbH)

Picton Clifford / Birtwistle Tim: Things | wish | had known when | started as an Ombudsman:

Séaenz Lard_eoncio: Latin American University OmbudsmerBuilding Better Environments an
Fostering Social Change

Sharpe Natalie: Online Bullying, Discrimination, Harassmd®evising a University Protocol

Sjostrand Christian: Complaint Management, Students' Ragidsthe Principle of Public Access to
Official Documents: Experiences from Sweden

Sponholz Gerlinde / Nolte Helga: Core Curriculum for Development of Scientific Integrity: Lessons to
be Learned for Higher Education Ombudsmen

Tim Birtwistle: The Importancef the Use of Language, Terms and Titles in Higher Education Life, for
Faculty and Students

Vicini Sandro: Dealing with Systemic Issues: Strategies for Solutions in the University Context
Weigel Wolfgang: Conflict Management Revisited: Remarks and Olismigeon the Status of the
University Ombudsman

OccasionalPaper 8: Sponholz Gerlinde / Leidenfrost Josef: Curriculum: Good Scientific Practice

Occasional Paper 11: Herfs Paul: Ombudsing at Canadian universities through the eyes of a
Dutch ombudsman

Leidenfrost Josef / Rothwangl Anna.DWKDULQD 7KH $XVWULDQ 6WXGHQW 2PE
ULJKWV® DQG 3VWXGHQW REOLJDWLRQV™ LQ WKH $XVWULDQ

administrative control and proactive syntegration

Occasional Paperl2: Herfs Paul / Brown Jenna / Farrell Nora / Meiser Ursula: PhD Students and
Ombuds: How Ombuds Contribute to Civil, Fair and Productive PhD Trajectories




Occasional Paperl3: Barrena Guadalupe / Cybulko Anna / Hertlein Wolf / Olias Ruiz Emilio:
Webinar Comparing Concerns in Covidtimes

Occasional Paperl4: Brendon Carolyn / Dégi Csaba L. / Kavouras Panagiotis / Mitchell Felicity:
Webinar A new year, a new [ab]normal: Adapting to Covid19 in the new academic year

Occasional Paperl5: Kosakowski Tom / Ndte Helga / Demetradze Tamta / Epperson Brent
Webinar How to set up an Ombuds office

Occasional Paperl6: Leidenfrost Josef / Rothwangl AnnaKatharina: Conflict Management
through Ombudsman Offices at Universities in Austria: Status and Outlook

Occasional Paper17: Herfs Paul: What can universities do to prevent PhD students from
dropping out?

Peixoto Paulo | Gomes de Almeida Joana: The dilemma of international students at UC in| a
pandemic context
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Am§terdam, September 2002 Secretary Bureau Ombudsman UvA
Subject: Proposal meeting European Ombudspersons Contactperson: Saskia de Haan
Tel.:+31 (0)20 525 3798

Fax.: +31 (0)20 525 3797

E-mail: sdehaan@bdu.uva.nl

Dear colleagues,

In the summer of 2001 I started to establish contacts with European ombudsmen in the field of higher
education in order to exchange experiences gained during our work. The result was that contacts have been
established with ten educational ombudsmen in six different countries across Europe.

Many of you were enthusiastic about the idea of creating a network and indicated to be interested in
attending a meeting during which European educational ombudsmen could interchange their experiences.

In the meantime I have attended two conferences of the University and College Ombuds Association
(UCOA) in America and I have established contact with a small group of European ombudsmen from The
Ombuds Association (TOA).

Now I would like to try to organize a first meeting for European ombudsmen in higher education.

Consequently I would like to make the following proposition to get together.
To organize a two day ‘conference’; date: 24 and 25 February 2003; location: Amsterdam.

My idea would be to start Monday the 24th in the afternoon and continue Tuesday till noon.
No schedule has been made yet for those days, since first I would like to know how many of you will be able

to attend this meeting.

Hereby I would like to ask you if you could let me know whether you are in interested in this meeting in the
first place, and if the place and date are convenient for you.

Any suggestions and alternative proposals are welcome and if you have any questions or remarks, please do
not hesitate to contact me.

I am looking forward to hearing from you.

Yours sincerely, X :

UNIVERSITEIT VAN AMSTERDAM

M.C. Holtrop

Conference

European Ombudsmen in Higher Education

Universiteit van Amsterdam

Februacy 24 & 25, 2003




ENOHE 4t ANNUAL CONFERENCE

European Network

Ffor Ombudsmen i
Higher Education

Home
Organisation
Plenary Topics
Programme
Speakers
Registration
Accommodation
Where to find
Social Events

} Zurich, May 17-19, 2006

Main Topics of the Conference

The 4th Annual Conference of the European Network of Ombudsmen in Higher Education (ENOHE)
will be held from the 17th to the 19th Mai 2006 in Zurich, Switzerland. The ENOHE 2006 conference
will be jointly hosted by the Swiss Federal Institute of Technology (ETH) and the University of Zurich.
This years central topic will be :

"Complications arising from interpersonal Dependency”

"The Ombudsman’s Role in Avoiding and Solving upcoming Problems and Conflicts in
Institutions of Higher Education™

The conference will be held both at the ETH main building and at the Stockargut of the University.
Both locations are centrally situated side by side on top of the Old City of Zurich. We are proud to
invite the ever growing network of academic ombuds institutions within Europe and beyond to
exchange knowledge and pick up ideas as how to do ever better ombudsing.

Conferene Homepage 2006

_ ¢ ,OPEN SPACE"
Any other ideas, comments, suggestions, or complaints:
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O BE INCLUDED IN ENOHE's 2006 ANNUAL CONFERENCE: |

Niediafion — |

Feedback from a conference participant
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RED DE DEFENSORES, PROCURADORES Y TITULARES ‘
DE ORGANISMOS DE DEFENSA DE LOS DERECHOS M}\m C\y
UNIVERSITARIOS A.C.

REDDU

Dr. Josef Leidenfrost
Leiter der Studiemndenanwaltschaft

Dear Dr. Leidenfrost:

In the name of the University Ombudsmen Network (Red de Defensores,
Procuradores y Titulares de Organismos de Defensa de los Derechos
Universitarios, REDDU), T am pléased to invite the Bundesministerium fiir
Wissenschaft und Forshung to be proposed by the undersigned as an Honorary
Associate of the Network so that once we receive the request for affiliation, the
REDDU Executive Secretariat may commence the corresponding procedure.

At the next REDDU mecting which will take place in June 2007 in the city of
Acapulco, México, our President M. en D. Joaquin Bernal Sanchez will submit
to the Plenary Assembly of the REDDU the formal incorporation of the
Bundesministerium fiir Wissenschaft und Forshung as an Honorary Associate
of the network.

Sincerely,
Cd. UniveTitaria, D. F. June 5th de 2007

e S,
Dr, Leoncio iara Séenz
REDDU Exécutive Secretary

c. ¢ p. M. en D. Joaquin Bernal Sénchez, Presidente  de la Red de
{68 ) / Defensotes, Procuradores y Titulares de Organismos de Defensa de Jo
. Derechos Universitarios.- Presente.
~ Atodoslos Asociados. Presentc.

S,

DEFENSORES, PROCURADORES Y TITULARES DE ORGA
st Emot sodame i D DEFENSA DE LOS DERECHOS UNIVERSTARIOS
Fticia “0". 2 e, ona Cullural. Ciucoa Urverstige, . 04510, g ‘
Tl 36226222 0l 24, Fexx: 56.08 5 9 O MOKEo, OF,

Making connections with Mexico
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Esta semana en

la Catolica (i

e Seminario internacional:
cion: Profesor Emérito Ciencia, tecnologia e industria en Israel

; S

 PH.D. MANUEL
TRAJTENBERG
(Israel

Universidad de Tel Aviv

Director del Sistema Nacional de Educacion
Superior de Israel. Investigador asociado de la
National Bureau of Economic Research de Estados
Unidos y del Center for Economic Policy Research
en el Reino Unido

Viernes 27 de agosto, 4 pm.

Maestria en Economia

Auditorio de la Facultad de Ciencias Sociales
- e e

DRA. MARIA T.
GONZALEZ
(Espana)

Universidad Politécnica de Madrid
Defensora universitaria. Presidenta de la

C ia Estatal de D: Universi
de Espaiia. Especialista en petrofisica,
conservacion y tratamiento de los materiales

pétreos

Connecting with Peru, 2010
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INVITATION

Dear ENOHE friends and “activists”,
you are most heartily welcome to an “Open Town House”

the ENOHE Madrid conference

time: Monday, June 27, right after the last session of that

afternoon,
- room: Universidad Europea de Madrid, Aula B201

" with the following topics to be dealt with:
ot ¢ ENOHE conferences:
g -Vienna 2010 flashback
-Madrld 2011 stocktaking (new countries!)
-2012 proposals

meeting during

Mrs

ik 5

¢ ENOHE media:
-ENOHE Occasional Papers
-ENOHE News Newsletter
-ENOHE homepage
-ENOHE L- listserv _

* ENOHE projects:

higher education and public ombudsmen:
a comparative study

~ statutes / bylaws:
te of the art
rther procedures

1 us to discuss all these issues and any
nnlnu up

Open Town House Madrid (2011)
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Department for Business

OIA BIS

Receive d Innovation & Skills
18.0CT 2012 The Rt Hon David Willetts MP
Minister for Universities and Science

Mr Rob Behrens Our ref: 310817

Ig&ependent Adjudicator & Chief Executive

Third Floor

Kings Reach

38-50 Kings Road

Reading [{ October 2012
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UPDATE ON OIA ACTIVITIES

Thank you for your letter of 25 September in which you provide a helpful
update on OIA’s activities and raise concerns about the implications of the EU

Directive on Alternative Dispute Resolution.

Your update is very timely and | agree that it would be useful for us to meet for
2 detailed discussion of the OIA’s work and your future plans. Please contact
Simrat Dhillon in my office, telephone 020 7215 5519, to make arrangements.

am ware of the EU Directive on Alternative Dispute Resolution and its
( el ft;gyi;pact on higher education and the OIA Scheme. UK government
POz re an exemption for higher education, but |

beeir s ill trying to secu
officials are Silyno ! he OIA to become an EU Designated Body —

‘ illingness for t \
Vl;‘e‘ﬁ?‘ﬂﬁey (;L;(remg;?c?n be lost. | recognise your concerns on handling the
~ shoul

: ' i d will ask my officials to keep in close contact with
B pl- montation Ul date meeting with Bev
e T le(' understand that you had a very useful up g

1as on 9 October).

2[IRUG TKUHWH QLY FRPLQJ
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EHEA Rome Ministerial Communiqué November 2020, Anex I
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JLYH 4XHVWLRQV IRU WKH )XWXUH

1. If you were president/vicechancellor/rector of a university, would you install an ombuds office
and if yes, why?

2. What is the ideal profile of a potential ombudsperson in higher education?
3. Do ombudspersons needn official status (e.g. by a charta) in order to work effectively?

4. How important is it to raise awareness and educate the university community about the work
of ombudspersons in higher education and how is the best way to do so?

5. How has the roleof ombudspersons changed in the last 20 years and what are the most urgent
guestions ombuds offices / ombudspersons need to prepare for in thenext 20 years?

Five answers from Alicia Booker, President of the International Ombuds AssociatioiOA)

Ad 1:

I would install an ombuds office. Where there is hierarchy there is positional .pbviexl the
opportunity to hear themes of concerns from all leveth®liniversity offer leadershipsight to make
informed decisions.

Ad 2:

The ideal profile of ammbuds is one who understanithe dispute systems of highestucation or has
institutional knowledge of how thdynction, in addition to havingractical application skill of various
alternative disputeessolution intervention methodénediation, faciliation, dispute systems analysis
and design, negotiation, coaching, etc)

Ad 3:
Yes, | believe the charter governs the office pratects the office. Due to tle@nfidentiality of the
UROH LWV &ve parathgtesWihidhRvekvarkderstood.

Ad 4.

, WKLQN LWYV LPSHUDWLYH W KD We 3FkeR B2t wkh@éhHictZakdiEvihglaW KHL U R
safe space to discuss concerns is essentialu@sserving as thought partnersh leaders on conflict

reduction and management taiques has aippling effect toimprove university experience. | think

sharing the Omlals at orientation and using thenbuds office for group concerns is a great way to

show the value of the role.

Ad 5:

7KH UROH KDVQYW FKDQJHG V RtidatedWitrEhe\&duaréekdnl/thd RtWdyWH Q VR SK
alternative dispute resolution, manynbuds have arrived to the field with an extensive skill set for

conflict managementonflict reduction and conflictesolution. | think Ombuds need to prepare for

more rigorin quditative and quantitativeesearch methodology to supportogtfs in communicating

concerns of visitors. | algaredict more clarity and advance training opportasifor the Ombuds career

path.
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Five Answers from Carolyn Brandon, President of the Assoation of Canadian College and
University Ombudspersons (ACCUO)

Ad 1:

Yes. The Ombuds office serves as an early warning system of systemic problems. Focusing on
prevention promotes compliance with university regulations that may prevent costly leigsl dadt
potential reputational damage to the institution. Ombuds offices also foster positive and inclusive
learning and working environments.

Ad 2:

The ideal Ombuds should be knowledgeable about the university including its policies and governance
strucures, the applicable laws that apply to universities including administrative law. They should also
be trained in alternative dispute resolution, including mediation, and ideally have a graduate degree.

Ad 3:

Yes. It is very important that Ombuds haveRe¢ Rl UHIHUHQFH WKDW DUH DSSURYF
highest governing bodies. Among these should be terms protecting the Ombuds from being terminated
without cause. Such terms of reference ensure that the Ombuds may operate independently without
interference from administration, provided that they act within their mandate.

Ad 4:

The Ombuds role is not well understood by students, faculty or administrators. Awareness of the role of
the office may act as a deterrent to maladministration. Awareness afi¢hi@areases the likelihood

that members of the university community will approach the office when they have concerns or
complaints.

Ad 5:

Fundamentally, the role has remained the same; but what has changed is the range and complexity of
issues that a lgher Education Ombuds may encounter. Some of the new points of tension involve the
changes that came about as a result of the pandemic, including the shiliine aomd virtual activities

that alter the student experience. Tensions also arise fromittiegstiemographics of universities as

they become more welcoming of ntmditional students particularly those from equiserving

groups. Furthermore, in recent years, greater numbers of students have been reporting high levels of
depression and anxie Students experiencing mental health concerns may be more likely to experience
conflicts and are less likely to be able to manage them.

The role of universities in society has also changed as they have increased the number and size of
professional prgrams. In many cases, universities are gatekeepers to lucrative professions, so students

are more likely to complain when they believe their future prospects are threatened. Universities are no
ORQJHU VHHQ WR EH LQ 2ORFR Sdisitsdertsy So Btedéhtsuk dp@akickuH EHV V
when they encounter injustice

Five answers from Dragan Mikulov, President of the European Ombudsman Institute

Ad 1:
Yes, | would install university ombudsman, because there is a lot of malatdatioisat the universities
as well as in other organizations.

Ad 2:
From my point of view, it should be well experienced lawyer.

Ad 3:
Yes, of course. Without official status ombudsman cannot work effectively.



20 Years ENOHE: boking Back- Looking Forward
Celebrating the first 20 Years of our Association

Ad 4:
A series of presentation of this titation in different parts of the univeresities.

Ad 5:
Ombudsman should get more formal authorities in order to be able to influence the administration.
Personal and moral authorities are not always enough.

Five answers from Rob Behrens Parliamentaryand Health Service Ombudsman,
United Kingdom

Ad 1:

I am Chair of Governors at a wonderful new University (ARU Peterborough) in a socially deprived part
of England. We are fully committed to outstanding student experience, effective student services, a
strong student union and transparent dispute resolution mechanisms. However, legislation in England
and Wales provides for a national higher education Ombuds (OIAHE) acting as a final, independent
mechanism to resolve disputes. Since one Ombuds shouldenendaged in adjudicating on the
decisions of another Ombuds, in England and Wales universities do not appoint university Ombuds, but
work closely with the OIA and submit to their investigativegedhents. The system works well.

Other jurisdictions havieo national higher education Ombuds and so individual universities legitimately
LQVWDOO D XQLYHUVLW\ 2PEXGY 7KH WULFN KHUH LV ILUVW WHF
RQ WKH VKRXOGHUY DQG VHFRQG BEmbug@s/iérd th®uhiwrkity hurga@ HSHQ G
resources function.

Ad 2:

7KHUH LV QR pLGHDOY SURILOH JLYHQ WKDW XQLYHUVLWLHV YD!
roles of Ombuds vary too with some focusing on advice and mediation and others ogatieesti

However, first, the Ombuds should have had personal experience of being a student in higher education,
ensuring essential empathy with service users. Secondly, the Ombuds should be committed to
independent engagement in disputes so that fairnesguatice are the aims, not loyalty to the
institution. Third, in demonstrating empathy, the Ombuds must also be strategic, analytical and rigorous

in being able to work through complex situations and working through the implications of what has
happenedFourth, the Ombuds must have tenacity and resilience in abundance, combining this with
humility, and not wanting to be popular.

Fifth, and last, the Ombuds must be committed to networking inside and outside the institution, learning
from others and usg the exchanges to develop collegiality and support in what can be a lonely position.

Ad 3:

Absolutely. Yes ! Informal structures allow negligent institutions to evade responsibility. The Venice
Principles on the Protection and Promotion of the Orsimach were adopted by the Venice Commission

in 2019, and by the United Nations General Assembly a year later. They set out core standards for
national Ombuds schemes and recommend all national schemes should be entrenched in law.

When the UK Government chged the domestic law to adversely affect my ability to investigate very
serious health service incidents, | took the case to the Venice Commission and won its unanimous
support. The same principle applies to university Ombuds.

Where there is no nationhigher education Ombuds (Austria, England and Wales) universities should
entrench the ombuds role in their governance statutes. Most now do so.

Ad 4:

Every Ombuds has the challenge and duty to raise awareness of what we are for and what we do. In The

Art of the Ombudsman: leadership through international crisis (IOI/PHSO May 2021) a study of 53
Ombuds schemes in 32 countries, more than 80 per cent of respondents reported that their biggest
FKDOOHQJH ZDV pWKH SXEOLFTV OD bNhé&roleNoQtReZOmbu@sIH DQG XQGH!
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We all need to be visible, accessible, and transparent in what we do. To demystify our role we need to
SXEOLVK GHFLVLRQV ZH PDNH ZLWKRXW FRPSURPLVLQJ FRPSOD
ELNHVYT WR UH D Rrerdbl¥ gomiditskuRikely toy ecome to our offices.

Ad 5:

| first became an Ombudsman in 2006 as Complaints Commissioner to the Bar Standards Board in
England and Wales. A year later | researched and wrote A Strategic Review of Complaints and
Disciplinary Processes (Bar Standards Board 2007), a study involving a thousand respondents . In
hindsight this is a critique of selégulation in the Ombuds world and failures in making systems
independent and accessible, failures in communications with co@pia and prospective
complainants, and a lack of proportionality in decigioaking rules.

Ten years later, in Being an Ombudsman in Higher Education: A Comparative Study (ENOHE, 2017),
we found that while selfegulation was on the retreat, not adége had changed. Higher education
ombuds claimed their biggest challenges included a lack of independence, access to resources, to
students, and to a network of colleagues.

The biggest challenge was perceived to be able to focus on personal growtioeghis the heart of
ZKDW ZH QRZ KDYH WR GR JRLQJ IRUZDUG DQG LW LV ZULW ODU.,
the action strategy emergifigm The Art of the Ombudsman .

We need to continue to struggle to fashion and utilize every possibsldnigaand professional
development opportunity. We need this so that we are better equipped to be empathetic, ethical, leaders
bridging operational and strategic challenges in a world that, as yet, hardly knows us.

Five Answers from Urenda Qudetzu Navarro Sanchez President of the Mexican Network of
University Ombudspersons REDDU

Ad 1:

Yes. The University ombuds offices have an important role in the promotion and defense of human
rights. These offices serve the university community as aeétstance to learn their academic rights

and how to approach authorities, or report situations that affect them.

In addition, Ombuds offices at universidad are vital to guarantee that even if their rights are violated,
university authorities will genematsolutions for the community to continue with their activities in an
environment of respect and harmony.

Ad 2:

Ombudspersons must act with empathy, care and humility to exert their power of opinion. Ombudsman
offices at universities must act with knowtge of the insistiendo culture, a deep ability to actively listen

to the communities' concerns; and work through university diplomacy to assist in the articulation of
actions that maximize the community's wiedling.

Likewise, the ombudspersons should havefessional experience in university life, to better assist
colleagues in finding solutions to particular issues; or suggesting wide ranging changes to improve
university policy.

Ombudspersons in higher education benefit from deep familiarity withmugtas to frame problems

in the university space, from a perspective that allows identifying inequalities, discanjipedctices,

and unfair actOmbudspersons should also act prudently, that is to say, deciding about the appropriate
actions to solg problemgroportionally and efficientlyAlso, ombudspersons should know the structure

and competence of university authorities, the University regulations, as well as the procedures that are
available for community members to complain about their rights
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Ad 3:

Ombudspersons must be recognized by authorities and the legal framework of the university as
independent, impartial and confidential, to legitimize and strengthen their actions to assist the university
community in the identification and soluti@f difficulties in the university space.

Ad 4:

It is of the utmost importance that the university Ombuds office is close to the community. Several
aspects of this relationship matter: university communities should live intensely by the principles of
academic freedom. Also, universités must contribute to educating human beings, not only scholars:
attitudes matter. Promotion and defense of academic rights, to strengthen a university environment free
of violence, inequalities, and discriminatory practi@es, also goals to live for in University life.

Also, communities must know they can ask for help. To request the intervention of the ombudspersons
must be a right, freely excreted.

Every outlet for university information is useful as a channel for thdudis office: social media,
booklets of academic rights, conferences, academic rallies, academic articles, university courses.

Ad 5:

guestions ombuds offices / ombudspersons need to prepare for in the next 20 years?

The ombudsperson's offices in higher eation have become necessary to preserve the legal university
order and protect academic rights.

In recent years, Ombuds offices have shared the insistiendo space with an ever growing number of
offices with more specific and more invasive mandatesletd with issues such as gender violence,
bullying, discrimination, suicide, and inclusion people with disabilities, indigenous peoples, migrants.
The Ombuds role must navigate these structures, and assist the whole university apparatus work to
increase esryone's rights.

Five Answers from Jose Manuel Bayod, long time ombudsmg2001-2011)of the Universidad de
Cantabria in Santander, Spain

Ad 1:

Yes, for several reasons:

First of all, the ombus office is useful for the education of students asnsittecause the office will

help the students to learn to listen and understand positions and argumentations opposite to their own,
to work out negotiated solutions; as an alternative to legal (or otherwise) fighting, but also as an
alternative to excessiwesignation to bring near opposed parties in a specific issue the potential benefits
of using dialogue (which is the main item in the ombudsperson tool basket), to address conflict
situations.

An ombudsperson may deal with particular cases or withgmabthat only affect a very small number

of students or even a single person. Demaocratic universities have in their structure enough bodies where
rules are approved by a majority or by general consensus. However, particular cases may need a different
chamel where adaptations, even exceptions, might be pondered.

Students (and also sometimes teachers or staff) are often not aware of the real limits or restrictions that
a rector or a manager faces when they make a decision.

The ombuds office helps the whananagerial system of the university, by improving the understanding

of some decisions made by professors or by potiekers. In my experience, quite a few complaints
disappear when a fair explanatia provided to the complainanthe ombudsperson mayelp in
preventing future conflicts, by pointing out problems that have not surfaced yet. University authorities
can occasionally refer students to the ombudsman as a resource. E.g., when they want to make a decision
that is sensible but exceptional ahey are happier with a report byetombuds approving/endorsing

it. My last reason would be selfish: if | were rector, the ombudsperson would get me out of some
problems
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Ad 2:

Someone whdknows the university milieu; universities are somewhat peculititions

is not very young; the ombudsperson should and be quite knowledgeable of academic lifailahd sho
have enough life experientea professor; this helps the ombudsperson to enjoy some authority (in the
sense ofuctoritas) in academic issuggscommunication skills, both in public and in private settings

Ad 3:

Yes. In my opinion a basic feature of the ombudsperson is being independent from the management
and the academic authorities. Hence, they should enjoy some kind of protection sottsitecheannot

be punished for his or her recommendations. An explicit, and high level, statementpodtéetion is

very convenientDuring my tenure, when dealing with a teacher, a department head, etc., sometimes |
had to emphasize that | had an affienandate by the Senate of the university to interfere in that issue.
Such a clear mandate does help

Ad 4:

Yes, it is importantAs it was pointed out above, the work of ombudspersons has a deep educational
value, hence it should be regarded asra part of theV W X Geikp@rhfa/So often, students do not

pay much attention to the existence of an ombuds office in the first place. Its existence should be more
visibly highlighted in the general info for new students

Ad 5:

In the last years sevédrelicate issues that may concern the ombudsperson office, but were not as visible
as they are today, have emerged; examples: sex abuse, discriminations for various reasons, freedom of
speech, etcln my opinion some of these, like sex abuse, deservéfiaa especially devoted to them.

The ombuds office should help and cooperate with these special offices with its own tools, e.g., with
confidentality when the problem ariseQthers, like freedom of speech, should fit in the job of the
ombudsperson; it would be nice to devote a whole European conference to that issue

Five Answers from Nadine Mailloux, President of the=orum of Canadian Ombudspersons

Ad 1:

Yes | would sine | firmly believe that it is a clear signal to send to the community that this is a mature
organization who is secure enough and transparent enough to get criticized and grow and evolve in its
practices.

Ad 2:

An experienced jurist (or from another digaie) with mediation skills and open, inclusive and
transparent philosophy of action. If | may add, somebody who understands the essential characteristics
of an ombudsman.

Ad 3:
Yes they do. This is the cornerstone of the trust it needs to instadl aothplainants. Same when they
QHHG WR FKDOOHQJH WKH DGPLQVWUDWLRQYV GHFLVLRQV

Ad 4:

It is always important to do so in every community. | am not familiar with the academic context but |
will say that explaining the role, reaching out to stakeholder&e yaurself available and visible is the
best way to succeed.

Ad 5:

The matters submitted to ombudsmans are much more sophisticated today, more complex. The most
urgent is, for many ombudsmans, to insure the survival of their office and/or to maiataiesbources

and activities. | would say, human rights and EDI matters are the ones that ombudsmans have to adapt
to and make sure they possess well in order to be beacons and visionary.
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