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In a dispute between an individual and a company there is an ombudsman. Ombudsmen also exist in disputes between taxpayers and the government. The role of the ombuds in dispute resolution is described on pages 200-201 of the textbook. This video describes the role of an ombudsman (or ombuds) beyond the person’s role in an organization. There are many disputes in which an ombudsman is used such as between an individual and an insurance company when the insured person believes his or her rights have been violated. 

	The ombuds can be described as a neutral practitioner who provides confidential and informal assistance in resolving a conflict or dispute between two parties. Another title given to the ombudsman in the video is “public advocate.” He or she is supposed to provide you impartial assistance in resolving your dispute and works independently and confidentially.  

	A major way in which the ombuds is useful is to prevent the necessity of conducting a formal investigation about a dispute. He or she facilitates the two parties resolving their dispute. By not taking sides, the ombuds can help a fair decision be reached in the dispute. To reach a fair decision, the ombuds conducts a comprehensive investigation of what has taken place on both sides of the conflict. (Again, this is not a formal investigation with legal implications.)

	The role of the ombudsman traces its roots to Sweden. As in the past, the ombuds is confidential and credible, and bases his decision on what is fair. He or she does what is fair and recommends rather than decides. When the ombuds is investigating an organizational problem he or she will approach systemic failures in an organization such as insufficient mechanism for workers to have their complaints heard and investigated. 


Questions for Thought and Discussion

1.	How easy would it be for you to hire an ombuds to help your resolve a dispute with an 
employer or company with whom you are in conflict?

As you will discover from an Internet search, it would be much more difficult than the video 
suggests, to find and hire an ombuds to represent you.  You will not find a list of ombuds firms or 
individuals, as you would find a lawyer.

2.	How would it be possible for an organizational ombuds to be neutral when he or she is hired by the organization and might report to the CEO?

A major reason the ombuds can be neutral is because that is part of the person’s job description. 
Upon being hired, there is a written or unwritten agreement between the organization and the 
ombuds that he or she will investigate complaints with a neutral viewpoint.

3.	A woman went to the corporate ombuds to complain that her male boss was very flirtatious with her and on at least five occasions invite her on a date. How could the ombuds resolve this problem without launching sexual harassment accusations about the boss?

What the ombuds did was tricky and successful. He found a way for the woman to get
transferred to another department in an equivalent role without a loss in pay. The woman was 
happy, and the boss was relieved that the woman had not filed a complaint against him. 

4.	Why are organizational ombuds not part of the HR function?

Although it would seem to be a logical fit for the ombuds to fit into the HR function, there is a 
problem.  Many employees perceive HR to be more aligned with the employer than the 
employee. It would therefore be difficult for the ombuds to appear neutral when resolving a 
dispute between the employee and employer.

5.  How does an ombuds know what is a fair resolution of a dispute?

As with a judge, you must rely on the experience and wisdom of the ombuds to know what is fair. Most ombuds have lengthy experience in law or HR and are chosen for their position because of their known objectivity and balanced judgment.

