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CHAPTER I 

INTRODUCTION 

An attempt has been made to report significant trends in the use 

of ombudsmen in American colleges and universities. The first chapter 

undertook to validate the notion that the office of ombudsman is grow

ing in popularity with some institutions of higher education. The 

study has also sought to identify the rationale which has motivated the 

movement and has given some basis upon which these new appointments 

were made. 

Statement of the Problem 

The problem of this study was to determine the current status of 

the campus ombudsman in American higher education. This was done 

through (1) the analysis of relevant literature, (2) the analysis of 

the roles, functions, and duties of the office of ombudsman in American 

universities, and (3) an analysis of practices among ombudsmen com

prising the sample group. 

Purpose of the Study 

The primary purpose of this study was to effect an evaluation of 

practices among ombudsmen personnel in colleges and universities in 

terms of meeting the needs of students in selected institutions of 

higher education in the United States. This objective was effectuated 

through research into the following components of the ombudsman's 

position: 
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1. Historical Significance of his Office 

2. Roles 

3. Functions 

4. Duties 

5. Inherent Value of Program 

6. Recommendations 

The study had multiple secondary purposes. These were: 

1. To develop a comprehensive account of current practices among 

ombudsmen within the sample group in order to assess the status of the 

ombudsman in American higher education. 

2. To make comparisons of the roles, duties, and responsibili

ties of ombudsmen within the scope of the sample group used in the 

study. 

3. To identify similarities and dissimilarities of operation 

among ombudsmen within the sample group. 

4. To make recommendations regarding needed improvements in the 

role of the ombudsman. 

5. To identify areas which merited additional study. 

The study was achieved in the following ways: 

1. An analysis of primary and secondary literary sources, rele

vant to the development of the concept of ombudsman. 

2. A compilation of identifiable characteristics and role 

responsibilities of importance as perceived by ombudsmen in higher 

education. 

3. An analysis of the effects of the activities and practices 

among ombudsmen comprising the sample group. 



Need for the Study 

The need for developing a historical study of campus ombudsmen 

personnel emerged as educators looked to other institutions for exam

ples of innovative methods being experimentally employed to help 

resolve problems of institutional size, bureaucratization, student 

unrest, and impersonalization. This study then was constituted upon 

the premise that the individual student was being lost sight of and was 

developing a feeling of being a nonentity. As a result of this develop

ment, matters of personal respect and human dignity have become impor

tant issues to university planners. 

The principle of preservation of the dignity of the individual is 

a basic foundation of society. Webster reflected the idea in his 

statement: 

Our sociopolitical system has as its basic foundation a belief 
in the worth and dignity of each individual. The process of 
education for effective citizenship in a democratic society 
must be compatible with those principles which underlie our 
society (223:28). 

Early American educators were confronted with establishing basic 

philosophies of learning which inculcated ideas consistent with the 

fundamental tenet of preparing youth for life in the greater society. 

As society changes its values and thus dictates changing educational 

needs, the educational institutions must be sensitive to these new needs 

and be amenable to acceptable reform. Dewey expressed these changes in 

the following way: 

Even if the school has no goals outside itself, it does not 
follow that there will be no change in the school's percep
tion of its purpose. Obviously, as society changes, the 



goals of the school will change. In fact, flexibility is an 
essential criterion of any workable goal. Only when goals 
lie within the educational process itself and are flexible 
is the group free to set forth other goals and the means of 
achieving them. Goals and the means of achieving them are 
inseparable (42:121). 

Whitehead emphasized the need for educators to beware of "inert 

ideas" which are merely received into the mind without being utilized, 

or tested, or channeled into new combinations. Whitehead stated the 

condition of early American education thus: 

When one considers in its length and in its breadth the 
importance of this question of the education of a nation's 
young, the broken lives, the defeated hopes, the national 
failures, which result from the frivolous inertia with 
which it is treated, it is difficult to restrain within 
oneself a savage rage (225:14). 

As early as 1929, Whitehead became concerned about the alarming 

growth and size of American institutions of higher education. His views 

clearly reflected a deep regard for the individual student's personal 

dignity. Whitehead added: 

The expansion of universities is one marked feature of 
social l i f e in the present age. All countries have 
shared in this movement, but more especially America, 
which thereby occupies a position of honour. I t i s , 
however, possible to be overwhelmed even by the gifts 
of good fortune; and this growth of universities, in 
number of institutions, in size, and in internal com
plexity of organization, discloses some danger of 
destroying the yery sources of their usefulness, in the 
absence of a widespread understanding of the primary 
functions which universities should perform in the ser
vice of a nation (225:91). 

Historically, the American college has concerned i tse l f with both 

academic and personal values. Among them have been truth-seeking and 

truth-promulgating to promote an ever improving quality of l i f e for 



the individual in a democratic society and a respect for personal dig

nity of the individual, as well as inculcation of respect for other 

persons. 

The rapid growth of universities in the last decade of the sixties 

and during the f i r s t two years of the seventies has created a dilemma 

which has le f t students, facult ies, and administrators in a state of 

frustration not knowing which way to turn in response to the lingering 

problem. Burgeoning enrollments have le f t in their wake an inst i tu

tional breakdown which has personified i tse l f in organized defiance by 

students and indecision on the part of university administrators. 

The element of respect for the individual is an imperative fre

quently ignored in society as expressed by Miles in the following 

statement: 

Young people must learn--and teachers must find better ways 
to help them learn--that much of what they characterize as 
"the system" was created to protect the rights of individ
uals and the opportunity to persuade others to change the 
system. When they do not l ike a particular decision and 
immediately inveigh against the system, they may undercut 
the rights and opportunities which they wil l find in future 
years are far more precious than transient victories against 
the establishment (123:366). 

The university community may be considered a microcosm of the 

greater society. Each unit of socialization experienced basically the 

same problems in dealing with individuals who experience feelings of 

discontent, alienation, and a lack of personal identity. Usually 

speaking, in institutions where large amounts of discontent have been 

expressed by students both individually or by small groups, the effect 

of such press has been expressed by Miles as jeopardizing the 



fundamental stability of the institution affected by the problem. This 

is because such alienated individuals become activated into overt tac

tics of rebellion by other more intense groups of students who wish to 

disrupt the present organization (123:361). 

In the main, the basic purpose of education is to prepare youth to 

meet the problems and challenges of life in a way that is acceptable to 

the individual who receives the education as well as acceptable to the 

total society which is also the ultimate benefactor of such upgrading. 

Educators apparently have failed in their intent to use education as a 

vehicle for effective socialization; that is, education has failed in 

developing a respect for other persons, in achieving insight into ethi

cal values, and in training students to grow in ability to think 

rationally. 

In an effort to find a model whereby comparisons could be made of 

other organizations that have similar problems as experienced in higher 

education, university planners have attempted to compare the university 

to large-scale organizations outside the university spectrum. Some 

educators have openly stated there are no compatible problems in any 

other organization and therefore have refused to research the possi

bilities. Mundinger agreed that there are problems in making compari

sons but that there are some yery distinct and significant differences 

between the two. In listing these differences, he maintained that the 

university is deeply absorbed in customs and traditions which have 

stymied the efforts of educators to innovate and adapt programs to 

present needs. Mundinger implied that the university is self-governing 



and self-directing and because of i ts lack of adjusting to needed 

changes, i t has become irresponsible and vunerable to problems of 

abuse (124:375). 

Jackson, a sociologist, explicated educators' failure to achieve 

promising solutions and indicated that problems have arisen as educators 

have attempted to provide worthwhile educational experiences which are 

deemed necessary for instruction of the individual student. He main

tained the student seldom entered into the planning picture and wery 

rarely was a student questioned about his views. There was one allow

ance educators infrequently made--that the students might be right or 

wrong in expressing disapproval of course content or methods of instruc

tion. Thus, when students failed to recognize or associate their 

educational experiences to fe l t needs, then feelings of hosti l i ty arose 

and conflicting views were expressed. Jackson expressed i t this way: 

The sociologist prefers to regard the college student as a 
candidate for socialization. Whenever a group must incor
porate new members--whether i t is a family to which an 
infant has been born or an army which has just drafted a 
civi l ian recruit--the same problem exists; to teach the 
"barbarian" to play the roles and to incorporate the values 
of his new society (82:321). 

The university student of the seventies does not consider himself 

as a "barbarian" and neither does he embrace the basic tenet of the 

sociopolitical society in which he is becoming socialized. The student 

does not feel his rights of identity as an individual are being met. 

Several deterrents appear responsible for the failure of communication 

between those who advocate theory and those who implement the practices 

in educational institutions of higher education. These deterrents were 

enumerated by Yoder as follows: 



8 

1. Society is apathetic and seemingly noncognizant of the 
student's dilemma; 

2. Administrators have expressed some concern for the 
problems of students, nevertheless, there is an undue 
delay in diagnostic adjudication; 

3. Huge size and resultant impersonalization of universi
ties have alienated students; and 

4. Burgeoning population of college enrollments has 
resulted in severe administrative problems and has 
diverted the concern for the individual into other 
channels (230:76). 

When any deterrent prevents the school community from achieving 

the goal of enhancing the personal worth and dignity of the individual, 

the results can be disruption in the educational process. Recent dis

ruptive developments on college and university campuses suggest that 

several deterrents are operating to prevent the enhancement of the 

personal dignity of the individual. Mundinger has named one deterrent, 

the apathy toward basic human rights of respect and dignity. He stated 

that even in a democratic society where the individual is of utmost 

importance, there is the possibility that abuse, arrogance, and dis

respect for individual citizens can occur. When large-scale organiza

tions become unwieldy and bureaucratic, this is especially true. Such 

problems could happen to a nation or to a university when, in the 

performance of an officer's duties, the official placed a higher prior

ity on the details and intricacies of the "system" than to attempt to 

satisfy the student's legal and civil rights (125:493). 

Webster has explained a second deterrent as the slow process of 

law. It was proposed that the student caught up in the dilemma of 

frustration and failure to achieve basic human rights has recourse to 



the law. However, the process of adjudication has been incredibly slow. 

Webster declared that only a truly tough person could survive emotionally 

and physically in such settings (223:28). 

Kerr and others have explicated a third deterrent, that of imperson-

alization as a result of the burgeoning student population. Kerr 

assessed the complexity of the university student's and administrator's 

plights when he reported that enrollment in institutions of higher 

education almost doubled in one decade (94:27). 

In 1969 there were approximately 6,700,000 students in some 2,400 

colleges and universities in the United States. An even higher figure 

was listed by the Commission on Campus Government and Student Dissent. 

The Commission cited the 1969 enrollment of United States colleges and 

universities as more than 7,000,000 students in nearly 2,600 inst i tu

tions (33:1). This rapid growth rate showed no signs of decelerating 

as Rowland predicted an opening of one new college per week in the late 

sixties and early seventies (173:3). 

Building frantically to meet such unprecedented demands, universi

ties have expanded to "multiversities," teachers colleges to state 

colleges and universities, and private colleges to semi-public 

universities. Higher education has become such an essential requisite 

to the American way of l i f e that persons of all ages are seeking 

degrees, certif ication or college credits. Wise estimated that in the 

late sixties one of every twenty-eight persons in the United States was 

involved in some type of college curricula. As a comparison, in 1869 

the estimate was one in ewery 740 persons (229:5-6). 
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Brogan drew an analogy epitomizing the immensity of the problem of 

rapid growth by blaming its consequences partly upon what he termed the 

"managerial revolution." Size and rapid rate of growth of institutions 

have come at such alarming speed that centralization of power was 

necessitated. This resulted in an impersonal and highly sophisticated 

organization which caused those who administered the program to be 

uncertain of what was going on. Such complexity of operation becomes 

extremely difficult to manage or control and that those responsible for 

its operation tend to forget that the function serves, or should serve, 

an educational purpose rather than to enhance the status of those who 

operate it (21:83). 

A fourth reason underlying the causes of frustration and unruliness 

on the college and university campuses was proposed by Najam when he 

stated that students are essentially the same today as in any other age 

or period in history, as students have always been "an unruly group." 

Colleges and universities are centers of "ferment" which should provide 

educators with a sort of "pulse" beat indicating directions of social 

change. 

Najam maintained that student unrest has occurred because students 

have felt a sense of "futility" in their attempt to find relevant educa

tion. This futile feeling he attributed to inadequate, insensitive, and 

hypocritical institutions of higher education. Other problems which 

have caused unrest and frustration were association with the civil 

rights movement, with affluence, with impersonalization of society in 

general, and a desire to bring about "institutional reform" which should 
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bring about a "rebirth of humanism" and a concern for the individual 

as a person (129:749-750). 

The university of the early seventies emerged as a macracosm of 

the world population and represented a unique mixture of students. 

Riesman described this mixture of students as a potpourri of persons 

having varying degrees of motives, ambitions, drives, and vocational 

ambiguities (162:220-221). 

Meyerson added that American colleges and universities must accom

modate students from all walks of life and segments of society--even 

visiting students from foreign countries are requiring accommodations 

and considerations. All in all, it amounts to more and more people 

on campuses of educational institutions in the United States (121:196). 

Society changes and so does the campus. Riesman observed that the 

Vietnam War had a "binding" influence in unifying the students. College 

students face several important questions regarding college and the 

draft, among these are questions of moral and religious significance. 

These problems were stated by Riesman in part: 

It is dreadfully hard on a young man to have to ask himself 
if he is a coward because he is not going to enlist and 
perhaps be sent to Vietnam; to ask himself if he is a coward 
because, as a Quaker, he has accepted a conscientious 
objector deferment rather than going to prison or to Canada. 
It is dreadfully hard on a young man to ask himself whether 
he is fond of a particular girl or thinks that an element in 
his decision to marry her and father a child may be a better 
chance for deferment (161:196). 

Perhaps the Vietnam War has been of major influence in changing 

the campus social structure. Possibly it has been through the efforts, 

and apparent successes, of militant minority groups to bring about 
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favorable changes on university campuses, changes which are viewed as 

favorable at least to those who espoused the cause for militancy. 

Whatever i t has been, the university is not the same as i t was, and 

quite likely will never again be as i t was. 

The university has attempted to involve a broader representation 

of "consultants" in order to find answers to issues involving student 

problems and university expansion. Community members, attempting to 

meet flourishing needs of the academic and socialization processes, 

have expanded university facil it ies and faculties. Junior colleges, 

which have grown in enrollments to such rapid degrees, have become 

senior colleges. The trend toward large scale formal organizations 

throughout the nation predicated an impersonal, nonentity climate for 

the individual student. The new "multiversities" of necessity have 

become "quasi-bureaucratic" in their incredibly rapid expansion. The 

bulging enrollments have affected adversely the professor-student and 

administrator-professor-student relationship. The result has been 

isolation and frustration for the student. Such feelings tended to 

build up attitudes of resentment, hostility, and frustration, not just 

in the student, but in members of the faculty and administration as 

well. 

Many individuals in the quasi-bureaucratic institution have made 

gregarious attempts to solve the problem of being nonentities. While 

students in groups have learned to exert considerable influence through 

effective organization, students as individuals sometimes have suffered 

from neglect, abuse, and manipulations. Unsure about procedures and 
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confused by the diffusion of authority, many have f e l t a frustration 

akin to that of the individual "fighting city hal l ." In an attempt 

to resolve such frustrations, students have often sought unorthodox 

means to express their feelings of discontent. Discontent has spawned 

dissent, both group and individual, which has been directed toward 

the administration in an endeavor to bring problems to the fore. The 

consequences have been disruption of the processes of academic learn

ing. 

Schrag emphasized the magnitude of the disruptions at Kent State 

University: 

I t is perhaps more mood than movement, more a search than 
a strategy. The shock of the Cambodian adventure, coupled 
with the reaction to Kent State (and more mildly, to 
Jackson State), activated people--students, faculty 
members, and others--who had never thought much about 
"movements" before. Some (students) talked about being 
radicalized, and some were . . . In the f i r s t two weeks 
of May an estimated 760 campuses had strikes or demonstra
tions, some of them violent. The warning was hardly new, 
but i t indicated that, i f anything, the legacy of Kent 
State was more mistrust and alienation, not less. 

. . . The new activists of 1970 have no cause for apology, 
but in the past 100 days (since the Kent State ki l l ings) 
they often behaved as i f they did. I f they continue to 
do so in the f a l l , they will be misrepresenting their 
peers, misleading their elders, and--conceivable--setting 
the stage for more alienation or for a more violent and 
desperate series of confrontations in 1971, or both 
(184:12). 

Schellhardt, expressing the levity of the problem of student dis

sent, emphasized that keeping order will be harder than ever in the 

seventies i f college and university off icials do not find plausible 

solutions to the problems. He remarked of the Kent State incident: 
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Indeed, university officials agree that keeping order will 
be harder than ever this term. They point out that the 
major issues that have sparked campus disorders in the 
recent past--the war in Vietnam, impersonalization and 
alienation of students, the draft and racial problems--all 
are s t i l l present. 

At the same time, officials' options in dealing with dis
ruptions were reduced by last May's killing of four Kent 
State University students by National Guardsmen during a 
demonstration at the Ohio School (216:9). 

The problems of campus unrest have reached such proportions that 

attention from several segments of society has become involved in the 

efforts to ameliorate the problem. In 1969, the Board of Governors of 

the American Bar Association authorized the appointment of a Commission 

on Campus Government and Student Dissent. The Commission was charged 

with responsibility to develop legal standards, procedures, and admin

istrative guidelines relevant to student unrest and campus violence. 

This report maintained that a number of the grievances directed towards 

universities have considerable substance in fact and often may be 

attributed to impersonal ism, inattention, and neglect to curricula, 

procedures, and internal and community practices. The Commission 

further stated: 

The danger to higher education is apparent i f violent dis
turbances continue to interfere with the educational mis
sions of our institutions of higher learning or i f members 
or our academic communities become more alienated from the 
universities and society of which they are a part. The 
importance of the orderly functioning of our universities 
is too great to tolerate the number and kinds of disrup
tions that have become commonplace. At the same time, 
there is a risk that certain efforts to maintain order may 
themselves be excessive and may indirectly contribute to 
disruptions infringing upon rights of students within a 
university freely to express their dissent and to be dealt 
with fairly when charges of misconduct are asserted against 
them (33:7). 



15 

In the center of the campus maelstrom, assaulted on all sides by 

students, alumni, taxpayers, and parents, stands the college adminis

trator. Angry words have led to physical destruction, seizure of 

buildings, imprisonment of administrators, and burning of scholarly 

works. Such costly action has spawned new methods of coping with the 

problems. 

Schellhardt felt dissent would greatly evaporate i f students were 

provided with a "listening post" such as one recently initiated at 

Ohio State University. He said: 

Ohio State University, closed for two weeks for demonstra
tions in May of 1970, initiated an independent survey 
research center to gauge student and faculty opinion on 
campus issues as they emerged. The purpose of the facility 
is "to get a listening post here--for ourselves and for 
outsiders—to see what an institution this size is think
ing (216:9). 

Martin and Swanson focus on attention educators have given to 

resolving the plight of the individual student on the large and imper

sonal campus. The awesome size of many institutions of higher education 

has given birth to an unwieldliness which Martin identified as "an 

educational Gargantua." Martin has elaborated further: 

No problem exercises university leaders more these days 
than the problem of size--large size. The public confidence 
in education and the contribution which education has made 
to the public have produced a growth pattern that now threat
ens to expand the modern university into an educational 
Gargantua, albeit one devoid of the humanistic ideas of 
Rabelais' hero. The trick, i f this problem is to be solved, 
is to devise new organizational arrangements which retain 
the benefits of large, diversified universities and at the 
same time to revive those humanistic values traditionally 
associated with small, liberal-arts colleges (119:144). 
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Swanson indicated that the complex university scene is in an 

effervescent phase. Primary attention is directed to the most extreme 

expressions of its tensions and readjustments, often with such distor

tion by the news media that the public view of the university has 

drifted out of focus. A result is that true campus needs remain 

unmet, while a rash of shortsighted programs is devised to placate the 

wrath of off-campus observers. Critics of the university continually 

sought to condemn the "system" on unfounded charges which were merely 

allegations and directed at "ill-defined targets." These targets he 

listed as inferior teaching, depersonalization of instruction, dehumani-

zation of the individual, and a growing trend which universities are 

taking in relieving their best teachers from the classroom in order to 

do research (202:361). 

The computer, with its ability to place a student's personal data 

into its vast memory bank, tended to add to an already prevailing feel

ing that the student is a number remembered by a machine and not a 

person known individually and intimately by a member or members of the 

administrative staff and faculty. Again, size of the institution has 

resulted in the identification of another problem, the IBM card, which 

became a necessity in order to accurately handle personal data. 

Watts has noted that this teeming mass of students with their 

multiplicity of problems has necessitated a major revision and expan

sion in institutional thinking and planning. Much of this planning has 

been directed at ways and means whereby proper administrative decisions 

could be made to meet needs as they arise and also to be able to 
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evaluate those newly implemented procedures in light of success or 

failure to achieve intended goals. An outgrowth of research of this 

type into institutional planning was revealed by Watts as he found 

that the rising levels of learning and competency required for responsi

ble leadership in modern society are changing fundamentally the role of 

the undergraduate college. 

Some students appear too quick to blame the large university as 

being responsible for too much regimentation and mass production 

requirements. The question raised here is , why does the student in the 

\fery small, as well as the very large institution, feel the same prob

lems exist at each institution? Watts described i t this way: 

The common source of the current dissatisfaction among large 
universities and small college students appears to l ie in 
the distressing choice they have to make between those kinds 
of institutions, between the large university and its air of 
intellectual ferment and frontiermanship, but its imperson
al i ty , and the separate college with Its intimate environ
ment, but paucity of opportunities to "get with i t" in ways 
that seem relevant to such a dynamic period of human progress 
and expansion of knowledge (216:353). 

Kruszynski has researched the problem of impersonalIzation and 

negligence of responsibilities among personnel in education. He has 

stressed the need for a total re-evaluation of the educational pro

cesses. He stated: 

The total administrative complex exists for one purpose only 
--to facilitate the education of the young--and i t can only 
evaluate its contribution to the process to the degree that 
i t knows the effects of its policies and directives in terms 
of behavioral change. In other words, there must be some 
provision, stimulation, and dependence upon feedback all 
along the line from classroom to board room. I t is niy con
tention not that there is no feedback, but that what passes 
for i t is frequently a miscellany of biased validations and 

file:///fery
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carefully calculated opinions psychologically selected 
more out of political consideration than objective accuracy. 

. . . What is needed is a provision which will encourage 
feedback uncontaminated by this personal-political factor, 
but this seems unlikely so long as each Individual relay 
involves superior and inferior authority. Thus, contrary 
to popular and administrative logic, accurate and effec
tive communication Is actually dependent not upon a smooth 
flow of current but upon a short c1rcu1t--an ombudsman 
(97:155). 

Interested leaders have looked at aspects of the problem of resolv

ing the difficulties which arise from loss of communication between 

campus personnel and students, but i t has been the personnel in higher 

education who have discovered a model that holds promise for resolving 

the problem. This model is the ombudsman who has helped government 

combat similar problems of rapid growth and bureaucratic impersonaliza-

ti on. 

Schlossberg noted that educators, hard-pressed to compensate for 

the unwieldly bureaucratic imbalance inherent in the incredible expan

sion in institutions, have looked to personnel who have earlier managed 

confrontations of discontent in civil government organizations. 

Schlossberg has contended that the complications were similar to that 

experienced in government (181:32). 

Government administration tended to resolve the problem of indi

vidual complaints which often stemmed from agency delay, invasion of 

privacy, denial of individual rights, or lack of administrative due 

process. There has been increased concern recently for ensuring ade

quate protection for the rights of the individual. These rights most 

frequently are denied in our courts because the United States court 
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system does not have a program expressly designed to deal effectively 

with these administrative agencies. 

Abraham defined the complications in government in an article which 

cited four specific attributes of significance, the f i rst being a 

maligned federal system of government which was severely handicapped by 

duplication of efforts and poor checks and balances. The second com

plication was the rapid growth in governmental agencies and the large 

demands such increases placed upon the administrative machinery avail

able to administer the program. Thirdly, quasi-legislative and quasi-

judicial bureaus have emerged which perform functions designed to be 

handled by existing agencies. The fourth point made by Abraham dealt 

with matters of biases which resulted among individuals when the bureaus 

themselves were the only agencies through which the individual had 

recourse against abuse or unreasonable delay in adjudication (2:234). 

In the midst of worldwide student demonstrations and campus unrest, 

there is growing interest in the role of the campus med1ator--an 

ombudsman. Although the office of ombudsman has existed for some time 

in the civil government of a number of countries such as Sweden, 

Denmark, Norway, Finland, New Zealand, and Canada, i t is a new concept 

in higher education. The American Assembly defined the ombudsman as: 

An independent, high-level officer in civil government who 
receives complaints from citizens, inquires into the mat
ters involved, and makes recommendations for suitable 
action. His remedial weapons are persuasion, criticism, 
and publicity (154:6). 

The parallel of underlying factors at the institutional level and 

government are strikingly similar. As Abraham maintained, the 
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government organization expanded too rapidly to take into account always 

the personal needs of the individual and as a result administration 

experienced the cumbersome problems of bureaucratization and duplication 

of effort and delay in resolving personal needs of individual citizens. 

Findings indicate that the university is in a similar state of 

frustration to that experienced in civil government. Perplexed by rapid 

metamorphosis, students and administrators alike have concentrated upon 

merely "catching up" with such a fast moving burgeoning organization. 

In the process administrators have overlooked the very purpose of the 

institution--the provision for the acquisition of knowledge and the 

search for truths. 

In government there are strikes, walkouts, delays, or disruptions 

which affect the production and distribution of goods. Such problems 

affect adversely the lives of every citizen either in a monetary or 

psychological way. 

Comparison of civil and institutional governments show that the 

grievance of a student against his college or university is highly analo

gous to that of a citizen against an impersonal and bureaucratic govern

ment. This partially explains why faculty and administrative leaders in 

higher education have sought methods of compensating for the asymmetry 

in power and size between student and institution. 

Goldberg intimated that students have always feared alienation and 

isolation from those who exercise the responsibility of institutional 

control and when the channels of communication are broken, students fre

quently force lines of communication which cannot be delayed or ignored. 

He said: 
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The source and nature of the dissent of alienation are by 
now general knowledge. The disaffection generated by 
alienation has been expressed in al l the arts for several 
decades. The philosophy of existentialism and the l i te ra 
ture and drama of the absurd also reflect i t . In brief , 
there is a disillusion resulting from the broken promises 
of pragmatic knowledge—the usefulness of pol i t ics, 
economics, scientism, and so on as mechanisms for the 
achievement of human ideals--in short, disillusion with 
man's assumption that the world is beneficently and pre
dictably responsive to intellectual effort . I t is a dis
illusion which protests that there is no serious communi
cation, or as Paul Simon puts i t in "The Sounds of Silence", 
"People talking without speaking. . . hearing without 
listening" (65:193). 

Administrators of higher education have looked for ways to recoup 

their administrative machinery into more functional areas represented 

by contemporary needs. The new student activism has presented a chal

lenge to find answers to pressing needs heretofore unrecognized. 

Neff summarized the administrative challenge by suggesting that 

campus leaders must adopt new styles and consider new approaches to 

problem solving. The ombudsman, the functionary who alleviated civi l 

confrontations, may provide this new style in higher education. In 

this regard, Neff focused upon the need for university administrators 

to express concern for the individual's worth, dignity, and personal 

identity. He identified flaws in American higher education which 

students were calling to the attention of university administrators. 

These flaws, and the failure of responsible persons to rectify them, 

resulted in acts of student violence, r iots, interruption of classes, 

and the formation of antagonistic blocs. 

The plea expressed by Neff was that of hope that other styles of 

discourse could be adopted which would be more acceptable or appropriate 
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to the university and the educational issues involved. Out of all this 

bleak activity, Neff indicated that students have Identified positive 

avenues of recourse which the administrator could see if "he is willing 

to lift his eyes to them and to be challenged by them" (130:69-70). 

Administrators, somewhat frustrated over the meaning of student 

rebellion, have searched for answers to problems such as those experi

enced in the Berkeley riots of 1968. The civil ombudsman idea became 

the topic of discussion with increased frequency. Educators noted that 

a direct comparison could not be made since higher education had not 

experimented with the idea to any great extent. 

As Gellhorn and Rowat have pointed out, similarities in the office 

of ombudsman relating to civil and institutional use do exist. On the 

contrary. Parsons has noted some dissimilarities that could prevent the 

effectiveness of an ombudsman in higher education: 

A direct parallel cannot be drawn in higher education because 
neither the faculty nor the student governing bodies are 
equivalent to a national or state legislature, and the admin
istration is not fully comparable to the executive branch in 
representative government (140:185). 

Anderson made a point germane to the ombudsman's function, whether 

civil or institutional: 

What really distinguishes the true Ombudsman, though, is that, 
first of all, he has no reason not to be impartial and, sec
ondly, he is a general expert on administration. He can do 
more than an investigating newspaper reporter or legislator 
because he is working at the job all the time. He gets the 
feel of the agencies he has to deal with, and he has no parti
san ax to grind. He is truly an impartial arbiter between the 
citizen and the bureaucracy (9:155). 

What the ombudsman does for civil society could be done by a simi

lar functionary for the university community. Mundinger noted: 
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Specifically, the university ombudsman, as I see his 
responsibility, would be a campus protector. He would be 
an integral part of the university and be charged with the 
responsibility of investigating grievances within the 
university. To be sure, the ombudsman would work only in 
a community where the participants attempt to make the 
existing policy function as i t was intended to function 
(124:380). 

Gellhorn and Rowland indicated a more optimistic parallel than 

expressed by Parsons. Even though there may not be a direct relation

ship between an academic institution and a national or state legisla

ture, Gellhorn viewed the prospect of ombudsman as a partial answer to 

institutional and student needs. Gellhorn said: 

The ombudsman system seems a useful device for achieving 
interst i t ia l reforms, for somewhat countering the imper
sonality, the insensitivity, the automatism of bureau
cratic methods, and for discouraging off ic ial arrogance. 
To rely on one man alone--or even on a few men--to dis
pense administrative wisdoms in all f ie lds, to provide 
social perspectives, to bind up personal wounds, and to 
guard the nation's c iv i l l iberties seems, on the other 
hand, an old-fashioned way of coping with the twentieth 
century. Ombudsmen, no matter how accomplished they may 
be, cannot replace al l other mechanisms that make for 
governmental justice and wisdom. They must be viewed 
as supplementers of, not as substitutes for, legal con
trols (59:255). 

Rowat, in perusing possible patterns to copy, offered some addi

tional comments. He stated that the office of ombudsman was founded in 

Sweden in response to a feeling among government off icials that govern

ment i tse l f was getting so big and impersonal that the individual c i t i 

zen needed someone in a high position to look out for his interests 

because, " . . . not always do those who administer the law do i t in the 

spir i t in which the law was created" (170:11). 

Bexelius conducted an extensive study of the origin, nature, and 

functions of the civi l and military ombudsmen in Sweden. The term 
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"ombudsman" is a Swedish word meaning, roughly, a champion of the people 

against the machinations of bureaucrats. Bexelius concluded from his 

research that the functions of civi l ombudsmanry existed as early as 

1809 (15:11). The powers of ombudsmen included only the authority to 

ask al l civi l servants for assistance. In practice, however, an ombuds

man also could testify before court hearings. Research findings indi

cated that Sweden's model was not applicable as a copy for civi l 

government in the United States to follow. 

Rowland's review of the development of the concept of ombudsmen, 

however, indicated that the Scandinavian pattern was most l ikely to be 

effective for use in United States civi l government. Proposals for 

adapting the concept to the complex system of Federal government in the 

United States have been introduced in congressional sessions since 1963. 

Rowland believed that this early effort to appoint an ombudsman for 

United States government helped create the interest to apply the idea to 

institutions of higher education. The f i rs t attempt to adapt the ombuds

man concept to an institution of higher education in North America 

occurred in 1965 through student in i t iat ive at Simon Frazer University 

in Vancouver. Writing on the campus ombudsman, Rowland stated: 

His chief responsibility is to help resolve individual student 
grievances. His secondary responsibility is to seek proce
dural changes to reduce grievances. His objective is to 
improve rather than replace the existing system. Both the 
civi l ombudsman and campus ombudsman are auxiliary to , not 
replacements for, existing functionaries (173:4). 

Findings in Rowland's study of the Campus Ombudsman at Michigan 

State University showed that the Scandinavian pattern of ombudsman would 

apply at the university level. His study also revealed substantial 
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evidence that the ombudsman fulf i l led the need for protecting the indi

vidual against the "Establishment" and provided opportunity for academic 

learning to continue without undue interruption. 

The summary of Rowland's dissertation concluded: 

The testing period for the campus ombudsman concept has not 
ended; i t has just begun. Its place or permanence in the 
organizational structure of the university is not fully 
established. During the next few years, many more colleges 
and universities are likely to "try out" the position. As 
with most ideas borrowed from government by higher educa
tion, the concept may undergo additional changes to make i t 
more workable and acceptable within the academic institu
tion. The spread of the ombudsman idea in higher education 
will be closely tied to its rate of adoption in civil 
government (173:189). 

Murray indicated the possibilities of the growth of this concept of 

ombudsman. In a speech at Fresno State, he stated: 

Already the state of Hawaii has an Ombudsman who began his 
duties in the summer of 1969. Many proposals at the state 
level have been made and refer to the creation of some 
aspects of the office in the civil government of the United 
States. The greatest proliferation of the office, however, 
has been in college campuses across the nation. At the 
second national meeting of Ombudsmen in May 1969, eight 
Ombudsmen were present and the national count at that time 
was about 25. At a meeting of California Ombudsmen in 
October 1969, thirteen Ombudsmen from that state alone were 
present. The state-wide count was twenty-four and the 
estimate of the number in the nation ranged as high as one 
hundred (128). 

The popularity of the office of ombudsman with colleges and universi

ties is attested by the rapid growth of the office in institutions of 

higher education within the past half decade. The f irst campus ombudsman 

was appointed in 1966 at Eastern Montana College in Billings, Montana. 

By mid-1969 about 20 colleges and universities had faculty members serv

ing as ombudsmen. 



26 

In the closing quarter of 1970, well over 50 such positions were 

functioning in American universities and colleges. Extreme difficulty 

lies in making predictions as to how many additional institutions of 

higher education were considering the position. Reports from Colorado 

State University, the University of Rhode Island, and Wayne State 

University indicated specific planning was underway. 

Scope and Limitations of the Study 

As with all research of this nature, this study included some 

definite limitations. The major limitation was the development of a 

complete and accurate registry of ombudsmen in order to obtain compre

hensive information from all universities and colleges employing the 

functionary of ombudsman. Despite the rapid number of institutions 

employing ombudsmen and the fact that some institutions terminated the 

use of such office after having experimented with the concept, the list 

was judged to be highly accurate at the time the study was concluded, 

that is, no attempt was made to report changes or developments in the 

area under investigation which occurred after February 28, 1971. 

Because the study was basically historical with respect to the 

ombudsman application to higher education in America, no attempt was 

made to determine attitudes held by faculty and administrators concern

ing the campus ombudsman at any of the sample institutions. Neither 

were the ombudsmen evaluated as to personal competence or the relative 

merits of their individual performance. 

The established scope of the study resulted in the survey of the 

office of ombudsmen in 73 colleges and universities in the United States 
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This number was established when evidence appeared conclusive that no 

other institutions were using the functionary at the time this study was 

closed as of February 28, 1971. In the absence of a current registry of 

university ombudsmen, an assumption was made that the l i s t was reasonably 

accurate and complete. 

Information presented in the following chapters may have useful 

application to student personnel work in general, with certain modifica

tions of the concept (whether called ombudsman or not) being applied to 

meet local circumstances and individual preferences. 

An attempt was made to establish valid conclusions which would aid 

in the prediction of the permanency or overall status of the office. 

Keeping in mind the many similarities and differences, the institution's 

perception of the role of the ombudsman has been cri t ical in establish

ing its place and effectiveness, or lack of effectiveness, in the col

legiate community. The place of the position in a faculty member's 

career pattern, the vagueness of his term, and his accountability to 

line officers tended to curtail and l imit the effectiveness and overall 

impact this study achieved insofar as consistency of practices among 

ombudsmen reported by this study. 

The study was limited to the 73 colleges and universities in the 

United States whose association with the ombudsman concept occupied one 

of the following three categories, namely, (1) Institutions having 

practicing ombudsmen at the time of this study, (2) Institutions who 

employed an ombudsman at one time and since have abandoned the service, 

or (3) Instituions awaiting adoption of an ombudsman proposal. The 

participating institutions are listed in Table 1. 
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Institution Location 
1969-70 

Enrollment* 

1. University of Alabama 

2. Auburn University 

3. Northern Arizona University 

4. Arizona State University 

5. University of Arizona 

6. California State College 

7. California State College 

8. University of California 

9. University of California 

10. University of California 

11. University of California 

12. Chi CO State College 

13. Claremont Graduate School 

14. Claremont Men's College 

15. Harvey Mudd College 

16. Pitzer College 

17. Pomona College 

18. Scripps College 

19. Contra Costa Junior College 

20. Fresno State College 

Alabama 
University 

Auburn 

Arizona 
Flagstaff 

Tempe 

Tucson 

California 
Dominguez Hills 

Los Angeles 

Berkeley 

Irvine 

Los Angeles 

Riverside 

Chi CO 

Claremont 

Claremont 

Claremont 

Claremont 

Claremont 

Claremont 

San Pablo 

Fresno 

21,142 

15,115 

8,211 

27,468 

24,822 

1,915 

25,250 

28,088 

5,055 

30,936 

5,360 

9,951 

830 

820 

380 

669 

1,315 

739 

2,043 

18,628 
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TABLE 1—Continued 

Institution Location 
1969-70 

Enrollment* 

21. Humboldt State College 

22. Sacramento State College 

23. San Diego State College 

24. San Fernando Valley State College 

25. San Jose State College 

26. Stanford University 

27. West Valley College 

28. University of Colorado 

29. Colorado State University 

30. University of Connecticut 

31. University of Florida 

32. University of Hawaii 

33. Valparaiso University 

34. Bradley University 

35. University of Illinois 

36. Northern Illinois University 

37. Southern Illinois University 

38. Cornell University 

California (Cont.) 
Areata 

Sacramento 

San Diego 

Northridge 

San Jose 

Stanford 

Campbel1 

Colorado 
Boulder 

Fort Collins 

Connecticut 
Storrs 

Florida 
Gainesville 

Hawai1 
Honolulu 

Indiana 
Valparaiso 

I l l inois 
Peoria 

Urbana 

DeKalb 

Carbondale 

Iowa 
Mount Vernon 

5,774 

18,127 

23,676 

22,285 

32,351 

12,385 

1,580 

28,064 

16,262 

18,670 

22,603 

18,474 

4,549 

6,099 

34,759 

24,555 

36,446 

18,600 
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Institution Location 
1969-70 

Enrollment* 

39. University of Louisville 

40. Murray State University 

41. Louisiana State University 

42. Amherst College 

43. University of Massachusetts 

44. Acquinas College 

45. University of Detroit 

46. Macomb County Community College 

47. Michigan State University 

48. Wayne State University 

49. University of Minnesota 

50. Eastern Montana College 

51. University of Nevada 

52. Princeton University 

53. Bronx Community College 

54. Columbia University 

55. New York University 

56. City University of New York 

Kentuck. 
Loui 

CUCKV 
is v i l l i 

Murray 

Louisiana 
Baton Rouge 

Massachusetts 

9,043 

7,834 

18,587 

Amherst 

Amherst 

Michigan 
Grand Rapids 

Detroi t 

Warren 

East Lansing 

Detroit 

Minnesota 
Minneapolis 

Montana 
Billings 

Nevada 
Reno 

New Jersey 
Princeton 

New York 
Bronx 

New York City 

New York City 

New York City 

1,243 

18,587 

1,473 

9,319 

1,240 

50,085 

34,924 

50,686 

3,815 

3,050 

4,973 

1,230 

16,580 

33,421 

19,650 
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Institution Location 
1969-70 

Enrollment* 

57. State University of New York 

58. State University of New York 

59. State University of New York 

60. Sullivan County Community College 

61. Case Western Reserve University 

62. Cleveland State University 

63. Kent State University 

64. Ohio University 

65. University of Rhode Island 

66. Roger Williams College 

67. University of South Carolina 

68. University of South Dakota 

69. University of Texas 

70. University of Washington 

71. West Virginia University 

72. Stout State University 

New York (Cont.) 
Albany 

Buffalo 

Stony Brook 

South Fallsburg 

Ohio 
Cleveland 

Cleveland 

Kent 

Athens 

Rhode Island 
Kingston 

Provi dence 

10,102 

22,335 

6,729 

1,800 

9,951 

13,073 

28,731 

17,880 

18,090 

4,147 

South Carolina 
Columbia 

South Dakota 
Vermillion 

Texas 
Austin 

Washington 
Seattle 

West Virginia 
Morgantown 

Wisconsin 
Menomonie 

15,607 

5,856 

39,100 

32,749 

19,119 

5,247 
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TABLE 1—Continued 

1969-70 
Institution Location Enrollment* 

Wyomi ng 
73. University of Wyoming Laramie 9,010 

*Enrollment figures obtained from "The 50th Annual Report: Statistics 
of Attendance in American Universities and Colleges", (1969-70) by 
Garland G. Parker, Vice Provost for Admissions and Records, University 
of Cincinnati, Reprinted from School & Society (Jan. 1970, pp. 41-58). 

Definition of Terms 

The following terms are defined for the purpose of this study: 

1. Bureaucracy refers to a large scale organization with a complex 

but definite social function. I t consists, moreover, of specialized 

personnel and is guided by a system of rules and procedures. In addition, 

a carefully contrived hierarchy of authority exists by which the social 

function of the bureaucracy is carried out impersonally. 

2. Multiversity refers to a term reportedly f i r s t used by Kerr to 

represent the changing status of the complex university. The reference 

here is not merely to an academic community but rather several comnuni-

ties with varied, even conflicting interests (95:18). 

3. Ombudsman refers to a Swedish word and concept which l i t e ra l l y 

means "one who represents someone." The connotation is one of a guardian 

of the people's rights, a public investigator, a watchman who fights city 

hal l . Sweden init iated the office in the 1800's, and i ts basic concept 

has gained popularity and acceptance recently in higher education at the 

university level. More specifically, the types of ombudsmen include: 
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Civil Ombudsman--The ombudsman in civil government is 

appointed for the task of supervising the activities of cer

tain categories of public rights and liberties of the c i t i 

zens. The supervision of the activities under his control 

has, on the whole, the observance of the laws as its primary 

objective, not the general suitability of decision. 

Campus Ombudsman--The ombudsman at a college or 

university is an independent investigator who receives 

complaints primarily from students, although complaints may 

originate elsewhere. His influence is felt through the 

medium of criticism, discretion, persuasion, and publicity. 

Design of the Study 

The purpose of this section was to explain the procedures used in 

order to determine the nature and status trends of the ombudsman in 

United States higher education. A system was devised which attempted to 

establish a current registry of ombudsmen in the United States institu

tions of higher education. The study was basically exploratory in con

tent and endeavored to find answers to the following questions: 

1. What type of institutions employed campus ombudsmen? 

2. What is the historical significance which helped create the 

office of campus ombudsman? 

3. What are the roles, functions, and duties of the campus 

ombudsman? 

4. What recommendations for improvements do the ombudsmen them

selves make regarding their office? 

5. What is the status of the university ombudsman? 
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6. What areas of the ombudsman's operation suggest needs for 

further study? 

Information was provided relative to the particular functions of 

each ombudsman represented in the sample. In relation to these defini

tive areas of role responsibilities, an attempt was made to identify 

specific personality attributes of the ombudsman in respect to knowledges 

which generally are deemed by other ombudsmen as fundamental requisites 

for success in the area of ombudsman practice; attitudes which compliment 

his acceptance in the position; perceptions which help the ombudsman to 

plan for the future in order to circumvent the inevitable problems ordi

narily associated with lack of forethought, and skills which add finesse 

and esteem to his successful execution of daily tasks. 

Methods of Research 

Historical studies of educational problems are particularly helpful 

and practical to university planners in that they seek to differentiate 

or identify current educational trends and provide possible solutions 

to pressing problems. Exploratory studies further afford the university 

administrator access to findings which are relatively substantial and 

provide a firm base upon which to anchor his new decision or response. 

The study employed three basic methods of research and was accom

plished through (1) the analysis of relevant literature, (2) the analy

sis of responses from ombudsmen currently engaged in that assignment as 

to their specific roles, functions, and duties of the office at their 

respective university, and (3) the analysis of the effects of his 

activities in relation to intended goals. 
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Subjects 

The subjects of this study included 73 colleges and universities 

in the United States who were classified into one of the following three 

categories: (1) institutions employing one or more ombudsmen, (2) insti

tutions who once employed an ombudsman but no longer continue the prac

tice, and (3) institutions currently awaiting approval for employment of 

an ombudsman on the basis of proposals submitted to respective governing 

bodies. 

In category number one, institutions employing one or more ombuds-

ment, the prime considerations of the investigation consisted of report

ing the ombudsman's purposes, functions, and duties. In category number 

two, institutions who once employed an ombudsman but no longer continue 

the practice, a detailed account of the history of the office, from birth 

to extinction, was prepared. In category number three, institutions of 

higher education in the United States currently awaiting approval for an 

ombudsman on the basis of the formal presentation of an ombudsman pro

posal, a review of priorities for the office were cited with detailed 

descriptions of propositions held important to those institutions who 

submitted the proposal. 

Sources of Data 

The study initially sought to determine how many colleges and uni

versities employed an ombudsman. This step was not a simple one due to 

the lack of an ombudsman registry upon which to base early communication. 

It should be understood that the sample survey of 73 ombudsman institu

tions comprising this study may or may not be an exact assessment of 
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current numerical status. The appendices in this study provide copies of 

letters which were mailed to various organizations, institutions of higher 

education, and pertinent individuals in an effort to establish communica

tion with practicing ombudsmen. Based upon exhaustive efforts to cross-

reference institutional use of the ombudsman functionary, the researcher 

is reasonably assured the list of 73 ombudsmen is one of the most accu

rate registries available at the date of this study, February, 1971. 

Appendix B provides one such example. This letter was mailed to the 

associate editor of the Journal of the Association of Deans and Admini

strators of Student Affairs in an attempt to afford opportunities for 

interested ombudsmen to reply and identify their position and related 

institution with this study. Responses from this initial effort were 

significantly favorable although far from complete. Appendix C illus

trates that a similar letter was mailed to the editor of "Information 

and Issues" in the Journal of College Student Personnel. This inquiry 

gleaned an additional list of names and institutions employing ombudsmen 

and brought the list to a total of 46 institutions as a result of these 

responses. 

Using this "skeleton" list of 46 ombudsman institutions as a core, 

a more personal letter was drafted, as illustrated in Appendix A, and 

sent to the specific ombudsmen within the core group established earlier. 

Return letters from these select respondents were most gratifying and 

helped develop the basis of the completed sample of 73 institutions. 

In addition to serving as a vehicle for free intercourse between 

other institutions outside the sample, this "postal dialogue" resulted 
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in receipt of voluminous materials reflecting answers to questions on 

institutional use of the ombudsman and, more specifically, his purposes, 

functions, and duties. This letter was eventually mailed to 73 insti

tutions and sought to determine the following: 

1. If, In fact, an ombudsman was employed by the institution, 

2. The roles, functions, and duties of the ombudsman, 

3. Information dealing with specific proposals for the office of 

ombudsman and a brief description of the historical background of the 

office, and 

4. If a report was available summarizing the activities of the 

ombudsman since the creation of his office. 

Additional efforts were directed to persons from organizations and 

convention activities who were familiar with the institution of ombuds

man. Appendix E is representative of one such letter which was sent to 

the President of Higher Education Executive Associates. This proved to 

be a valuable source of reference in that the Associates made available 

several Important papers helpful to the review of related literature. 

The personal appearance at several conventions dealing with student 

personnel services in higher education also confronted the researcher 

with valuable contacts for additional Information helpful in securing 

data on the ombudsman. 

Analysis of Data 

A system of classification and analysis of written materials was 

employed in order to organize the collected data into usable and easily 
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Interpreted form. These were shown in charts, maps, and tables for 

easy contrast and comparison. 

The population of campus ombudsmen was considered too small to 

justify any extended statistical treatment. The use of random sampling 

was therefore of no practical value In determining which findings to 

report. Although statistical inferences are not appropriate from these 

findings, carefully deducted generalizations should result in valid con

clusions upon which sound decisions could be formulated. 

The 73 sample Institutions reflected a great deal of diversity in 

matters bearing upon divulgence of confidential information Involving 

the specific ombudsman, his office, and the self-assessment of success 

or failure of his position. This confidentiality was strictly guarded 

throughout this study and information which was given in confidence was 

reported in such manner as to disguise the name or location of the 

source. 

Twenty-eight of the f i f ty states were represented In the study. The 

application to institutions of higher education apparently had no specific 

geographical boundaries or prohibitive sanctuaries since Texas was repre

sented to the South, California was represented to the West, Montana to 

the North, and New York along the Eastern seaboard. Data were also given 

which showed the relation of size In university enrollments to the use of 

a campus ombudsman. 

Summary 

This section primarily attempted to account for the Issues which 

surrounded six questions dealing with the ombudsman in United States 



39 

higher education and the manner in which those Inquiries would be 

treated. The questions dealt with six Important areas: (1) an accu

rate compilation of a current and complete registry of college and 

university ombudsmen In the United States, (2) the historical signifi

cance of the ombudsman, tracing the developments Into Its present day 

application to higher education, (3) the roles, functions, and duties 

of the campus ombudsman, (4) recommendations for Improvement of ombuds

man services as proposed by the reporting ombudsmen themselves, (5) an 

assessment of the status of the campus ombudsman, and (6) Identification 

of areas of the ombudsman's service needing further research. 

The following section. Chapter II, attempted to explain detailed 

circumstances relating to ombudsman practices at each of the 73 colleges 

and universities in the sample. 



CHAPTER II 

REVIEW OF RELATED LITERATURE 

Introduction 

A great deal has been written on the topic of civil ombudsman. 

Scholars like Donald Rowat of Canada and Walter Gellhorn of Columbia 

University Law School have written extensively about the ombudsman and 

about possible application of the device to civil government in general. 

The review of related literature in this chapter attempted to trace the 

early history of the ombudsman as it applied to the countries of Sweden, 

Finland, Denmark, New Zealand, Norway, Great Britain, Canada, and Hawaii 

of the United States. 

Although Chapter II has been assigned a topical heading which indi

cated its body contained a general review of related literature, the 

contention here was that the contents also thoroughly described the 

historical genesis of the ombudsman in the several countries studied 

here. 

Early Scandinavian History 

Sweden 

Although new to higher education, the ombudsman concept has a long 

history in both theory and practice as applied to civil government. 

Sweden is historically credited with the establishment of the first 

ombudsman. This was more than 162 years ago and formally initiated by 

the Swedish Constitution of 1809 under the term Justitieombudsman. The 

word was later to become abbreviated into its more recent form, 

40 
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ombudsman--the "agent of j u s t i ce " for the common man. Under th is char

t e r , the ombudsman's primary duty was to defend and protect c i t izens 

who f e l t deprived of basic r ights by the government. 

The respons ib i l i t i es of the Swedish ombudsman were described by 

Rosenthal as he stated: 

The ombudsman is a law o f f i c e r , appointed by a national 
parliament for the task of supervising the a c t i v i t i e s of 
certain categories of public r ights and l i be r t i es of the 
c i t i zens . The supervision of the a c t i v i t i e s under his 
control has, on the whole, the observance of the laws as 
i t s primary ob jec t ive , not the general s u i t a b i l i t y of 
decision (164:228). 

In performing the functions c i ted by Rosenthal, the ombudsman had 

access to three major sources of information: (1) grievances or ig ina

t ing from c i t izens displeased with action or inact ion of any adminis

t ra to r or c i v i l servant, (2) a r t i c les appearing in the public press or 

l i t e ra tu re from organizations, and (3) public del iberations or decisions 

both from a legal and administrat ive standpoint. 

Although i t appeared the individual person had free and ready 

access to the Swedish ombudsman, the bulk of his work load was devoted 

to matters involving the courts and the prisons. There were generally 

two means by which matters came to the ombudsman's a t ten t ion . F i r s t , 

he paid par t icu lar at tent ion in his inspection of the courts, pr isons, 

and administrat ive author i t ies to a l l matters which concerned depriva

t ion of l i b e r t y . Such information also was obtained through the public 

press. Secondly, the ombudsman could receive complaints d i rec t l y from 

ci t izens who f e l t the government had deprived them of certain basic 

r igh ts . 
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The Swedish ombudsman did not have the power to prosecute an o f f i 

cial without f i r s t conducting a thorough investigation. Jagerskiold 

stated accordingly: 

Once the ombudsman decides to investigate a complaint, he 
seeks Information from the responsible off icials or calls 
them to explain their actions. Officials in positions of 
superior authority are obliged to express their opinions 
of subordinates, and ewery off ic ial must provide accurate 
information in answering the requests. In the case of a 
refusal, the ombudsman may prosecute the off ic ia l and 
demand the imposition of a fine. On the basis of informa
tion gleaned from his investigations, the ombudsman may 
prosecute an off ic ia l whose conduct has been faulty, 
cr i t ic ize the off icial in a report to the parliament, or 
take no action at a l l . In this respect, the only l imita
tion on the ombudsman's choice of sanction is that he can
not prosecute an of f ic ia l without f i rs t giving him a 
chance to explain his conduct (83:1084-1083). 

During the nineteenth century, the Swedish ombudsmen's efforts to 

prevent abuse of an individual's rights became popularized and the con

cept gained solid support from the public. His power was described by 

Bexelius as being somewhat disguised as follows: 

His powers formally include only the authority to ask al l 
c ivi l servants for assistance, but in practice enable him 
to investigate wrongdoings and to te l l the truth derived 
from such investigations, and further, when this is called 
for, to prosecute or call for the prosecution of c iv i l 
servants who have committed errors or show negligence 
(16:2-3). 

In Sweden the ombudsman is dependent only upon the law, which means 

that he wil l not receive any instructions as to which cases he has to 

investigate. He is available to the disabled and the disadvantaged who 

are often very much at the mercy of administrative decision making or 

inaction. Walter Gellhorn described the role of the Swedish ombudsman 

in the following words: 
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Anyone can complain to the Ombudsman--a citizen about an 
o f f i c i a l , an of f ic ia l about an o f f i c i a l , a lawyer or the 
Bar Association about a judge, one judge about another, 
an organization in behalf of i ts members. Some of the 
Ombudsman's clients are steady customers--"querulants"--
whose repeated communications may reflect emotional dis
turbance or mental disease, but must nevertheless be 
considered (60:15). 

Gellhorn further defines the function of the ombudsman in these 

words: 

The ombudsman in Sweden, Finland, Denmark, Norway and 
New Zealand--men of recognizedly great national dis-
tinction--function as general complaint bureaus to which 
everyone can turn, at l i t t l e or no cost, to complain 
about an administrator's naughty acts or failures to 
act. Then the complainant can relax, having placed his 
trust in the national father figure (61:4). 

As established by the Swedish Constitution of 1809, the occupant 

of the office of ombudsman is responsible to Parliament alone. The 

ombudsman is dependent only upon the law under which, i t could be 

assumed, he wil l not receive any instructions as to which cases he 

would be required to investigate. This f lex ib i l i ty available to the 

Swedish ombudsman was described by Kruszynski: 

He is free to range undirected throughout the entire 
administrative structure, responsible only to questions, 
complaints, and his own professional in i t ia t ive . . . 
The Swedish ombudsman's very general authority to ask 
al l c iv i l servants for assistance does not differ in 
principle from the inspector general's duty to keep 
higher commanders informed of the state of discipline, 
instruction, supply, and morale, although the latter 
eschews civi l ian contacts. Both are founded on the 
pragmatic assumption that hierarchical organizations, 
based upon human interrelationships and communication, 
are susceptible to internal malfunction and consequent 
loss of sensit ivity, purpose, or direction (97:158). 

Finland 

Following the success of the ombudsman institution in Sweden, the 

institution was adopted nationally in various forms by Finland in 1919, 
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Denmark in 1954, New Zealand in 1964, Norway in 1963, the Republic of 

Tanzania in 1965, Guyana in 1966, the United Kingdom in 1967, and India 

in 1971. Smaller units of other countries have also adopted the ombuds

man institution. Three Canadian Provinces have adopted It—Alberta and 

New Brunswick in 1967, and Quebec in 1969. Rowat described the nature 

of the ombudsman system in Finland by exploring the ombudsman's func

tions. The ombudsman is an officer of the legislature and not of the 

executive. The ombudsman's jurisdiction is not laid out by anyone 

although he is required to publish an annual report of his activities. 

Politically he is independent; therefore, no person has the authority 

to intervene with his activities. The term of office is generally 

expected to be four years even though i t may be less or more. 

One of the limitations of the ombudsman's powers was listed by 

Rowat as he stated the ombudsman has no power to reverse court decisions 

or even serve as an arbiter during court hearings. Major power lies in 

his ability to expose injustices and reveal facts. Influence is based 

upon his objectivity, competence, superior knowledge, and prestige. 

Although these public exposures of facts indicated that a person's 

rights were abused, this alone was not enough to keep things in check all 

the time. When limited exposure proved inadequate to mend the injustice, 

the ombudsman used his most powerful weapon--open publicity. This was 

often done through reports to the legislature or in revealing the case 

through the news media. 

As stated earlier, the ombudsman's free range also permitted the 

latitude of determining what or whom he wished to investigate. 
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Frequently, he chose to Inspect the courts and administrative agencies. 

When inequities and injustices were found here, the ombudsman was in a 

position to deal directly with those most closely Involved in the prob

lem in an informal, speedy, and inexpensive way. Rowat found that the 

ombudsman was in a unique position to view the total picture and by 

virtue of this broad perspective was able to make recommendations for 

changes in laws and regulations which would help remove personal 

injustices. Rowat mentioned the economy of the office and stated: 

An important feature of the Ombudsman's office is that, 
because of the simple and cheap way in which complaints 
are handled, many minor complaints can be satisfied. 
Though important to the complainant, they would not be 
worth the cost of an elaborate court procedure. Many 
cases Involve no more than explaining to the bewildered 
citizen the reasons for the decision of which he has 
complained, and warning the government office in ques
tion that in future it should give adequate reasons for 
its decisions (170:9-10). 

Although the duties and responsibilities of the ombudsman vary from 

country to country, a fairly accurate generalized description is possible 

and, with few exceptions, applicable to most models for ombudsman usage. 

In those societies where the ombudsman has realized wide acceptance by 

the citizenry, notably the Scandanavian countries and Finland, authority 

for its adoption has been approved through legislation. In contemporary 

history ombudsmen universally share one common purpose, that of control

ling bureaucracy. Gellhorn reported: 

The 1954 statute that created the Ombudsman (in Denmark) 
confined him to supervising "civil and military central 
government administration exclusive of the courts." His 
jurisdiction extended to "ministers, civil servants, and 
all other persons acting in the service of the State"--
except those engaged in judicial administration. Those 
who act "in the service of the State" include not only 
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officials who control or command, but all those who are 
on the national payroll, such as university professors, 
museum curators, clergymen, and ballet directors (59:11). 

Japan, Poland, the Soviet Union, and Yugoslavia have agencies 

which slightly resemble the concept of ombudsman although the title of 

ombudsman is not used. Some countries have officials who Investigate 

complaints only from within the military, while others may utilize the 

technique and also add a new structure of administrative courts for 

the redress of grievances suffered at the hands of state bureaucrats. 

What seems to be important here Is that the concept indicates, through 

proper application, that it serves a useful purpose--that being pri

marily to represent the individual against the abuses of government and 

the tyranny of administrative bureaucracy. Such bureaucrats sometimes 

become arrogant and need to be checked, and even judges are not infalli

ble so that It does no harm to have someone supervise their work as 

they write their decisions. 

Denmark 

The governmental concept of ombudsman which most nearly represents 

the university ombudsman appears to be of Danish origin. A brief view 

of this function is given in capsule form by Pederson: 

The department and the civil servants are under duty to 
give the Ombudsman the Information for which he asks 
... he may summon witnesses to give evidence before a 
court ... no formal decision has been made on the 
question whether or not the authorities are under duty 
to submit internal minutes to the Ombudsman . . . he is 
practically always given those minutes . . . Finally, 
he has wide rights to inspect public premises (141:249). 

Rowat has studied the early history of the ombudsman on a compara

tive scale. The fundamental parentage of the Danish ombudsman was 
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closely modeled to the Swedish original. There were some significant 

differences in the operation of the Danish ombudsman over those in 

Sweden, however. The most obvious difference was the fact that Denmark 

has no Chancellor of Justice and no long tradition of the top official 

in government supervising the courts. For this reason the Danish 

ombudsman was expected to oversee the operation of the courts and ferret 

out any mechanizations or procedures which should not be there. 

The confidentiality of the Danish ombudsman's investigations is 

another area which is uniquely Danish since most ombudsmen in other 

countries allow their personal files to be reviewed openly by interested 

citizens and administrative officials. The Danish ombudsman may elect 

to expose certain facts or he may choose to refuse revealing his files 

since this is a discretionary power. Normally the publication of 

accusations against officials is released only after a thorough investi

gation has been completed. It has been this element of confidentiality 

in the Danish-Swedish version of ombudsman which has helped popularize 

the concept as a model in other countries. 

According to Rowat, the Danish ombudsman initiated very few cases 

on his own even though his influence was felt in the courts (170:9-10). 

His powers did not permit him to inspect or audit administrative trans

actions which might lead toward prosecution of the individual, but his 

presence was made known in that he could review the decision and declare 

his views as to fairness or unfairness. If gross negligence or unfair

ness has been found, then the Danish ombudsman has the power to inter

vene. 
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Christensen summarized the paramount basis for the ombudsman's 

authority in his skill in manipulating his available sanctions under 

Danish laws. He stated: 

Even if the ombudsman finds that an unlawful decision has 
been made or that an error has been committed in the 
handling of a case, he cannot himself carry the decision 
of the administrative agency, nor may he order the agency 
to change its decision, remand the case for reconsidera
tion by the agency, award damages to a complainant, or 
impose any penalty on the civil servant who has been at 
fault (28:1114). 

New Zealand 

Basically, the New Zealand model and office of ombudsman is com

prised of the following functions and responsibilities which easily 

differentiates it from others: 

1. The ombudsman is not given the power to supervise judges. 

2. The amount of publicity given to a case is at the discretion 

of the ombudsman and, if given at all, is after investigation has been 

completed. 

3. The ombudsman may not prosecute officials. 

The New Zealand ombudsman's authority has been exhaustively 

researched by Hill. In addition to the three functions and responsi

bilities synthesized above. Hill explicated that the ombudsman may 

investigate where the action complained of: 

1. Appears to have been contrary to law, 

2. Was unreasonable, unjust, oppressive, or improperly discrimina

tory, 

3. Was based wholly or partly on a mistake of law or fact, or 
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4. Was wrong . . . [and also where] a discretionary power has been 

exercised for an irrelevant purpose or on irrelevant grounds or on the 

taking into account of irrelevant considerations, or that . . . reasons 

should have been given for the decision (78:41). 

In New Zealand the office of ombudsman was instituted in 1962 and 

has become firmly established. Here the ombudsman basically extended 

his efforts to improve the standards of clarity of expression and publi

cation of laws, regulations, official forms and even official speech. 

In many cases the ombudsman in New Zealand neither disagreed with the 

existing law nor even recommended any change in the law, but sought to 

find an equity in the particular circumstances which required remedial 

action. The success of the New Zealand ombudsman operation has been 

succinctly expressed by Sawer: 

New Zealand has been fortunate in its first Ombudsman, 
Sir Guy Powles. Formerly a lawyer, soldier, and diplomat, 
he brought to the task a mature and tolerant personality, 
a wide knowledge of New Zealand law and government, and 
personal enthusiasm for the potentialities of the office. 
In holding the balance between citizens who sometimes 
resent interference on anything but the strictest legal 
grounds, he has inevitably incurred some criticisms, but 
most of those who were lukewarm about the office in 
1961-1962 are now enthusiastic supporters. There are 
proposals to extend his jurisdiction, and the Labour party 
and the civil servants in particular have abandoned their 
previous objections (179:68-69). 

Hamilton also has attempted to delineate the distinctive features 

of the New Zealand ombudsman and the ombudsman in general. In a speech 

given at San Francisco in 1969, Hamilton listed the essential character

istics of such ombudsmen as follows: 



50 

An ombudsman can be characterized briefly as a high level 
officer with adequate salary and status, free and Inde
pendent of both the agencies he may criticize and the 
power that appoints him, with long tenure of office suf
ficient to immunize him from the natural pressures of 
seeking reappointment, with the power to investigate 
administrative practices on his own motion, and this, of 
course, is most important. He is a unique officer, whose 
sole job is to receive and act upon complaints without 
charge to the complainant. He should have the power to 
subpoena records. He operates informally and expediently. 
His principal weapons are publicity and persuasion, 
criticism and reporting. He does not have the power to 
punish maladministrators or to reverse administrative 
decision (69). 

In examining the complex, dynamic bases of the ombudsman's authority 

and value system, such values as honesty, fairness, equality, justice, 

flexibility, resourcefulness, and innovativeness characterize the person. 

The ombudsman was established not to alter the value system but to 

supplement the already existing value maintaining agents. 

Anderson stated the success of the New Zealand ombudsman was partly 

due to his having full authority to investigate and pass judgment, but 

no power to enforce. The effectiveness of the ombudsman lies in the 

respect in which he is held and in the general acceptance of the reason

ableness of his views (8:6-8). 

Norway 

Norway's parliamentary ombudsman for civil administration began 

discharging his duties on January 1, 1963. As with ombudsman proposals 

discussed earlier from Sweden, Finland, Denmark, and New Zealand, the 

main reasons for the establishment of the institution were the steadily 

increasing scope of public administration and the desire to establish a 

control agency to which the individual citizen could apply if he 
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considered himself unjustly treated by public administration. This 

"kinship" to earlier models is described by Thune: 

The Norwegian Ombudsman system is related to the systems in 
other Scandinavian countries, especially to the Danish one. 
. . . Looking back on the Ombudsman's activities so far, 
i t can safely be said that the institution has f i l led a 
need. The knowledge that an avenue of complaint to the 
Ombudsman is open Is undoubtedly an Incentive for admini
strative officials to perform their functions as con
scientiously as possible (207:42). 

Norway's appointment of an ombudsman was not preceded by revela

tions of gross inefficiency or even deep-seated problems in public 

offices. The reason for the establishment of these ombudsmen was the 

steadily increasing influence of public administration on the citizen's 

rights and obligations. Storing logically gave explanation for the 

development of the office by stating the Norwegian ombudsman was added 

in 1962 to bridge the developing gulf between administrators and 

citizens (198:305). 

Perhaps Norway has been the most skeptical of all countries in 

initiating the office of ombudsman. The Ministry of Commerce, for 

example, clothed its skepticism in these words cited by Os: 

Speaking on its own behalf, the Ministry of Commerce, all 
facts being considered, seriously doubts whether i t is 
advisable to establish an Ombudsman system in Norway. 
Many facts tend to show that the rules of law in force, 
and those not proposed, concerning appeal to an admini
strative authority of higher rank, together with judicial 
and parliamentary control, give the individual suffi
cient protection against unfairness, fault and negligence 
in the exercise of administrative authority (138:96). 

Thune's obvious belief that the ombudsman idea served a very 

functional and useful purpose in Norway's government appeared to 
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contradict the earlier statement by Os which suggested the tenet that 

Norway did not need an ombudsman. Some clarification of this elusive 

and seemingly ambivalent view is given in the following summation by Os: 

Even though it is generally admitted that the Institution has 
come to stay, there is still some skepticism prevailing as to 
the necessity of this new institution. "Is our public 
administration really so poor that we have to have such a 
special inspector?" is a question put forward from different 
quarters. The answer to this is obviously "no". There was, 
and is, no compelling need for an ombudsman in our society. 
The experience so far gives a clear indication of that. 
The correct point of view is to regard this reform as an 
expansion of the existing safeguards in our legal system in 
order to improve even further the relationship between the 
public authorities and the individual citizen (138:110). 

Great Britain 

Great Britain has had its ombudsman since April 1, 1967, receiving 

its commission by virtue of the Parliamentary Commissioner Act of 1967. 

Under the auspices of this act, the ombudsman related to injustice 

caused by maladministration in central government departments, and all 

complaints were submitted through the agency of members of the House of 

Commons. 

This rather broad charter and "wide open" range of operation is dis

cussed by Utley: 

The wide area thus assured to the Ombudsman and the remarkable 
powers of investigation which he possesses are, however, 
balanced by a virtually complete lack of executive authority. 
It is this combination which constitutes the essence of the 
institution and, it may be thought, its particular interest 
for Britain (214:11). 

As early as 1960, Utley wrote articles and books on the need for 

ombudsmen in Great Britain. These writings predominantly permeated from 
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concern which he fe l t for the citizen who suffered the abuse of govern

mental injustice. This was stated by Utley as follows: 

Apart from the cases where actual injustice occurs, there 
are infinitely more where the appearance or the sense of 
Injustice is produced by misunderstanding, often arising 
from ham-handedness on the part of public officials. 
Grievances of this kind at present fester to the detri
ment of the executive's reputation for want of any impar
tial machinery for investigating them (214:138). 

Just what constitutes governmental injustice? Marshall has studied 

the British Parliamentary Commissioner for Administration system since 

its inception in 1967 and has provided some Insight Into the problems of 

injustice: 

Unjust decisions can arise for a variety of reasons--as 
the result of, for example, unreasonableness, miscalcu
lation, mistaken application of rules, improper dis
crimination, prejudice, bias, neglect of duty, inatten
tion, delay, incompetence, perversity, turpitude, and 
arbitrariness. All of these faults, i f they were com
mitted by administrators, could conceivably be called 
forms of maladministration. Some of them, however, 
could arguably arise without any abuse of the 
administrative process, and therefore, in a sense, 
without maladministration, i f they were the results of 
conscientiously applied, but mistaken or misguided or 
unreasonable, governmental policy-decisions or legis
lative enactments. 

Two important and necessarily connected questions 
therefore arise in designing Ombudsman machinery. One 
is whether government policy and legislation should 
be amenable to scrutiny. The other is whether the 
machinery should act both as a control of maladminis
tration or administrative abuses and as an avenue of 
security or recommending reversal, on their merits, 
of allegedly wrong or unwelcome discretionary deci
sions, at whatever level they are taken and whether or 
not they embody abuses or improper use of the decision 
procedures leading up to the decision (118:88). 
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The British version of the ombudsman has several distinct limita

tions which differentiate It from other established systems. The most 

important of these are discussed by Rowat as he stated the complaints 

vented to the ombudsman must be referred to him by members of Parliament 

and that he reports of investigations to them rather than to the com

plainants. Rowat felt this was an undesirable restriction on the scheme 

because many complainants would not wish to take their case to a parti

san politician, and he would be an extra screen between them and the 

administration. Such misinterpretations have been diagnosed as major 

contributing causes to poor acceptance of the ombudsman concept in 

Britain. This belief is described by Rowat in the following brief 

statement: 

Some misinterpretations of how the scheme actually works 
have managed to creep into the discussions in the English-
speaking world and have been partly responsible for its 
rejection to date in Britain. For instance, the notion 
has become fixed in many people's minds that the Ombudsman 
is some kind of Super Administrator who has power to over
rule the decisions of officials, even Ministers and thus 
may interfere with ministerial responsibility to Parlia
ment. In fact, the Ombudsman's main powers are only to 
investigate and recommend (169:7). 

Canada 

The Canadian scheme of ombudsman was patterned after the 

Scandinavian model although variations of the scheme have been applied 

in different fashions throughout the several provinces. The provinces 

of Alberta and New Brunswick adopted ombudsman legislation as early as 

1967, with ombudsman proposals having been submitted for legislative 

approval by Canadian city governments as well. 
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There has been solid support by legislators for an ombudsman in 

Canada since 1960. Officials believe that the need for the ombudsman 

institution in Canada is more pressing than in many other countries. 

Although the proposal enjoyed a large amount of public support through 

efforts by legislators to propagate the institution, Canadian citizens 

in general thought differently as elicited by Rowat and Llambias: 

Throughout the Commonwealth countries there seems to be a 
general attitude of complacency about the protection of the 
citizen's rights, perhaps engendered by the strength of the 
tradition of "the rule of law". People do not realize that 
due to the modern growth of administrative powers the mean
ing of this tradition has lost much of its content. In 
Canada, one of the most frequently voiced objections to the 
Ombudsman proposal is that it is not needed: citizen's 
rights seem to be adequately protected already and one 
doesn't hear about wery many cases of persons who have been 
dealt with unfairly by the administration. The objectors 
do not appreciate that, since administrative action is 
secret, the great majority of such cases do not come to 
light. Only some of the most serious ones are revealed and, 
since they concern isolated individuals, often they are not 
widely publicized by the press and are soon forgotten by the 
public (169:186-187). 

To a large measure Canadian ombudsmen are too restricted in their 

operation partly because of the geographical limits placed upon them. 

This restricted jurisdiction was created under federal law in Canada 

which stated that the service of the ombudsman could not extend beyond 

the provinces into municipalities. For this purpose each province 

needed to provide its own ombudsman. 

Although having no federal headquarters for the ombudsman, it 

appeared that positive favor for federal legislation to bring this about 

was created through the press and Canadian journals, of which the follow

ing bears good example: 
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Whereas the office of an Ombudsman has proved eminently 
successful in assisting governments, civil servants and 
the ordinary layman in adjusting complaints, investi
gating abuses of power by Government Departments or its 
employees. 

And whereas fundamentally the appointment of an Ombuds
man was found necessary where there was an evident abuse 
of Civil Rights and no intermediary to plead on behalf 
of the common man. 

And whereas such an officer appointed by the Government 
could greatly assist an opposition by narrowing the 
imbalance where the Government has a preponderance of 
members, 

Be it resolved that this Government give favourable con
sideration to the appointment of an Ombudsman (7:87-88). 

In the five of the eight Canadian jurisdictions which have considered 

the adoption of an ombudsman office, the overwhelming concensus has been 

that the proposed institution could complement the existing machinery 

which is already attempting to handle maladministration. The ombudsman 

could have improved the situation for the complainant, usually by find

ing out the true facts at a much earlier time than possible through 

mechanized bureaucrats, by obtaining either redress or a change in the 

decision, and by doing so with far less injurious publicity and cost. 

Canadian government is well grounded and fundamentally "set" in 

judicial tradition. Historically, Canadian government is recognized as 

sound in principle and fair in its treatment of judicial review. How

ever, as with most governments, problems have developed causing the 

individual to be lost sight of due to vast growth and cumbersome size 

of the organization. The result has been a recognition of administra

tive problems relating to personal abuses and injustices (132:18). 
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McKeown identified some of these problems as relating to huge size, 

staffing, lack of personal interests in listening to a citizen's griev

ances and helping him with them, and problems relating to the government 

hierarchy's unwillingness to innovate and risk change (111:24). 

The Canadian ombudsman's recent appointment in 1967 has served 

notice to other countries that the concept had significance to modern 

day application. This was especially true as the United States looked 

for a model for its government as well as institutions of higher educa

tion. The basis for an ombudsman to be used in higher education has its 

birthplace well grounded in Scandinavian law; however, some credit to 

early application of the concept to higher education in American univer

sity life must be credited to the Canadian ombudsman proposals. Nicholls 

associated this governmental application with law students at Dalhousie 

University. His statement could well be termed the chartering statement 

which has given the functionary his present status in American higher 

education. Nicholls stated: 

Law schools elsewhere might well consider similar projects. 
Under supervision, the students would benefit from an intern
ship in the practice of administrative law. On a less 
systematic basis. Underdog, a private "court of last resort" 
in Toronto, has received complaints of all sorts from around 
the globe. Some of these would have been appropriate for 
Canadian Ombudsmen to consider. Students of political 
science and public administration, too, could perform a use
ful service by analyzing complaints received by elected 
officials at all levels. As an adjunct to such studies, 
sympathetic lawmakers might welcome volunteer staff assis
tance in servicing complaints (132). 

United States 

Proposals for adapting the ombudsman concept to the complex system 

of Federal government in the United States have been introduced in 
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congressional sessions since early in 1963. Ombudsman bills or ombudsman

like proposals have been introduced in all American states and similar 

offices have been experimentally tested in many municipal governments 

(209:2). Strong support for the governmental office has been pressed by 

the American Bar Association and the American Assembly. 

The need for an ombudsman has become apparent in the United States, 

both on the state and community level as well as in the field of business. 

Nassau County on Long Island, New York, acquired America's first ombuds

man on June 1, 1966 (209:2). The state of Hawaii appointed its first 

ombudsman on April 3, 1969 during the closing moments of the 1969 joint 

sessions of the legislature (71:2). Two states, California and 

Massachusetts, have seriously considered instituting such an office In 

their state governments. 

The American ombudsman proposal aligns itself nicely within exist

ing structures, and is considered to be reform as compared to radical 

change providing a systematic and dignified procedure to review opera

tions. The functionary may also locate developing problems and is 

designed to be a permanent office in order that the ombudsman may take 

as long as necessary to get to the root of the problems. 

The ombudsman also serves as protection and reassurance for com

petent and efficient employees by filtering out unfounded complaints. 

Support for the establishment of various ombudsman offices in American 

government ranges across the entire political spectrum. It is widely 

recognized that large organizations, bureaucracies, need a system of feed

back to insure good faith between individuals in anonymous situations. 
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This good faith sometimes reaches extremely high tensile strength 

and the element of mutual trust breaks down among certain individual's 

concerned. Smith and Mink expressed it this way: 

We cannot regard other people as trustworthy if the means 
they use to attain goals are self-centered, rational, and 
possibly involving procedures which will harm use. Rela
tionships then tend to become characterized by elements 
of suspicion and doubt. 

It is not surprising, then, that alienation from system 
and from associates should become commonplace. Here we 
understand anomie to be a condition of social systems, 
and alienation to be a condition of individuals. The 
condition of alienation carries with it a feeling of 
"estrangement" and of being a stranger to one's surround
ings and to one's associates (189:269). 

Although the ombudsman in American government has been proposed to 

relieve individual pressures, frustrations, and correct injustices, 

there are definite limitations placed upon that which is expected from 

him. Anderson stated one of these limitations was that people, includ

ing the ombudsman's best friends, expect too much of him (9:155). 

The American ombudsman proposal can be adapted to serve a specific 

purpose or to handle certain types of complaints although most complaints 

seem to grow out of abuses brought on as a result of the improper use of 

governmental power. David stated: 

There are at least three essential lines of defense against 
improper use of governmental power: able and conscientious 
personnel who strive for quality performance; procedural 
safeguards; and the principle of the outside "check" 
(40:1057). 

United States representative Reuss has introduced legislation to 

establish the office of a congressional ombudsman in American govern

ment. His proposal would give the ombudsman authority to review cases 
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where an individual alleges that an officer or employee of the United 

States has subjected the complainant to improper penalty, or that he has 

been denied one of his inalienable rights (159:134). 

In the United States numerous arguments both pro and con have been 

presented regarding the adoption of an ombudsman. Cochran conducted an 

extensive study of the ombudsman and found that the United States 

government already contains several mechanisms which serve as checking 

agents. Cochran said: 

In a sense, senators, representatives, the federal courts, 
the Inspector-General in the Army, and the General in the 
Army, and the General Accounting Office in Washington 
serve as such checking mechanisms. Although specific 
legislation has been presented in Connecticut, California, 
Illinois, New York, and Utah, it was not until 1965 that 
the first U.S. ombudsman was appointed in New York City. 
Operating with a well-staffed "office of citizen redress", 
he functions not as a punisher of erring officials, but 
as a thoughtful outside critic of city administration 
(31:61). 

Abraham appeared to agree with Cochran's statement that enough 

checks and balances exist at the national level; however, he offered a 

new twist by suggesting this approach: 

Although there are considerable doubts that the Ombudsman 
is feasible at the national level in the United States, 
the institution would appear to be quite readily adaptable 
at the state and, particularly, the municipal levels of 
government. It merits a try (2:126). 

American government has long been noted for its concern for the 

individual in a democracy. Frequently, the laws which govern the land 

lose respect for the individual who is affected by it and the laws 

become vague and to the benefit of only those people who interpret 

them. Gardner spoke of this when he stated: 
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In the absence of healthy criticism, every organization 
tends to end up being managed for the benefit of the 
people who run it. That Is why every human Institution 
needs some version of the Ombudsman, some procedure for 
the hearing and redress of individual grievances 
against Institutions (56:108). 

Government then, or more explicitly the exercise of governing 

people, appeared to come to the fore as a readily identifiable problem. 

In the process of developing answers to pressing national problems in 

American government, more and more bureaucrats were employed to help 

alleviate the problems of size and growing ImpersonalIzation. Sheer 

bigness at times undermined both efficiency and procedural fairness 

and Imposed ever-growing problems of control and responsibility upon 

institutions and processes which have not always been adaptable (208:6). 

The overall plight of government and its application to meeting 

needs was stated during the Thirty-second American Assembly (153:3). 

Explained here was the notion that millions of Americans viewed their 

government as distant, unresponsive, and often hostile. The blame was 

placed upon a mass society which has dehumanized government and imper

sonal i zed its relationships with the people it represents. The Assembly 

pointed toward the need for a functionary who could listen to citizen's 

complaints concerning governmental action or inaction. He could expose 

such inequities and thus help establish a more democratic organization. 

Reuss and Munsey stated that United States Congressmen were essen

tially expected to serve as mediators between citizens and the bureau

cracy. They receive letters from citizens complaining about alleged 

discrimination and mistreatment along with other problems ranging the 

whole gamut of the complaint spectrum. According to Reuss and Munsey: 
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The public image of the Congressman as the citizens' advocate 
against governmental abuse is so widespread that members of 
Congress continually receive pleas for assistance in state 
and local matters that are beyond their power. On the other 
hand, the Congressman also has the role of explaining the 
bureaucracy to the citizen in many cases where the bureau
cracy has been too wrapped up in jargon or technicalities 
to explain itself (160:194). 

American universities have been helpful in providing government with 

results of their studies in problems of civil government and their 

attempts to resolve problems of alienation through governmental abuse. 

Although Congressmen have helped resolve many problems brought to their 

attention by citizens, they have found the volume of requests for assis

tance too cumbersome to handle. Arizona State University issued the 

following recommendation as a possible remedy to the continuing problems: 

All the means of access to government are useful. We should 
strive further to improve them. Because these existing 
devices have important functions to serve other than hand
ling citizens' complaints, there is a need in today's large 
and complex government for mechanisms devoted solely to 
receiving, examining, and channeling citizens' complaints, 
and securing expeditious and impartial redress. We believe 
the American utilization of the Ombudsman concept will help 
fill that need (210). 

Some believe there is a constitutional gap which, unless amended, 

will never allow corrective measures to materialize. Sandler spoke of 

this gap with the following diagnosis: 

For all the intricacy of America's separation of powers and 
checks and balances, with numerous built-in safeguards to 
protect individual rights, there exists a gap--a constitu
tional gap--that exposes the citizen to some serious pit
falls. He can defend himself against just about everybody 
except the bureaucrat. The federal, state, and local 
bureaucracy can, if dishonest or unscrupulous, treat the 
"little fellow"--he who has no "connections"--with disdain, 
and subject him to all sorts of indignities, including loss 
of life, limb, and property, without having to worry for a 
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moment about the consequences; for who will take a public 
agency or a public official to task? The courts? They 
are too busy, and when they have the time, it may take an 
eternity to get a decision, let alone a favorable one 
(177:105). 

There are many variables which diffuse the issue of whether an 

ombudsman is needed in the United States. The problem in perspective 

is that the American population size is possibly the greatest inhibiting 

factor. It is difficult to comprehend how one man could handle the 

enormous amount of complaints coming to him. There are many proposals 

to help define the nature and functions of his office. Recommendations 

have hinted that the biggest single problem would be to acquaint 

Americans with the proper use of the office by incorporating the aid of 

mass media. Gellhorn gave a good conclusive statement of the ombudsman's 

relevance to American government when he commented: 

It might be necessary to limit his function and jurisdic
tion, as determined by the legislature. Thus, if the 
office is brought under control, a federal Ombudsman might 
be a useful functionary to perform some duties necessary 
in the constitutional scope of things (58:139). 

Hawaii 

On April 3, 1969, Act 2, Session Laws of Hawaii 1969, was enacted 

and an appropriation of $103,000.00 with four positions authorized was 

made for the Office of Ombudsman. On April 17, 1969, the appointment of 

Herman S. Doi was made with provision that he begin duty on July 1 , 1969 

(71:2). 

A comparison of the functions and responsibilities of Hawaii's 

ombudsman with those of other countries leads one to the conclusion that 

Hawaii's statute closely follows the Danish, Norwegian and New Zealand 
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models in that: (1) the ombudsman is not given the power to supervise 

judges, (2) the amount of publicity given to a case is at the discretion 

of the ombudsman and, if given at all, is after investigation has been 

completed, and (3) the ombudsman may not prosecute officials. 

In an article appearing in The Daily News Journal, the Hawaiian 

Central Press Association released the following statement: 

HONOLULU—You can't "fight City Hall"! Right? Wrong—at 
least in Hawaii. In the nation's 50th state, you can 
"fight City Hall," thanks to the creation there of an 
ombudsman, a public official who handles citizen com
plaints. 

He is Herman S. Doi, the nations first ombudsman, who has 
assessed his first year in office and found it works. So 
much so that other states are beginning to follow suit. 
In Oregon, a member of the governor's staff acts as the 
ombudsman for that state, while In Nebraska the legisla
ture has voted to appoint an ombudsman. 

Furthermore, indicative of the interest aroused by the 
action taken by the Hawaiian legislature in establishing 
the office, in 20 states, the District of Columbia, 
Puerto Rico, Guam, Hong Kong and West Germany (226:2). 

According to Wilcove, the office of the ombudsman received 683 com

plaints from aggrieved citizens during the first nine months in the 

office (226:2). Interestingly, more came from men than women. Anyone 

with a grievance against an executive agency of the state or county or 

any of its personnel can phone or write the ombudsman or visit his 

office. 

The ombudsman, in investigating the complaint, is empowered to 

issue subpoenas for individuals and documents (both private and public), 

hold hearings, and visit departments and offices unannounced to examine 

their records. The public agencies must furnish him with a response to 
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the complaint. The ombudsman then hands down his opinion or recommenda

tion. If he suggests remedial action and the agency refuses to accept 

his opinion, then the ombudsman may take the matter up with the governor, 

the legislature, or the newspapers, radio and television. 

A weakness of the office is that it has no authority to consider 

complaints against courts, the governor's office and the legislature. 

Furthermore, unlike the Swedish ombudsman and some others, it cannot 

prosecute officials for illegal acts and cannot investigate matters on 

its own initiative, such as cases reported in the press. 

Like all ombudsmen, however, Doi's main weapon for securing remedial 

action lies in publicity—through the press and through reports to the 

legislature. Looking back at the Committee which recommended the enact

ment of the office of ombudsman for Hawaii, it is clearly evident that, 

in order for the office of ombudsman to remain successful in its impact 

and to be accepted by both the legislative bodies and the people, the 

duties and procedures of the office must be clearly understood. 

The Conference Committee Report No. 1 which accompanied House Bill 

No. 4, and was enacted as Act 2, Session Laws of Hawaii 1969, had this to 

say about the Ombudsman's Office: 

While your Committee would encourage the ombudsman to be 
resourceful and imaginative in the exercise of this new 
office within the broad limits of the statutes, your Com
mittee feels that in the formative years of the office, 
the ombudsman's actual responsibilities, duties and pro
cedures must be clearly understood by the legislature so 
that the office will effectuate the purposes for which 
the office was created and as intended by the legislature 
(71:22). 
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The outlook for propagating the office of ombudsman in the United 

States is rather unpredictable. There does not seem to be a fanatic 

push to in i t ia te organized support for i ts in i t ia t ion. The best 

assessment of the ombudsman's status in America probably was given by 

Unruh as he stated: 

We are at the threshold of broader acceptance of the Ombuds
man concept. The contributions of additional research will 
surely be helpful. But what better step can we take to 
prove the feasibi l i ty and the need for an Ombudsman in the 
states than by actual experience with the institution? The 
costs are modest, and the results give great promise of 
being substantial. As Professor Gellhorn reminds us: 
"The wrecks of earnest reforms l ie al l about us. They 
remind us that accomplishment may not soar as high as hope I 
What have we to lose" (213:121)? 

Spread of the Ombudsman Idea 

The university community, with i ts problems of size and complexity 

of administration, looked to government for models upon which to base 

programs for alleviating the agonizing pains of institutional breakdown. 

The ombudsman's work has had a very interesting effect upon higher educa

tion. A number of reporting institutions frankly acknowledged that 

personal injustices sustained by individuals had diminished because, 

during the tenure of the ombudsman's off ice, an outsider had been in a 

position to cr i t ic ize . Moreover staffs that had, like aging humans, 

become too "set in their ways" have sometimes been liberated from their 

bondage by the ombudsman's fresh approach. 

The campus ombudsman has come into existence partly upon the basis 

of the Denmark model which has been evaluated by Gellhorn as follows: 
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First , ombudsmanship works in small ways i ts wonders to 
perform. Too exalted expectations are a disservice to the 
insti tut ion. The ombudsman can be important without con
stantly dealing with important matters, just as judges are 
important though they deal chiefly with picayune conflicts. 
An ombudsman's accomplishments are l ikely to be interst i 
t i a l . He cannot create a solid structure of public 
administration. He can only do a bit of patching and sew
ing of minor rents in a basically sound fabric. 

Second, the ombudsman's greatest role is that of teacher 
rather than governor. He does not command. He persuades. 
Like most teachers, he wil l have to repeat his lessons 
often for the benefit of the slow learners: and even then 
some of his pupils wil l fa i l to absorb them. In any event, 
he cannot perform the work of an entire faculty. He suc
ceeds as he does in Denmark because that country's civi l 
servants have many other good teachers, notably their own 
colleagues and the high traditions of Danish officialdom. 

Third, the ombudsman should not be viewed as an acceptable 
substitute for parliamentary or ministerial responsibility. 
Because he is so readily Identif iable, so embraceable as a 
kind of father-figure, some of his countrymen may call 
upon him for too large tasks of statemanship; and, being 
devoted to rendering public service, he may be tempted to 
respond. The broad contours of public adm1n1stration--how 
much power is to be conferred, for what purposes, upon 
whom, to be exercised by what means--are primarily ques
tions for polit ical determination. No matter how able an 
ombudsman may be, no matter how venerated he may be by the 
public, he cannot supplant the political processes that in 
the end control the administration of public affairs. 

No panacea for the cure of governmental i l l s exists. The 
greatest injustice to the ombudsman would be to regard him 
as the possessor of a cure-all (59:46-47). 

Alienation Factors 

A great deal has been written about the sense of estrangement and 

alienation many students feel in their college or university, particu

larly the large, complex institution. The students feel lost in the 

increasingly elaborate bureaucracy of the university community and 
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sense that their individuality is reduced as regulations and red tape 

multiply and service becomes more impersonal. Some respond by with

drawal while others strike out against the university in an effort to 

make the perceived authority structure more responsive to their needs. 

Colleges and universities, in turn, have experimented with various 

plans and proposals designed to reduce this sense of anomie on the 

part of these students. 

Historically, the emergence of ombudsmanry on the university scene 

has been inevitable. Although students in groups are exerting consider

able influence on administrative policies through effective organiza

tion, students continue to complain of neglect, abuse, and manipulation. 

Clifford reacted to such problems of neglect and abuse as he 

stated: 

I t is clear also that many colleges and universities have not 
invested adequate energies in devising means to protect stu
dents, faculty, and administrators--all members of the aca
demic community--from the abuse or misuse of power and 
authority (30:203). 

Societal Impact 

Much has been learned from civi l government and higher education 

slowly has adopted methods and techniques of administration which 

served useful purposes as well as having shown promising results. This 

view was expressed by Brown and Mayhew: 

Similarly, higher education has come to adopt practices of 
management and control found effective by business, industry, 
and the military. Once i t was assumed that education was 
different from business and could be conducted by unbusiness
like methods (22:86). 
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Further documentation affording substantive reinforcement in using 

governmental experiences as a sounding board to help cure the i l l s of 

campus l i f e was offered by Hickerson: 

History indicates that in al l societies where public educa
tion developed, i t served as a reflection of the existing 
social order. Close scrutiny of the systems of public edu
cation functioning in different societies today reveals a 
clear relationship between the social polit ical framework 
upon which the society is built and the philosophical prin
ciples upon which i ts public education is formulated (76:1). 

Change Agents 

Changes are d i f f icu l t to in i t ia te . A great deal of security seems 

to be vested in the status quo even though officials very well may be 

discouraged with realized results. Innovation in education has become 

popularized through efforts of the Federal government to encourage an 

upgrading of America's educational institutions. Change factors look 

good on proposals but the implementation of innovative ideas often 

become overwhelmingly d i f f icu l t . Dale articulated this view as he 

noted: 

There are many reasons why universities and colleges do not 
change. Some of them are the same as the reasons individuals 
do not change their politics, their mode of living, their 
patterns of travel, and the like. Novelty requires thinking, 
planning is troublesome and uncomfortable. Innovation makes 
waves. Further, the alleged rewards of successful change 
must be matched against the predictable penalties of failure. 
The risk often seems not worth taking. . . . If we want con
tinuing innovation, we must build an adequate program of 
research and development into the structure of the university 
or the college. Many useful innovations do not disturb cur
rent arrangements, threaten no jobs or autonomies (39:88). 

Interest in the ombudsman concept has gained momentum partly 

because of the changing society in which we live and the constant 
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demands brought to the fore as a result of such changes. Sandeen recog

nized these changes when he asserted: 

The past few years in American higher education have been 
characterized by serious questioning of the relevance of 
undergraduate programs and the relationship of the student 
to the academic community. Much of the evidence seems to 
indicate that disturbing numbers of students are finding 
the undergraduate curriculum incomplete and frustrating, 
and are becoming alienated from the university and its 
programs (176:397). 

Riesman spoke of problems thwarting higher education's efforts to 

make necessary adjustments to problems at hand. He cited the problems' 

close kinship to those experienced in industry and big government: 

Just as big corporations have left innovations to research 
and development departments and confined the work of their 
top executive to that of chief public relations' officer, 
so at the big universities what innovation there is seems 
to have been shifted out of the president's hands into 
those of the deans (161:21). 

The problem here is immediately recognized to be one of line and 

staff nature. Students, deans, and faculty members who experience edu

cational problems in large universities frequently feel they "cannot" 

voice their concerns to their superiors in the organization. Scott 

made this observation: 

The difficulty with many formal programs of redress is that 
their values and the values of the organization in which 
they function are not perceived by participants as differ
ent. This is why a grin is often provoked when a person is 
told he can go over his superior's head if he has a problem. 
He is telling you that he does not believe it will do him 
any good (185:124). 

Communicative Inequities 

A lack of communication on American college and university campuses 

appeared to be a motivating influence causing administrators to begin 
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searching for answers to student alienation and discontent. There 

appeared to exist a need for recognition that feelings comprised a 

legitimate aspect of human behavior and deserved due attention as 

explained by Ack: 

Meaningful human relationships can only exist when the 
needs of both parties are substantially fulfilled. 
Unless instructors make an attempt to create a viable 
relationship, they depreciate their role as a model to 
be emulated, and serve only as a transmitter of facts--
similar to a machine (4:229). 

Elaborating further on instructors' failing to achieve proper dia

logue with their students, Shimahara said: 

Professors should serve as an ethical center for student 
activities, whether they are academic or political. They 
should be a vital agent directing their students through 
the adequate understanding of students' needs, hopes, and 
frustrations, instead of creating a monolithic, authori
tarian setup for various types of students. 

A meaningful dialogue should be created between the admin
istration and students. The unilateral monologue prac
ticed by administrators and professors should be converted 
to bilateral participation and dialogue so that students 
may engage in meaningful interplay with them through the 
implementation of effective communication channels. 

The university will become a creative force if explosive 
energy of intellectual youth is canalized into construc
tive, responsible, and democratic forms by encouraging 
it to find effective channels of communication and by 
authentic and enthusiastic responses of university 
authorities to it (187:20). 

When those in authority turn deaf ears to what students are saying 

and merely impose "custodial" roles upon them, the results cannot be any

thing but student discontent and unrest. Mayhew identified this as a 

major problem which led to much of the student reactions in the last 

decade of the 60's and early 70's: 
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American colleges and universities have historically assumed 
a custodial role regarding students. After all, students in 
the past came away from home and were physically under the 
jurisdiction of the college; and the college, in attempting 
to serve its parent--surrogate role, developed a number of 
regulations that it believed appropriate. Definite hours by 
which women had to be in residence halls, compulsory chapel, 
rules regarding dress and rules regarding class attendance--
these all seemed part and parcel of the residential college 
charged by upper middle-class families with safeguarding 
late adolescent students for a few years. This custodial 
role, however, is inconsistent with the personal freedoms 
that urban families allow their young. Yet much of the 
effort expended by a student personnel staff, even in quite 
enlightened urban universities, is reminiscent of the cus
todial outlook characteristic of the rural residential col
lege. Surely, much of the student reaction in the past 
several years is, in part, directed against a custodial 
role that is clearly incompatible with contemporary urban 
society (120:27). 

Impact of Innovation 

University officials have earnestly sought to alleviate problems of 

student rebellion and attempted to bring into operation programs having 

relevance to the majority of students. Frequently these additional ser

vices have been added in desperation and often without proper forethought 

as mentioned by Arbuckle: 

Services have often been added in a disjointed sort of manner 
without any great concern for the needs of the faculty mem
bers. Sometimes faculty members have been hostile and indif
ferent, while the students may have felt that the services 
were being imposed upon them. In some cases the organization 
and administration of these services became the job of an 
officer who was already loaded down with other tasks and who 
quite frequently had little understanding of, or sympathy 
with, the student-personnel point of view; or it became the 
added responsibility of one who was imbued with the academic 
tradition and who naturally enough would think of such ser
vices as secondary; or it became the responsibility of an 
autocratic administrator who would daily send forth his 
orders of the day; or finally it became the task of someone 
who was a fine person, but who lacked the knowledge and 
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ski l l that was necessary i f the task was to be well done. 
There is no doubt that in the past twenty years the 
administrators of personnel programs in some colleges 
have been individuals of such caliber. Under such cir
cumstances i t would be unlikely that the personnel pro
gram would function effectively (10:25-26). 

Administration of higher education student services has not been a 

simple matter. Added to the myriad of problems has been the almost 

impossible task of providing individual attention to perplexing problems 

faced individually, yet also collectively, by university students. 

Attention was called to this factor by Taylor as he discussed the 

term, individualism: 

There is an old-fashioned word whose use must now be 
revived-individualism--as a component in the philosophy 
of education I am concerned to urge upon you. The term 
has fallen into disfavor, partly from overwork and 
partly from misuse. I want to use i t in the old-
fashioned Emersonian sense of self-reliance, voluntary 
action, individual in i t ia t ive and personal style. As 
far as the philosophy of education is concerned, until 
the child in his context is considered seriously, one 
child at a time, until the curriculum and the school 
system are bui l t on a concern for each child, until the 
education of the teacher is built on a concern for 
developing the cultural and intellectual l i f e of each 
teacher, we have not begun to talk sense about what to 
do in education (204:10). 

The attribute of personal style cited by Taylor has received further 

elaboration as an element to honor in order to provide individual stu

dents with the dignity and respect they deserve. Straub and Vermilye 

made the following observation regarding style: 

Among the many d i f f icu l t questions posed by changing rela
tionships, one concerns the importance of style. Style 
means distinctiveness, the way in which a person is known 
as an individual. We may come to realize that the identi
fiable and definable styles used in our relationships with 
one another in an academic community are as significant as 
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the contents of our relationships. It may become important 
to inventory the style--or the spirit of honesty and authen-
ticity--which characterizes our campuses. 

Style clearly has an importance all its own, and we have 
neglected it much too long. At the same time, there may be 
an even more fundamental issue (humanization itself) at 
stake here. For many students, even for many of us who 
qualify as adults, the contemporary scene is dominated a 
little frighteningly by the conceptual, the abstract, the 
manipulative, the rational, the systematic side of the 
human animal. 

What about the affective and interpersonal elements? What 
about the submerged parts of the human iceberg that are so 
determinative in relationships of love and friendship? 
What about the irrationalities that bind men together as 
well as rive them apart? Are not these some of the things 
that students are bugging us to understand in more adequate 
ways? And, indeed, are not these some of the questions to 
which student personnel workers were supposed to be address
ing themselves before they became housekeepers and main-
tainers of order (199:370)? 

Articulative Inhibitions 

Colleges and universities are in a state of administrative meta

morphosis. While administrators deal with new innovations, students 

themselves are changing in values and conceptual orientation. Such per

petual change on the university scene has taken its toll through poorly 

articulated programs and little, if any, sequential correlation of 

earlier modifications. 

Often there is little done by university officials to advise or 

inform those governed of changes which affect them or, even worse, the 

students are ill advised. Such advice, or lack of it, is frequently 

found at the faculty advisory level as Dressel pointed out: 

It is my observation that advising is generally in a deplor
able state in most institutions of higher education, small 
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colleges as well as large universities. The difficulty seems 
to me to reside in the fact that very few faculty members 
have any real conception of what an undergraduate liberal 
education should be, and they seldom know much about courses 
and programs other than those in their own immediate area 
(46:185). 

Educators have attempted to read accurately the pulse of university 

students in order to determine what they are saying regarding views on 

education, value systems, careers and interest patterns. According to 

Eddy, this concern on the part of university administrators has not been 

adequate: 

Every time students have tried to resolve some issue with the 
administration, they have lost . . . Just by talking the 
kind of words the administrators use, we trap ourselves into 
despising the least of us and degrading the best . . . There 
is a wery powerful rhetoric which demolishes this inhumanity. 
I t is the rhetoric of fundamental human worth. I t is the 
rhetoric of trust. Just as the administration's rhetoric 
carries within i t the inevitable seeds of inhuman success, 
the rhetoric of trust carries within i t the seeds of the 
best of human tolerance. I f the administrators would only 
trust us, we and they might be free (49:196). 

The key to problems involving university students as they shout their 

chants of "irrelevant education" may very well l i e in the fact that large, 

impersonal organizations tend to overlook the individual and his "small" 

problems in favor of what appears to be the best for "everyone". Matters 

of human rights hold paramount status in American philosophies of educa

tion. Kidd emphasized this as he stipulated: 

Every hour of every school day teachers deal with matters 
which concern human rights--order and justice, the mainte
nance of individual dignity, regard for truth and objec
t i v i t y , mutual respect. As pupils develop and mature, the 
elements involved become more complex. I t becomes neces
sary to distinguish freedom from license, economic progress 
from greed, authority from tyranny. At the same time, the 
pupil's widening perspective of l i f e and events requires 
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that concepts of human rights be transferred to larger 
issues: individual dignity, must be reflected in respect 
for minorities or in responsible participation in the life 
of the community. Little by little, teaching for human 
rights and personal dignity becomes a form of moral and 
civic education concerning the relationship of the indi
vidual to society and of societies to one another (96:3). 

Impact of Impersonalization 

Frankel summarized this loss of human dignity and quality of campus 

impersonalization as follows: 

American colleges and universities have been short-changing 
their students for years. The American undergraduate has 
usually made a grinding effort to feel that he is an insti
tution where the classes are large, the minds of the 
instructors are small, and the only sense of a collective 
institutional purpose comes from the clicking of the I.B.M. 
machines. Much college teaching is indifferent or incom
petent . . . Boards of Trustees seem eitlier not to know 
what's going on or not to care. And administrators seem 
stiff, mechanical, impersonal and out of touch with basic 
facts of life (55:18). 

Size Factors 

The exponents of size and bureaucratization have many unpredictable 

variables. Many of these are unacceptable but tolerated and, as Miles 

stated, such "festering sores" are often expected to heal themselves but 

seldom do (123:356). 

Comparatively speaking, American colleges and universities and their 

foreign counterparts are unique in many respects. Size of university 

enrollments is rapidly becoming a common denominator; however, a notable 

difference is found in the physical accommodations made available to 

students in America. Students in the United States are greatly impressed 

with their working environment but frequently are openly disenchanted 
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with the poor pedagogical support. This seemingly felt imbalance has 

been voiced by Barzun: 

Nothing so strikes the foreign observer with surprise as the 
size and power of American collegiate administration. The 
best offices and the best building, the rows and rows of 
filing cabinets, the serried ranks of secretaries and 
stenographers, make the European feel that he has wandered 
by mistake into some annex of a large business concern. 
The thick carpets, the hush and polish of the surroundings, 
cannot form part of an academy. The foreigner is used to a 
distinctive shabbiness, to hollowed steps and an inky 
smell, without which no school, college, or university seems 
genuine, be the place England, Germany, Italy, or France 
(14:157). 

Gleaning from previously discussed problems of disrespect for the 

individual, irrelevant teaching, ill-advised students, and the imbalance 

in the quality of physical facilities between those provided for students 

as opposed to administrators, one cannot help but see that the results 

lead students to feelings of alienation, impersonalization, and gross 

bureaucratization of university surroundings. 

Impact of Bureaucratization 

Bureaucracy has been defined in many ways. Parsons stated that it 

is a pattern of ordering and specifying relationships among personnel in 

an organization. He further stated that these relationships are based on 

rationality, with authority being vested in a position rather than an 

individual 

Earlier systems devised for ameliorating problems of bureaucracy 

often added more "bureaucrats" into the organization. This tenet applied 

to government as well as university systems. It bears endless repetition 
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that large public universities are complicated and, as Magrath stated, 

they are inescapably bureaucratic organizations: 

One of the fundamental assumptions is that there Is nothing 
intrinsically bad or good with bureaus, i.e., bureaucra
cies; they become necessities when social and organizational 
needs can no longer be serviced through informal mechanisms. 
They are either good or bad depending on whether they serve, 
as fairly and wisely as possible, the needs that justify 
their existence. The danger of course, is that bureaucra
cies may lose sight of the obligations and purposes justify
ing their creation and come to serve primarily the interests 
of the bureaucrats. It is, however, perhaps also fair to 
point out that faculty interests and organizations and, for 
that matter, student ones--can also grow into "bad" bureau
cracies (114:26). 

Bureaucracies seem to perpetuate themselves. Principal development 

of the university has been the consequences of expansion: growth of its 

budget, growth of its scope of courses, growth in administrative bureau

cracy. Wallerstein clearly pointed out that the more these grow, the 

more the decisions which are made at the level of a given faculty, espe

cially those made at the level of departments, are in fact severely 

limited by decisions made previously and by others (217:84). 

Van Houten saw bureaucracies as an inevitable consequence of the 

world's population explosion. He supplied a possible solution to the 

problem of size and alienation by recommending that students should be 

handled properly such as implied here: 

Size and the image it projects is another critical problem. 
Today most schools are growing rapidly, and high school 
classes, larger than the former size of many entire 
colleges, are bringing stresses and strains to education. 

. . . While it is impossible to escape from the obligation 
to educate the masses entering our schools, the ways 
students are handled can be of great importance in deter
mining their attitudes and conduct (215:109). 
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Williamson agreed with Van Houten in that he felt students could 

be helped through the utilization of our available resources. He main

tained that America need not lose the Individual student in the midst of 

this twentieth century urbanization if we are willing to apply ourselves 

through innovations in the task of identifying and helping the student 

become more personalized in a bureaucratic environment (228:28). 

Describing College Youth 

Every generation of students has emerged with new ideals, mores, 

values, and plans for helping solve pressing comnunlty, state, and 

national problems. Eddy recognized the need for educators to listen to 

what students are saying and implied that they are saying a lot. Said 

Eddy: 

Students today are saying d i f fe rent things--and they are say
ing them d i f f e ren t l y . Like i t or not , we are forced to 
adjust to the i r rapidly changing ways of coping with ambigu
i t i e s . I t matters l i t t l e that we would not have chosen 
necessarily to say what they say--or in the manner they say 
i t . We are not the ones growing up th is year. 

They w i l l seek personal i den t i t y because they need i t in 
themselves and they need i t as c i t izens of a mass cal led a 
nation. They w i l l seek i t in the giants of Columbia and 
Berkeley because i t is not there. They w i l l seek i t in a 
s p i r i t of s e l f - p i t y which w i l l turn the elders against them, 
and they w i l l seek i t in honesty which the elders may not 
recognize always. 

They are angry at what we have done--the in jus t ice to the 
black man and the hidden wells of intolerance, the murders 
of two Kennedys, the devouring con f l i c t in Vietnam which 
prevents the nation from r igh t ing i t s e l f before i t t r i es 
to r igh t others. And they want the i r college experience to 
prepare them to do a better job of leadership. Anything, 
they say, w i l l be bet ter . 
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The student must be regarded as a person of ability and 
responsibility. To accomplish this in its most subtle 
aspects, one returns to the crucial factor in higher 
learning: the quality of the relationship between 
student and teacher (48:17). 

The legacy of frustration and disappointment has made the campuses 

a major focus for politically awakened young adults. Students are making 

demands rather than merely accepting conditions as they are. They want 

to be an active part of what is happening. Hi 1 berry described it this 

way: 

Though there may be benevolent (or even malevolent) tyrants 
in charge of some colleges and universities, they are 
rapidly becoming rarities, curiosities. Students and fac
ulty members are coming to assume that they will be con
sulted on decisions of any magnitude and that their repre
sentative will review even the routine operation of the 
institution (77:92). 

The student representative mentioned by Eddy, whether he be the Dean 

of Students, the Vice President of Student Affairs, the Faculty Advisor, 

or the ombudsman, must direct his efforts in relation to student needs. 

Gross and Grambsch stated that goals related to students receive 

relatively little emphasis at American universities with the one excep

tion being that of training students for scholarship, research and cre

ative endeavor. The authors concluded that apparently the current com

plaint that universities give little attention to the interests of 

students has considerable basis in fact (68:108). 

Student Activism 

Student activism on American campuses may be attributable to a new 

generation of students who have been advised throughout their public 
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educational experiences to question the nature of new experiences that 

have been presented to them. Frequently, as these young Americans have 

questioned the authority which has been Imposed upon them in their 

learning experiences, they have been "put down" and made to feel they 

should not have raised the question in the first place. Katz and 

Sanford stated that students would not raise the question of their 

rights so frequently if the process of their education were more mean

ingful to them and if they felt more respected. The author's further 

assessed the severity of the problem in these terms: 

We think the most fundamental fact underlying the present 
situation is that student problems and student discontent 
have reached such proportions that nothing short of giving 
the situation major attention and moving towards major 
reforms will do. We must be prepared to accept discontent 
or even more destructive effects as long as the situation 
is given perfunctory attention and the arrangements of the 
college are allowed to remain as they have been in the past. 
That changes seem difficult or impossible does not matter. 
We must begin to make them (90:412). 

Johnson aptly described his views of campus change aimed toward 

resolving problems of disruption and demonstrations by stating that a 

democratic government must permit change since often inequities arise 

which most frequently affect minorities. Dr. Martin Luther King 

demonstrated this process by violating unjust laws and suffering their 

full consequence, thus demonstrating the inequity and unfairness of 

these laws. 

Johnson postulated that campus demonstrations often adopt tactics 

of civil disobedience, but in a far more violent way, and object to 

accepting the punishment which logically would be expected. Only an 
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institution in the right is ethically in position to grant amnesty since 

amnesty means pardon. A differentiation between acceptable dissent and 

destructive violence was emphasized as often being a wery thin line. 

Johnson maintained that dissent, debate, and dialogue are necessary and 

excellent means of solving problems, but destruction, disorder, and vio

lence must be forceably suppressed for law and order to survive 

(86:364-365). 

Speaking on activism, Taylor stated: 

Activism is healthy for society. Student activists are 
forcing a new consciousness of the needs of a new genera
tion and its society on the educators. Students are the 
active link between the society and the internal life of 
the university. 

Student activism is a threat only to those who are unwill
ing to change. By bringing students into a new relation
ship to school policy, educational and social needs can be 
better satisfied. In some respects, society is not capa
ble of changing fast enough to take care of the legitimate 
needs of the students (205:40). 

Writers have contended that the lawless conditions of society in 

general have given students little choice but to defy the existing 

administrative structure of higher education. Such writers also were 

quick to point out that basically this present problem of disobedience 

to the law was not new. A national publication on education in 1883 

was quoted by Graves as stating: 

Obedience to the law is very little practiced today; neither 
the statue nor the moral law is regarded; everyone wants to 
do as he pleases .' . . hence, the contentions against author
ity, the disobedience of employees against employers, the 
disregard of school and family, and the dreadful want of 
reverence toward old age . . . You will admit the outlook 
is sad (67:191)1 
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Students frequently experienced their first authority and their 

first frustration when they reached our schools. Nothing in their back

grounds has prepared them to cope with it and resentment or rage was 

sometimes the result. Smith implied that this legacy of frustration and 

disappointment has made the campuses a major focus for experienced, 

politically awakened, young adults (191:22). The campus is paternalistic 

and benign to a degree perhaps not duplicated in any other sector of 

society. Its sanctions against aberrant behavior are limited and only 

reluctantly applied. As a cumbersome bureaucracy, its responses are 

lethargic. 

Although lethargic at times, students did take an interest in 

affairs which concerned and affected them. Such complacent apathy has, 

on occasion, been unleashed by students in the form of criminal terrorism 

which educators have found difficult to explain and inevitable in avoid

ance. Students wanted and demanded an increasing role in the management 

of their university. Giusti maintained: 

This includes having deciding votes on basic policy decisions, 
on hiring faculty, on designing curricula, and in the disci
plining of their own peers. 

As with all social movements of this nature, each episode 
gives rise to new ones. From the beginnings at Berkeley and 
on through Columbia, San Francisco State, and Chicago, . . . 
student demonstrations, protests, and seizures have risen 
to thunderous proportions. Students are appalled at certain 
aspects of their societies; they recognize the threats of 
human violence in the world, and are well aware of the 
threats of technological violence. 

Student protestors are asking just where university authority 
really lies; their rebellion thus is directed against admini
strators, who more than ever before, are catapulted into pre
carious positions of lone decision-making (62:361). 
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Campuses such as Michigan State University and the University of 

California at Berkeley have sought to assuage student demands in stop

gap measures. Student demands which have precipitated into violent demon

strations have forced college and university administrators to review 

their leadership positions. Smith purported: 

More and more students are demanding that they be given due 
process. As guaranteed by the Fourteenth Amendment, colleges 
must play the discipline game by the rules. Although the 
rules are constantly changing, the direction of change is 
clear. The procedures are becoming more like those that 
apply in criminal cases and less like those that apply in the 
father-son relationships (190:36). 

One must recognize that student demands have increased appreciably 

since President Kennedy's assassination. The interest in, and concern 

for, benefiting society has been strengthened by the civil rights and 

peace movements and the student has become interested in the world out

side his campus. Today's student is no longer the passive recipient of 

his social heritage; he is an active force in shaping the new society. 

This reorientation of student values has made the self-contained 

community of scholars an anachronism. It has raised the question of 

whether the education our universities are offering is "relevant" to the 

problems of present day America. Smith and Mink expressed it this way: 

Young people, faced with what seems to them to be an unreal
istic school program, vocational uncertainty, and adult 
unsureness in the declaration of firm values, become resent
ful and turn to violence, expressions of contempt for law, 
and disrespect for the rights of others (189:270). 

Brammer stated that students are saying, in effect, that they are dis

illusioned with many of the values and activities of adults. They accuse 

their elders of hypocrisy on great moral issues of human rights, war and 
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peace, poverty and wealth. Students are deadly serious about social 

betterment. They pride themselves on thinking of people in human terms 

--not as objects to be manipulated whimsically by established power 

groups. Students are stressing the need for examining the social role 

of the university and for answering the question, for whom is the 

university established (20:257)? 

The Campus Ombudsman 

The campus ombudsman has reached whatever status he holds by manner 

of slow evolution. An attempt has been made throughout this thesis to 

account for such metamorphic transition. Schools, like governments, are 

a formal organization which possess several vulnerable and inherent 

weaknesses. Among these are such dysfunctions as inefficiency, duplica

tion of efforts, impersonality, irrationality, and a perpetually active 

formality of organization. These weaknesses operate to hinder achieve

ment of the school's goal, providing an adequate and relevant education 

for all who desire it. 

Because the schools failed to achieve this goal, many honorable 

attempts have been made by school planners to alleviate some of the 

problems. Deans of men and women and others trained to function and 

apply their skills and know-how under the protective umbrella of control 

over students and power to impose sanctions on them were discovering 

that with the loss of control, upon which they built their relationships 

with students, they were unable to function with confidence and effec

tiveness. 
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The Changing Nature of the Office of Dean of Students 

A trend is seemingly under way to remove discipline from the role 

of the dean of students, or at least to minimize the notion. Accord

ingly, Foote and Mayer stated the ambivalence of his role when they 

stated: 

Under conditions at that time, [Discussing the aftermath of 
the Berkeley revolt of 1968] the Dean of Students might be 
a student's confidential adviser or become his prosecutor, 
or be an investigating magistrate, or serve as a trial 
judge using procedures of his own devising, or impose 
sanctions which may or may not be reviewable by anyone 
else (54:102). 

The role of the student affairs dean in higher education has been 

an evolving one. Traditionally and historically his changes have fol

lowed the pattern described here by Ross: 

At first the dean of students was a protector of the status 
quo, stern disciplinarian, and advisor to men. Additional 
responsibility came with the creation of a separate office 
for advising and disciplining women. Specialization and 
increased demands requiring additional staff further 
expanded the role to one of director-supervisor. An ini- > 
tial break in the guardian concept of the role came with u 
an awareness of the out of class potential of learning. 
This was followed by the dean acting as creator, initiator, r 
organizer, and administrator of educational and service ' 
programs of complex and diverse nature. Next he became a C 
catalyst for involving others in program and policy forma- x 
tion, and finally the dean has added a new role as % 

innovator for student development (168:87-88). '* 

The role of student personnel administrator, whether called dean 

of students, dean of men/women, or student affairs officer can be as 

closely aligned to the concept of ombudsman as any other person within 

the student services staff. Rowland has designated four major differ

ences which distinguish the campus ombudsman from the chief student 

fi 
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affairs officer or dean of students. Specifically stated, he lacks a 

staff, handles student academic and nonacademic situations, has no 

involvement in student disciplinary affairs, and has more inquiry 

authority (173:3). 

Eddy was of the opinion that a campus ombudsman is a good adminis

trative practice. It means that the dean of students can delegate 

authority and share responsibility to help students solve their problems. 

It is an asset to have a specialized person or persons employed to be a 

campus ombudsman (50:209). In keeping with this "delegation of author

ity", the California Study Commission on University Governance analyzed 

the function of the Office of the Dean of Students as being in the best 

position of all student personnel officers to assist the student to over

come personal, financial, or bureaucratic obstacles in order that he 

might best be able to capitalize on his educational opportunities. The 

Commission further suggested that the dean of students was in a key 

position to guide students and make appropriate referrals (25:6). 

The Ombudsman's "Listening Post" 

As early as 1967, Levine discussed the idea of institutions of higher 

education providing students with an individual who could serve as an inde

pendent investigator of student grievances. This concept was stated: 

The importance of providing opportunities to express griev
ances and have them investigated independently of channels 
now existing in the administrative hierarchy cannot be 
overemphasized. Although the concept of an independent 
official with the authority to investigate and take action 
when an individual or group believes a government organiza
tion to be functioning improperly is still somewhat novel 
in the United States, such inspectors have become a valued 
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element in social and political life. . . . The possibility 
of instituting such a system to guard the rights of citizens 
in our increasingly impersonal society has been receiving a 
good deal of attention in recent years. . . . Merely giving 
serious attention to the dysfunctions which prevent personnel 
at the school level from working effectively would, in itself, 
do much to raise morale (104:313). 

University administrators have voiced concern that a "listening 

post" or a "vehicle of expression" must be provided in order to open the 

lines of communication between students and administration. McClellan 

aptly emphasized it has become increasingly apparent that various groups 

who have vested interest in the affairs of a particular institution of 

higher learning need a vehicle for expression of common interests (109:1), 

Reform in education which was designed to adapt new ideas to help 

resolve old problems required sensitivity to change. Brown stated that 

higher education responded to change not only with new curricular devices 

and substance but also with changed administrative machinery. Such 

changes proved that the university community could initiate change out

side of traditional modes of operation (22:83-84). 

Lines of communication must be kept open between all members of the 

university community. The larger the institution, the more difficult 

such dialogue becomes and, as Fogarty recognized, the university becomes 

"The Good Place or No Place." Fogarty expressed it this way: 

The communicative process, particularly on a large campus, 
must look beyond the traditional modes of campus expression 
--student newspapers and government--to that subterranean 
world that attracts the disaffiliated and uncommitted. 
Those students who have turned their backs on the university 
in search of Utopia in groves other than academe do not and 
will not turn to the counseling center for aid. And rightly 
so, since the center is often an arm of the dean of students' 
office, and the counselors, sometimes in good faith, parrot 
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the "adjustment" line which is exactly what the student 
expected to hear. How many universities would be willing 
to set up autonomous counseling clinics responsible only 
to the director and not the University (53:151)? 

The idea of a "listening post" in higher education is not new. As 

Eddy noted, the ombudsman role has been carried on by campus persons with

out the official title for years, and hopefully this always will be the 

case (51:9). However, the increasing complexity of campus bureaucracy has 

increased the need for ombudsmen. The subsequent struggle to find persons 

who can help find the solutions to student and staff problems gives the 

function of the ombudsman a unique opportunity in higher education. 

An Outsider's View of the Ombudsman 

The ombudsman must be a unique individual although, as Eddy discov

ered, he has unique opportunities to serve an area seldom served by 

existing functionaries (51:9). However, not all herald the office of 

ombudsman as a necessary agent within the university personnel system. 

Clifford cited: 

The ombudsman concept, like most innovations in higher educa
tion, has been both praised and damned. The ombudsman is 
little more than "educational gimmickry" and is a vain attempt 
to deal with the university's problems not unlike putting a 
penny in a fuse box. 

. . . A decision to go to the ombudsman route is a fine adver
tisement for the failure of an administration in general or a 
student personnel program in particular to meet responsibili
ties for equity and communication in an academic community. 

. . . If those responsibilities are being met there is no 
need for an ombudsman; if they are not, changes should be 
made in organization, personnel, and processes or all three--
not by adding another potential bureaucrat (29). 
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Although the office of ombudsman could be construed as another 

body to an already bureaucratized system, Schlossberg defended the 

concept and expressed the position this way: 

The ombudsman i s , in a certain sense, an attempt to bureau-
cratize innovation. That i s , to give "an Intellectual" the 
right and power to recommend and Implement changes in the 
bureaucratic handling of situations. His actual power rests 
on his abi l i ty to negotiate, persuade and inquire. Unless 
this "bureaucratic intellectual" is of such stature and con
forms to the successful Swedish model, he might just become 
an agent of the president (182). 

The office of ombudsman in higher education came into prominence 

as early as 1966. Anderson related the use of an independent investi

gator who could investigate poor teaching and administrative mal

practice. The ombudsman could then report his findings to the persons 

affected and/or report the results to his superiors (8:3) . 

The report of findings which the ombudsman presented after com

pleting investigations constituted a powerful weapon in i tse l f . The 

exposure of injustices which individuals have imposed upon others 

served in i tse l f as a deterrent against further abuse. Bainbridge made 

this observation regarding the ombudsman's power of exposure: 

The ombudsman's report is his real weapon, because, you see, 
nobody wants to have his name in that book. I t is a kind of 
Who's Who in reverse of public off icials and civi l servants. 
To keep their names out of i t , the people in the courts and 
agencies are l ikely to be a l i t t l e more careful about the 
way they do their work. There you see an important thing--
perhaps the important thing--about the ombudsman's office. 
Its very existence prevents any number of faults and abuses 
of power (12:139). 

The Swedish Model as Used in Higher Education 

The campus ombudsman had many civi l government models from which 

to base assignments of duty, function and role. No one model existed 
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which served as the^ best example of operation. The model o r ig ina l l y 

adopted in Sweden in 1809 has served as the most popular as reported by 

Mundinger: 

The ombudsman that I envision follows the model which is used 
in Sweden and other countr ies, but i t would be modified to 
meet the more homogeneous nature of the universi ty community 
and i t s more narrowly defined objectives (125:497). 

Kruszynski also recommended the use of the Swedish concept to higher 

education by maintaining that the very structure of educational organi

zations demands i t , both from the standpoint of the ci t izens who estab

l i sh them and for tke operational welfare of the systems themselves 

(97:155). 

Rowland, who interviewed six campus ombudsmen and surveyed more than 

200 students who consulted the ombudsman at Michigan State University in 

1969, stated that the campus ombudsman, patterned af ter the Swedish 

counterpart, could do much in a l lev ia t ing student unrest by reducing 

grievances (174:125). 

Sandler, Kirk and Hall berg discussed the Swedish ombudsman and care

f u l l y applied the functions of the Swedish ombudsman to the universi ty 

scene. The authors s t ipu la ted: 

Perhaps one of the most appropriate and potent ia l ly benefi
c ia l applications of the Ombudsman pr inc ip le could be made 
in the large state univers i t ies of our nat ion, where the 
student is confronted with bureaucracy, exclusion, imper
sona l i t y , and s ize. 

. . . The establishment of a State University Ombudsman 
modeled a f ter the Swedish Ombudsman would bridge the chasm 
often ex is t ing between student, facu l t y , and administrators 
for the mutual benefi t of a l l concerned (178:113-114). 
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Factors Influencing Initiation of the Office 

The spirit of restlessness was evident on college and university 

campuses in the early 1970's. It appeared to be more mood than move

ment in many respects. Bickel maintained that student protest movements 

were a reflection of a return to the liberal values of humanism, and 

should be strong warning that the university structure must change and 

provide leaders with the freedom to function in this new structure. 

Although Bickel did not specifically cite the name of ombudsman, the 

following reference might imply such application: 

The heads of leading universities should convene publicly 
and reassert standards of civility of speech and conduct. 
Instead of commiserating with each other under various 
pious auspices about a supposed crisis of irrelevance in 
higher education, they should announce their intention to 
institute a reform which is the precondition of all other 
reforms (17:17). 

The campus ombudsman may be identified with any discipline, he is 

not a professional student personnel worker although, as Schlossberg 

stated, student service workers would be the logical group to push this 

concept. After all, this group is most closely associated with the 

students and most conscious of the mishandling and tangling with red 

tape (181:33). 

In the midst of worldwide student demonstrations and campus unrest, 

there is growing interest in the role of a campus mediator. Although 

the campus ombudsman is not a law officer, a licensed attorney, or a 

minister, those who watch his office or call upon his services often 

expect such training of him. London commented on this thought and 

asserted: 
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Fortunately, most faculties cooperate with their ombudsman, 
but his potential for restricting their rights very often 
inhibits their enthusiastic acceptance of the position. 

. . . It is rather doubtful that an ombudsman can prevent 
student disruptions initiated and controlled by messianic 
radicals. But he can often restrain the liberal majority 
from joining the radicals by reducing the student aliena
tion that is usually a factor in the political coalitions 
that can paralyze a university. In the adjudication of 
legitimate grievances he can create the impression someone 
does care; at many campuses that is all the students really 
want anyway. In addition, an ombudsman patiently reduces 
the work load, the "burdensome chore" of dealing with stu
dents, formerly reserved for administrators, particularly 
the dean of students (108:354-355). 

Many questions have been raised regarding the ombudsman in relation 

to areas of responsibility. The essential problem has been to devise a 

system to protect all members of the university community from the occa

sional arbitrariness of the system. Werner has studied this problem and 

appropriately stated: 

With increasing frequency, the Swedish institution of the ^ 
ombudsman has been suggested to protect the citizen from >* 
the pressures of the modern leviathan. The ombudsman, S 
paid from public funds, exists to examine, evaluate, and -
prosecute the claims of the aggrieved citizen against the S 
increasingly complex and remote political state. * 

00 

At the level of higher education, an ombudsman would pro- x 
vide a vigorous answer to the question of how to provide S 
protection against educational abuses. "̂  

More v i t a l , however, is another gain. The Intangible 
reward flowing from the contribution of an educational 
ombudsman to the destruction of tyranny is to be valued 
highly in a liberal society true to i ts belief in the 
intrinsic worth of the individual (224:392). 

Duties, Functions, and Role Assignments of the Ombudsman 

Perhaps Gorovitz described the ombudsman's position in higher educa

tion when he defined his role in this way: 
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The ombudsman should be charged with the sole responsibility 
of championing the cause of student complaints and sugges
tions. He might be hired by a committee of the faculty 
senate, and should have no superior in the administration, 
nor any voice in the formation of rules or policies. But he 
should be thoroughly informed about the university's poli
cies, precedents, vaguenesses, channels of communication, 
procedures for change, and loci of authority and responsi
bilities. In short, he should know the workings of the 
university as few others do, and as students almost never 
can, and he should make available that knowledge for the 
championing of student interests. 

. . . The ombudsman would not be a buffer between student 
and administration, nor a liaison, but a non-judgmental 
pilot who would guide each student's efforts through the 
most effective channels (66:20). 

Although California, by far, leads the nation in number of ombuds

men in higher education, it has been reasoned that the office was 

initiated in some instances to help quell mass student rebellions. 

Rowland had this to say on the topic: 

For an institution to appoint an ombudsman to solve its 
political problems is a mistake. Even when performing ^ 
effectively, he cannot ward off major student political >^ 
confrontations challenging the organizational structure i/ 
or policy decisions of the institution. He relieves -
student pressures and frustrations, he improves adminis- a 
tration, he corrects small injustices, but he does not * 
quell mass student rebellions (171:447). § 

If attempting to quell mass rebellions on campus is not part of the | 

ombudsman's duties, he might soothe student tempers indirectly by 

attacking mass problems on an individual basis as described by Lehrer: 

His presence on campus would create the comfortable feel
ing that, when necessary, the students have a "friend" who 
sincerely is interested in helping them to solve their 
problems. He could advise them of the right individuals 
to see in their attempts to gain faculty or even adminis
tration support for various requests. His sympathetic 
services could be most helpful in preserving a harmonious 
relationship between students and their faculty and admin
istrators (101:430). 

^ 
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Flack has expounded on the ombudsman's role, functions and duties 

and has pointed to the office as offering a propitious institutional 

mechanism which—without being a threat to anyone in the exercise of his 

proper role and responsibilities—would insure timely corrective action 

when necessary (52:348). Perhaps the most specific role definition of 

the ombudsman in higher education was given by Sandler, Kirk and 

Hall berg: 

Within the academic community the Ombudsman would: (1) act 
as a source of information and assistance for members of 
the academic community; (2) refer the student, staff or fac
ulty member with a particular problem or question to the 
agency or office most apt to help him; (3) function as liai
son person between students and faculty and administrative 
groups with enough flexibility to cut through "red tape"; 
(4) investigate all aspects of problems reported to him or 
perceived by him that may exist between the various segments 
of the university; (5) have sufficient authority and posi
tion in the college to have complete access to the adminis
tration, faculty, and student groups so that problems could 
receive their proper hearings; and (6) make his decisions 
and active recommendations as a neutral third party to the 
appropriate sources (178:88). 

By virtue of his status and appointment, the ombudsman would specifically 

be granted, by the administrative branch and with consent of the faculty, 

the power of inquiry including access to all official records and direct 

channels to top and middle "management" personnel. The ombudsman has no 

major role of "authority;" however, his "power" generally should lie, as 

Rowland stated, in his prestige, persuasiveness, and persistence in stat

ing his views to persons involved in a grievance (172:447). 

The Ombudsman's Methods of Selection 

A most crucial element in an institution's ombudsman program, once 

the need is recognized, is the process of selection combined with 
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formulation of general criteria for qualifications of the prospective 

ombudsman. Without belaboring the obvious points of the threat to the 

faculty or administration of the academically-mediocre, rigid, overly 

authoritarian or otherwise unsuitable appointees, and the tremendous 

resistance to change factor frequently experienced, the success or fail

ure of this sensitive, innovative position on the university campus will 

depend on the competence of and respect accorded to the first individual 

appointed. Personal strengths are fundamental to the communication of 

authority and relationships the ombudsman will generate within the aca

demic community. 

Rowland indicated that the manner in which an institution appoints 

a campus ombudsman usually is consistent with its power emphasis (172:446). 

In instances where the university holds strong faculty control in academic 

matters, the ombudsman was chosen by and reported to the Academic Senate. 

Where administrative domination appeared to be dwindling, students and 

faculty were involved in the selection process, although the chief admin

istrator made the final decision. At one institution where neither 

students nor faculty have seriously challenged administrative authority, 

the president arbitrarily made the appointment. Mundinger was of the 

notion that students should have a part in this selection process and 

stated: 

I would suggest that the student body, through its student 
senate, or some similar body be charged with the responsi
b i l i ty of nominating candidates for this position. The 
faculty, acting through i ts senate or by faculty-wide ballot, 
would have the authority to approve the l i s t , delete names, 
or add to i t . Although the ombudsman is primarily conceived 
of as a protector of students, his office should be available 
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to members of the faculty; they should, therefore, partici
pate in the nominating process. The board of directors, or 
regents, upon the advice of the president of the university, 
would select the ombudsman and vest him with his office, 
duties, and authority. 

Other details might appropriately be mentioned in this con
text. The term of office might well be five years. This 
length of time would not only permit him to acquire institu
tional perspective and understanding of the office, but 
would also guarantee a reasonable degree of Independence. 
His salary should be consistent with those of faculty mem
bers within this department of similar rank, education, 
experience, and scholarly production (125:498-499). 

Sandler, Kirk, and Hallberg suggested the possible use of a student 

ombudsman who would be appointed by the student body. The student ombuds

man would be quite accessible to students and would be in a position to 

exercise considerable influence via the student newspaper. The disadvan

tage could be that he would be viewed as just a student or as a move to 

obtain student power (178:114). 

Too much power or status could be a disturbing factor In the ombuds-

man's l i fe as outlined by Kruszynski: x 

Although the Swedish ombudsman is elected for one or more -H 
four-year terms by electors from both houses of Parliament, S 
his educational counterpart would of necessity receive ^ 
appointment from the board of regents. The question of § 
tenure of office Is crucial to the independence of this g 
officer, and though tenure during good behavior might be « 
preferable to fixed terms. Insistence upon i t would most 
likely prevent serious consideration of the office In the 
f irst place. Furthermore, considerable autonomy would 
inevitably attend any officer whose mode of election and 
status were roughly equivalent to the chancellor itself. 
The power of dismissal or contract nonrenewal would, of 
course, l ie with the appointing body, although provisions 
for just cause and the right of hearing would be essen
t i a l . I t might also be found necessary to alter the edu
cational ombudsman's function as related to the control
ling body (97:157). 
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Buccieri defined the most frequently adopted criteria of selection 

for the ombudsman as including senior faculty members with tenure, 

respect of university community, absolute integrity and fairness, per

sonal independence, familiarity with university policies and procedures, 

and courage in the face of conflicting pressures (23:52). 

Summa ry 

The ombudsman has been studied on the basis of early Scandinavian 

heritage and traced, through transitional perspective, into application 

of the concept into higher education. 

Findings from an analysis of literature comprised the information 

basic to understanding the ombudsman in relation to his knowledges of 

essential requisites suggesting probability of success in the field. 

The following criteria are listed and represent descriptive attributes 

of the successful ombudsman as determined by notables in the field. 

It has been learned that the campus ombudsman should possess certain 

unique knowledges and should be thoroughly familiar with rules of campus-

related affairs. The ombudsman should be cognizant of basic legal 

statutes regulating student affairs and be endowed with community minded-

ness having a keen sense of awareness as to the long-range implications 

of societal trends. 

As relating to attitudes, the ombudsman should be deeply conscien

tious, sincere, and extremely dedicated to his job. His ability to 

function in an environment free from hostility is directly dependent 

upon his finesse in utilizing his persuasive "powers." He should learn 
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to cope with frustration with a sense of equanimity being persistently 

aware that not all problems can be solved easily. 

The ombudsman should be a keenly perceptive person who understands 

himself and has sufficient introspect to evaluate his own strengths and 

weaknesses being sensitive to student problems and able to detect the 

difference between apathy and concern. Of importance is the ability to 

earn the respect of his colleagues and find an element of trust among 

his clientele. It is important to be able to detect the difference 

between what is often "said" and what really is "meant." He should per

ceive himself as important and, at the same time, highly dispensable. 

Being aware of the extravert-ambivert-introvert scale of personality 

development would help the ombudsman cope with extreme behaviors. 

The ombudsman must be a highly skilled professional having mastered 

the skills necessary for effective interpersonal human relationships. 

The successful ombudsman must be an indefatigable person who is always 

able to carry a certain amount of reserve energy. He tactfully knows 

how to deal with student aggression and should realize that rapport with 

the complainant is essential in order to gain any hope at resolving 

student problems. Discerning the affective needs of students would 

undoubtedly prove to be of inestimable worth to the ombudsman's effec

tiveness. 

The ombudsman's place in higher education is still experimentally 

grounded although the concept is proving quite applicable to the quasi-

bureaucratic system of government in the American university. Since the 

first university ombudsman appointment of 1966 at Eastern Montana 
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College in Billings, there is evidence that at least 73 institutions of 

higher education have seriously engaged in various modifications of the 

ombudsman concept. These tend to be patterned after the Swedish model. 

The relevant literature on the topic of ombudsman shared a high 

degree of compatibility in what has been perceived as "expectations" of 

the ombudsman. Ultimately the position will have to be evaluated in 

terms of the number of students it assists in their search for them

selves, as well as the guidance it renders. The tone of this position 

in historical perspective was cogently expressed in the Baltimore City 

ombudsman proposal. Although this observation was made in reference to 

the role of the ombudsman in a municipality, the criteria would apply in 

much the same way to higher education: 

The ombudsman is not a panacea to all the problems of the 
modern university. His role is an indispensable one; what he 
contributes can be contributed only by him and without his 
contribution the modern university may well come apart at the 
seams. The ombudsman is like oil and grease in an automobile. 
He is not the driver; elected policy makers do the steering. 
He is not the engine; bureaucracy provides the driving power. 
He is not the brakes; courts do the coercive checking of 
bureaucratic abuses. Nor is the ombudsman capable of repair
ing any breakdown in the machine. But without his small, 
almost invisible contribution--after all, how much does oil 
and grease cost compared to the price of the automobile?--
the entire mechanism will fail to operate. In the horse-and-
buggy days of the modern university, anyone could grease the 
axle. In the modern era of vastly complicated bureaucratic 
machinery only an expert can be trusted to apply the lubri
cant that avoids or lessens the friction that threatens to 
break down the very structure of the university. And the 
ombudsman has to be an expert par excellence. Good inten
tions are not enough to perform his delicate, complicated 
role (209). 

The ombudsman operates to help members of the college community 

find the means to gain the greatest benefits possible from the college 
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environment. McRay stated the office is rarely better than the com

munity it serves although members who serve in the office constantly 

attempt to improve themselves and conditions surrounding them (112:136). 

In seeking solutions to problems or initiating action to prevent them, 

the ombudsman may study, recommend, and publicize; but he may not 

reverse or revise decisions made by the constituted authorities under 

established procedures of the college or university. His is the power 

of reasoned persuasion based on the fullest possible information. He 

generally has no tie with any one branch of the institution. He is 

equally responsible to students, faculty, and administration and serves 

just concerns of all in the best interests of the college. 

The review of related literature has Indicated the office of 

ombudsman, in a majority of cases, is still in an experimental setting. 

There are, however, strong indications that some institutions of higher 

education have become firmly convinced that the office of ombudsman has ^ 

become a useful and viable adjunct to student personnel services. 

r^t 
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CHAPTER III 

PRESENTATION OF DATA 

Overview 

Ombudsmen materials are presented in Chapter III in an effort to 

accomplish the fundamental purposes which were outlined in Chapter I of 

this study. These primary factors were: 

1. Reporting current practices among ombudsmen to make a status 

report. 

2. Listing interpretations of the roles, functions, and duties 

of the ombudsmen. 

3. Identifying the major factors which constituted similarities 

and dissimilarities within the sample group. 

4. Compiling data as to the roles, functions, and duties of 

ombudsmen. 

5. Identifying areas which merited additional study. 
rri 

An additional purpose in Chapter III is to establish more valid S 

reasons for the existence of ombudsmen at institutions within the sample g 

apart from the assumptions theorized in an earlier chapter. 

From the review of related literature, it was learned that, in the 

main, ombudsmen positions were proposed where institutions of higher 

education were of such size as to produce organizations of extreme 

bureaucratic administration and depersonalized contacts with the stu

dents they educated. Size of institutions, with respect to enrollment, 

102 
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did appear to be an important factor in the ombudsman's appointment at 

most of the major institutions studied. However, as Table I indicated, 

a great diversity of enrollment figures appeared within the sample insti

tutions and, from such observation alone, one could not assume a precise 

relationship within this framework of comparison. 

Location of Ombudsman Positions 

The major metropolitan areas along the eastern and western sea

boards of the United States comprising the states of California and 

New York, constituted 41.09 percent of the total sample Institutions. 

California institutions employed 22 ombudsmen or 30.14 percent of the 

total sample group. New York institutions employed eight such personnel' 

or 10.09 percent of the total sample l ist of ombudsmen institutions. 

Figure 1 contains a graphic presentation of the geographic dis

persal of ombudsmen at the time of this study. Note should be made of 

the meaning of the symbols which were used to signify the status of the 
X 

office according to the following design: pj 
Si 

1. Institutions employing one or more ombudsmen, r: 

2. Institutions no longer employing an ombudsman but did at one 2 
2 

ti me, 

3. Institutions awaiting approval of the adoption of their ombuds

man proposal, and 

4. Ombudsmanlike office. 

Fifty-six percent, or 28 of the 50 States were represented within 

the study. Each of the remaining 22 states had institutions of higher 
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education which had given serious consideration to the adoption of an 

ombudsman proposal, but do not currently meet the criteria listed 

above. 

In several instances institutions of higher education who were not 

a part of the sample were found to be practicing a concept of "repre

sentative of the people" function. A careful review disclosed that the 

plans often appeared surprisingly compatible to the Scandinavian model 

of ombudsman studied here. If the name ombudsman was not used in 

describing this functionary, however, the institution did not become a 

part of the sample group discussed here. 

OPERATIONAL ANALYSIS OF THE UNIVERSITY OMBUDSMAN BY INSTITUTION 

1. University of Alabama 

Historical Significance 

The University of Alabama does not have an ombudsman in the tra

ditional sense, although the institution does have a University 
rri 

Ombudsman Committee which functions in a manner similar to the office S 

of ombudsman. The Committee is in its second year, and according to g 
g 

Thigpen, the Executive Assistant to the President, "We have found It -< 

to be a most effective device for channeling student interests and 

concerns to appropriate offices and officials" (206). 

Unlike many other University committees and councils, the Ombuds

man Committee is composed primarily of students with some representa

tives from the faculty and administrative staff. It is charged 

specifically "to review University procedures from the standpoint of 



106 

the student from the point of initial contact through graduation and 

to make recommendations for needed changes in policies and practices" 

(206). 

During the past year, the Committee has functioned as a sounding 

board for student opinion on various institutional practices, while at 

the same time serving as a vehicle through which suggestions for 

improvements are channeled. In accordance with the "ombudsman" con

cept, the committee is not organized as a "task force" to effect solu

tions to various problems, but rather as a channeling agency to direct 

findings to appropriate offices and committees. 

2. Auburn University 

Historical Significance 

Auburn University initiated a rather unique ombudsman program 

which was called the Ombudsman Action Line. This service was insti

tuted in 1968-69 by the Student Government Association upon the recom- x 
Xo 

mendation of the Student Government Association President. There was -j 

no official proposal in establishing the service, although early dis- *" 
031 

cussions leading towards the recommendations for the office centered 7^ 

around students' discontent with University officials who would not "̂  

assume positive relationships with students regarding counseling and 

advising responsibilities. 

At the time of establishment, the ombudsman service was paid for 

by monies allocated to the Student Government Association. The estab

lishment and maintenance of this service has been fairly simple and 

-A 
X. 
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inexpensive. The basic cost was for the installation and renting of a 

Code-a-Phone 700 recording telephone. 

Roles, Functions, and Duties 

The manpower for this type of service was relatively small. It 

consisted of a student director, three assistants, and one secretary. 

The staff also had a lawyer available to students who desired legal 

advice. Everyone on the staff, except for the lawyer, was a student at 

Auburn and worked for no salary. Students donated their time to the 

job, being responsible to the student director who delegated responsi

bilities to his three assistants. The specific functions of the office 

were geared towards the reduction of problems which elicited complaints 

as well as making available an agency which gave students a channel 

through which grievances could be directed. 

Value of Program and Recommendations x 
In 

The Ombudsman Action Line program has been very effective because -H 
of the cooperation between the ombudsman and the administration and 

faculty was directly contingent upon a perpetually good sense of coop

eration given the administration by members of the Ombudsman Action Line, 

The Student Government Association has taken great interest in this 

novel approach to student services. Recommendations have included pro

posals to expand the services to include a full-time ombudsman who would 

work within the framework of the existing policy of the Ombudsman Action 

Line. 

s 
03 

faculty. I t was found that this support from the administration and 7^ g 
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3. Northern Arizona University 

Northern Arizona University administrators have indicated that an 

ombudsman proposal is being written and will be presented to the 

President of the institution for consideration upon completion of its 

writing. At the time of this study, there is insufficient information 

on which to give a detailed and accurate summary. The fact that such 

a recommendation is imminent is the reason for including it in this 

category of institutional listings. 

4. Arizona State University 

Historical Significance 

As an additional safeguard to the individual rights of every mem

ber of the Arizona State University community, the President of 

Arizona State University appointed 11 faculty and staff members and 

the President of the student body to serve as general ombudsmen on the 

campus. Initiated at Arizona State University on September 7, 1968, x 
CO 

the ombudsman program was patterned after the position created in ^ 

Sweden, to provide an Intermediary between citizens and government ? 

(32:25). 

Roles, Functions, and Duties 

The ombudsmen are regarded as supplementary to the work and the 

services of the various counseling agencies on the campus and are not 

considered to be substitutes for faculty advisors, departmental chair

men, or supervisors. The ombudsmen either "hold important positions 

to which they have been elected by the faculty, students or staff, or 
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they have unusual experience and competence in university organization 

and administration" (142). 

When the ombudsman receives a complaint which seems to him to have 

validity, he may ask the agency, person, or persons for an explanation, 

a remedy, or he may suggest an improvement in procedure. In other 

cases he may report to the complainant why his grievance was unfounded. 

The ombudsman action proceeds without cost to the complainant. He is 

able to operate informally and expeditiously without formal hearing 

procedures. 

Value of Program and Recommendations 

According to President Durham, who initiated the program for the 

University, "The ombudsman program has been very effective in resolving 

problems at all levels of administration" (47:13). Much of the value 

of the program stemmed from the selection of competent personnel who 
'rA 

comprised the 11-member ombudsmen committee. ^ 
The predominant support accorded this program appeared to come as ^ 

s 
a result of the ins t i tu t ion at ASU recognizing the value of fa i r play, i 
humane considerations, respect for human rights and dignity, and the g 

belief in a system which provided equal justice under law. Popularity 

of the office indicated the Board of Regents would continue to give 

their full support to the program (142). The committee approach to 

ombudsman service seemed to satisfy the needs of Arizona State 

University as opposed to the appointment of a single ombudsman who 
would work alone. 
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5. University of Arizona 

Historical Significance 

The University of Arizona has felt the Influence of ombudsmen from 

other institutions in the state such as Northern Arizona at Flagstaff 

and Arizona State at Tempe. The office of ombudsman has not been acti

vated at the University of Arizona because of lack of funds and failure 

of the President to include the position in the budget (201). 

The University of Arizona Faculty Senate recommended the establish

ment of an ombudsman in November, 1970. The proposal and the recommen

dations for its adoption have not been acted on by the President 

although the idea has not been abandoned. The proposal indicated that 

the ombudsman should serve as a source of Information about jobs for 

students and as a channel of communication to the Dean for continuing 

or reoccurring problems. Although the office of ombudsman will not 

function for the academic year 1971-72, there is strong Indication the Jj 

Faculty Senate will continue to press the issue favoring installation . 

of the office. S 

r; 

6. California State College (Dominguez Hills) g 

California State College at Dominguez Hills has reached the size 

and stage which Ross stated "suggests the need for an ombudsman" (167). 

The College is presently studying the concept of ombudsman for future 

use although ombudsmanlike services are available through the Dean of 

Students offices. This office has grievance machinery which has been 

modeled after California campus ombudsmen and may be used by students 

who believe that their classroom rights have been denied or violated. 



Ill 

This machinery Is constituted of a committee represented by stu

dents, faculty, and administration and operates on the basic principles 

of the Swedish ombudsman. The office entertains grievances from indi

viduals or groups and seeks resolution between the grievant and the 

source of the grievance. 

7. California State College (Los Angeles) 

Historical Significance 

California State at Los Angeles is a commuter campus located close 

to East Los Angeles. The college has a large Chicano population and a 

large number of Blacks from South Central Los Angeles and the Pasedena 

area. The committee which designed the ombudsmanlike role assignments 

at California State College (Los Angeles) felt that it was important to 

recognize issues and complaints as they arose and attempted to deal with 

them at that time. 

The college revised its faculty handbook in 1970-71 In order to 

clarify rules and regulations in a more systematic and understandable pj 

way. Under the general rubrics of the Objectives of Organization, r: 
n 

Governance, Administration, Personnel Policies and Instructional Poll- g 

cies. Opportunities and Benefits, university planners also included the 

Student Rights Document in the Faculty Handbook as well as the Student 

Disciplinary Procedures. The strength of this approach to humanize the 

campus lies in a well-informed faculty advisory team who have the major 

advisement responsibilities and have at their fingertips most of the 

procedures that students would need to know. 

•X 
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Roles, Functions, and Duties 

According to Professor William K. Schatz, who is Consultant to the 

President for Special Services, California State College does not have 

an ombudsman per se; however. Professor Schatz feels he performs some 

of the roles of ombudsman. His job description reads, "He shall be 

involved in areas of contention involving students, faculty, adminis

tration and the community" (180). Problems primarily center around 

governance, student involvement in decision making, curriculum develop

ments relating to faculty, and individual complaints which generated 

out of abuses from the "system". 

Under the plan proposed by President John Greenlee, the "ombudsman" 

does a great deal of listening. Schatz considers his first role as 

helping an individual or a group to clarify their position in their own 

mind. Once this has been accomplished, then some strategy may be 

devised for presenting grievances to the proper place on campus. Philo

sophically, Schatz offered the following assumptions regarding his role: 
x> 

3 

I generally work under the assumption that administrators and g 
faculty want to do a good job. Sometimes they need particu- ^ 
lar issues brought to their attention and at other times they 55 
need encouragement to do those things which they can and '̂  
should do. Therefore, I'm not specifically an Ombudsman who 
can "lay it on somebody to do a job," but I act more as a 
bridge between people with grievances and persons who can 
remedy that grievance (180). 

Value of Program and Recommendations 

The operational format of this office was surprisingly similar to 

the basic concept of the office of ombudsman. This is viewed in light 

of Professor Schatz's statement that he enjoys the freedom to move 
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about the college, to make contacts, and to discover in informal ways 

those issues which are arising and those needs which the institution 

needs to consider. Recommendations presently Indicate this arrangement 

will continue to be the basis of operation, especially since Schatz has 

the full support and confidence of the President of the college to whom 

he reports (180). 

8. University of California (Berkeley) 

Historical Significance 

The position of ombudsman, a committee of one, was established by 

motion of the Committee on Student Affairs to hear and investigate com

plaints from students affecting their academic status, including the 

procedural aspects of disciplinary action, and to make recommendations 

concerning these complaints. The office has been in operation since 

the fall of 1968. 

According to the power vested in the ombudsman's office by virtue 

of By-Law 31, the ombudsman at the University of California in Berkeley 3 

is not required to act on complaints. He may refer complaints to other ^ 

agencies of the University, or may investigate them himself (103). S 

Roles, Functions, and Duties 

Complaints are brought to the ombudsman by students, either per

sonally or in writing, and unless the student gives permission to use 

his name, the problem is investigated on behalf of an unnamed party. 

The ombudsman tries to be as informal as possible, both in hearing the 

complaint and in investigating it. The ombudsman does not require any 

3 

9̂  
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forms to be completed as the student comes in and talks about his 

grievance. 

Value of Program and Recommendations 

Leitmann has found the ombudsman service to work well. He stated 

that the student felt more relaxed in a nonbureaucratic atmosphere, 

while academic and administrative staff, contacted casually over the 

phone, tend not to react as though they were being "called on the 

carpet" (102). 

Leitmann, who has completed a two-year term as ombudsman, made the 

following recommendations based upon his experience in the office: 

1. At this time only the Student Handbook Informs students 
of the existence of the Ombudsman, while the Dally 
Californian at the outset of each quarter carries an 
announcement of his location and office hours. His 
existence and purpose should be given wider publicity, 
possibly by special notice to each registrant. 

2. The motion by the Student Affairs Committee establish
ing the Ombudsman Committee-of-one provides for a ^ 
student assistant to the Ombudsman. Both the volume ^ 
and types of complaints now Indicate the need for such fii 
an assistant. S 

r: 
3. While the Chief of Campus Police has been very helpful g 

and cooperative, the Ombudsman's dual function of 
organizing police observers, and of pursuing complaints 
of police misconduct, has led to some difficulties in 
the f i rst category. I t is therefore recommended that 
the Senate explore an operation of police observers not 
under the jurisdiction of the Ombudsman (102). 

The idea of utilizing ombudsmen in California institutions of 

higher education has become very popular within the last four years. 

California has more ombudsmen in its educational institutions than any 

other state and currently has a proposal before the California State 

X 
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Legislature to establish "an ombudsman. Including rules and regulations 

therefor, for each community college district." These ombudsmen would 

be licensed by the State under the Office of the Attorney General (27). 

9. University of California (Irvine) 

Historical Significance 

The University of California at Irvine was the first institution 

of higher education in California to Inaugurate an ombudsman program. 

This was in May, 1967, when Jack Little was appointed to operate as an 

independent "staff" adjunct to the office of the Vice Chancellor of 

Student Affairs, reporting primarily to that office with additional 

reporting lines to the Vice Chancellor of Academic Affairs and to the 

President of the Associated Students, and serving, primarily, a student 

constituency. 

The office has instituted a general program of associate and ^.^ 

apprentice ombudsmen, drawn from the ranks of Interested students, 

faculty, and off-campus community volunteers. From this program have C^ 

developed such specialized ombudsman operations as consumer protection r: 

services, multi-purpose counseling, a campus newspaper devoting weekly g 

column space to the office of ombudsman, and other novel approaches to 

help students. 

In addition to an apprentice training program for ombudsmen, the 

office has concerned itself with both remedial and "preventive ombuds

manry." Included are the resolution of Individual grievances by 

improving campus communications at all levels, searching out structures 

X 
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that permit the institution to be less impersonal, and providing more 

responsive, helping individuals to aid students (107). 

Roles, Functions, and Duties 

The role of the campus ombudsman is to help make the University 

of California in Irvine less impersonal. This includes serving as 

"students' advocate" by supporting students In working out their griev

ances and in their attempts to assert and defend their needs, or more 

contemporarily termed, their "rights." I t also includes striving to 

make the university responsive to student opinion, as well as ini t iat ing 

and supporting programs and activit ies designed to faci l i tate awareness 

and communication among the members of the university community. 

Generally, the campus ombudsman's work at the University of 

California in Irvine involves neither administrative authority nor 

responsibility. His principal tools are ful l freedom of access and 

inquiry anywhere on campus and ful l confidence of communication. 
C/3 

In addition to the regular staff ombudsman, there are several stu- r^ 
<r2 

dent (or volunteer) ombudsmen dealing with specialized concerns such as c: 

draft, drug, legal and abortion counseling; consumer protection; g 

enhanced communication; and assorted problems of student origin (106:3). 

Value of Program and Recommendations 

The office of ombudsman at the University of California at Irvine 

has "institutionalized" its own operation in ways that permit the evolu

tion of novel democratic governing procedures. These procedures serve 

organizational purposes while minimizing the stultifying, alienating and 
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generally dehumanizing effects commonly associated with conventional 

bureaucratic structures. Within this framework the university comnu-

nity has become sensitive to its needs and prepared to adjust or modify 

programs as needed. The ombudsman program at the University of 

California in Irvine has had a strong influence in exposing the idea to 

sister institutions in the state of California. Innovation in Student 

Life has become a model upon which other California Institutions of 

higher education have patterned their own student personnel programs. 

10. University of California (Los Angeles) 

Historical Significance 

The ombudsman office at the University of California (Los Angeles) 

was created by the Chancellor upon recommendation of the University 

Policies Commission, which also reviewed applicants and made the nomi

nation of the ombudsman. The Chancellor made the appointment with the , 

ombudsman installed in office on September 1, 1969. i^ 

s 
The University Policies Commission, which is composed of three 

administrators, three faculty members nominated by the Academic Senate, i-̂  
03 
-J 

three students chosen from the undergraduate and graduate levels, plus g 

the ombudsman has the responsibility for reviewing all policies and 

making recommendations for changes to the Chancellor and/or various 

agencies and offices of the University community. A plan to add three 

nonacademic staff members to the Commission is now under consideration. 

The office of ombudsman has been created for a two-year trial 

period, during and at the end of which an evaluation of both the office 
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and the ombudsman would take place. Under this type of framework, the 

office of the ombudsman may be continued, changed, or eliminated. 

In May of 1968, the University Policies Commission received the 

following commission: 

The University Policies Commission should appoint a campus 
ombudsman or grievance officer whose responsibilities should 
be to assist members of the campus community in the solution 
of their university related problems, including attempts to 
expedite informal solution of grievances which may arise, to 
call to the attention of appropriate agencies of the admini
stration, the academic senate, or the student body, issues 
which lie within their areas of responsibility, and, where 
appropriate, to present policy questions underlying these 
matters to the University Policies Commission. He would 
also serve as the Commission Executive Officer, providing to 
the Commission administrative and investigative assistance 
(70). 

Roles, Functions, and Duties 

The ombudsman role in the University Policies Commission is to 

bring recommendations for policy changes that are borne out by the kinds 

and numbers of grievances brought to his attention from the campus com

munity. At the time of this study, the staff consisted of an adminis

trative assistant/secretary, an ombudsman intern assistant, and the c: 

ombudsman. The office was available to any member of the University g 

community. 

As to the powers that the office holds, they are largely persua

sive. The office has access to all information except medical files. 

The ombudsman and his staff are invited to all Academic Senate meetings, 

as well as to appropriate Senate committees; and as the Chancellor put 

it, "The ombudsman is to offer no excuse for being anywhere, but he 

might have to offer some excuse for not being some places" (166). 

CO 

3 
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The office work load typically has been about 40 percent students, 

40 percent staff personnel, and 20 percent faculty grievances. From 

past experiences, the ombudsman handles approximately one personnel 

case per day. Although the cases come from various areas, those which 

are most prevalent are grievances over termination (70). 

The Department of Business Administration, within the Graduate 

School of Business Administration, also set up a temporary ombudsman 

role in the building to function in a limited way during the final weeks 

of the Spring quarter of 1970. The decision was taken by an ad hoc 

committee, named by the Dean to implement resolutions passed by the 

faculty as to the Department's responsibilities to students following 

Cambodia, Kent State, and the upsurge of campus dissent (100). 

Value of Program and Recommendations 

The two-year testing period for the ombudsman and his office at 

the University of California in Los Angeles is almost over. As men- f^ 

tioned earlier, on the basis of this evaluation of the office, the 

position may be changed, eliminated, or kept as is. 

Ross stated that the response in cooperation with all segments of g 

campus has been outstanding and attributed this success to the advance 

preparation of the office by the University Policies Commission and to 

the method of selection and appointment (167). One of the factors 

which has provided this office the support of the Chancellor and the 

administration has been the procedures which have been built into the 

system to guard against automatic bureaucratization. The program seems 

X-
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to be meeting its obligations and recommendations appear to have added 

strength to its continuance. 

11. University of California (Riverside) 

Historical Significance 

Ihe office of the ombudsman at the University of California orig

inated in 1969. As at Berkeley, Irvine, and Los Angeles, the ombudsman 

is administratively responsible to the Office of the Chancellor, but 

also has a close staff relationship with the offices in Student 

Affairs. The office has a general responsibility to the campus commu

nity, and the success of the ombudsman depends upon the general 

acceptance of his usefulness and probity by faculty and students as 

well as the administration. 

Roles, Functions, and Duties 

Robert B. Herschler, campus ombudsman at the University of 3 

California in Riverside, maintained the office of the ombudsman is '̂  
rri 

available to all members of the University community. The ombudsman S 

deals with individuals and groups who have complaints to register, g 
y 

suggestions to offer, or proposals which they are unsure how to pre- 2 

sent or implement. Further he serves those whose problem is not 

receiving adequate consideration or is not being properly handled in 

the regular campus channels. The office also serves to facilitate 

communication between the administration and individuals or groups. 

The role of the ombudsman, according to Herschler, is still in 

the process of definition, but there are certain characteristics which 

appear to be emerging clearly. These are as follows: 
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1. The ombudsman may advise, recommend, offer solutions, 
serve as a negotiator, suggest policy changes, etc., 
but he does not have formal administrative power in 
any area. 

2. The office is outside regular administrative channels. 

3. The ombudsman has access to necessary information and 
files. 

4. The files and records of the ombudsman are confiden
tial (74). 

Value of Program and Recommendations 

The ombudsman currently is a two-thirds time administrative 

appointment with the other one-third an academic appointment. Office 

support and supplies have been provided by the Dean of Students office. 

This arrangement could be improved if more time were allotted to the 

business of ombudsman service. A budget allocation specific to the 

office of the ombudsman would be preferable to the present arrangement 

with the office of the Dean of Students, even though this cooperation jj 

and support has been reported as excellent by ombudsman Herschler. 
rri 

Herschler added the following plaudit: S 

In the relatively short time since i ts establishment, the g 
Office has proved i ts u t i l i t y . As the campus grows and the y^ 
Ombudsman's office becomes better known, the position wil l 3 
become ful l time. The needs for communication, the prob
lems arising from organizational complexity and the prob
lems of the individual are al l l ikely to grow as the campus 
enrollment moves toward 25,000 (74). 

12. Chi CO State College 

Chi CO State College underwent top level administrative changes 

within the last year which have resulted in some major considerations 

relating to the report of the Chico State ombudsman. At the time of 
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this documentation, Chico State employed an acting President of the 

University. Because of the unsettled nature of this administrative 

assignment, it is difficult to predict if the proposal for the office 

of ombudsmen will receive favorable consideration when a new president 

is appointed in the summer of 1971. 

13. thru 18. The Claremont Colleges 

13. Claremont Graduate School 
14. Claremont Men's College 
15. Harvey Mudd College 
16. Pitzer College 
17. Pomona College 

18. Scripps College 

There are six colleges (as listed above) within the Claremont 

Colleges. Each of the colleges is separately incorporated, staffed, 

and governed, but also incorporates a number of central programs and 

services with other colleges within this group. There is, in fact, an 

ombudsman's office which serves all six of these colleges. The ombuds- •••"̂  

man at the time of this study was Mr. Norman Bottom and his assistant ^ 

was Mr. Neil Kramer. g 

Historical Significance 

The ombudsman facility opened its doors to all members of the 

Claremont College community on September 26, 1969. At that time and 

for the balance of the first ombudsman reporting period, the Ombudsman 

office was an ad hoc effort sponsored by Dr. George Blair, Claremont 

Graduate School. In the spring semester, 1970, a proposal to estab

lish the Office of the Ombudsman as an Independent agency of the 

Claremont Colleges was circulated to student governments, the Faculty 
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Senate, and administrative officials. The proposal received wide sup

port and took effect with the opening of the 1970-71 academic year. 

The proposal for the office of ombudsman at the Claremont Colleges 

stated that the Provost would appoint the ombudsman subject to confirma

tion by two-thirds present and voting of each student government, the 

Dean of Students' Committee, and the Executive Committee of the 

de facto Faculty Senate. 

The ombudsman at Claremont was expected to be a graduate student 

well qualified to analyze problems of law, administration, and public 

policy. By adopted policy, the ombudsman served an overlapping term of 

two years (the first as Deputy Ombudsman; the second year as Ombudsman), 

unless removed by vote of two-thirds of the members of each of the 

chambers named earlier who have deemed that the ombudsman had become 

incapacitated or has been guilty of neglect of duty or misconduct. The 

ombudsman is expected to prepare a budget each October of the operating ^ 
>< 

expenses and submit it to the student governments requesting equal '̂' 

appropriations to realize operating sums necessary to his office. g 

Roles, Functions, and Duties 

At the Claremont Colleges, the office of the ombudsman encourages 

complaints or requests for assistance on any subject from any individ

ual member of the college community. Also, he will hear complaints 

and consider requests for assistance which deal with the Claremont 

Colleges from noncollege, community individuals. The ombudsman further 

attempts to maintain liaison with other ombudsmen and responsible 

officials and agencies to help the office do a better job. 
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Norman R. Bottom, ombudsman for the Claremont Colleges, stated the 

purposes and functions of the ombudsman in this way: 

It is not_ our purpose to replace existing channels of assis
tance or investigation. It is not. our purpose to deal with 
issues as such. It is not our purpose to antagonize or 
create ill will. It i_ŝ  our function to aid individuals who 
are confused, who believe they have been unfairly treated, 
or who have not been able to determine where to proceed for 
individual satisfaction (18). 

In selecting matters for his attention, the ombudsman addresses 

himself particularly to an administrative act that might be contrary to 

law or regulations, unreasonable, unfair, oppressive, or inconsistent 

with the general course of an administrative agency's functioning. The 

ombudsman may concern himself, by investigation and recommendation, 

with strengthening procedures and practices which lessen the risk that 

objectionable acts will occur. He may publish his conclusions, recom

mendations, and suggestions by transmitting them to the student govern

ments, the Provost, the Faculty Senate, the campus press, and others 

who may be concerned (145). 

Value of Program and Recommendations 

The rationale for the office of the ombudsman at Claremont 

Colleges could be identified with the word "individual." In an age of 

groups, societies, minorities, issues, and the like, the ombudsmen of 

the Claremont Colleges have felt the value of bringing identity to the 

individual who has become bogged down with issues he has been unable to 

resolve. 

Possibly the best assessment of the value of the ombudsman office 

at Claremont Colleges came out of an attitude survey which was 

3 
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conducted in May, 1970. In this survey which involved 128 top ranking 

administrative and faculty personnel of the Claremont Colleges, 

Miss Leslie Pierce, assistant ombudsman at Scripps College found that 

57.7 percent felt the ombudsman did fill a need at the colleges and a 

total of 84.8 percent maintained the ombudsman "supplements present 

services." Ninety percent felt the ombudsman service should be con

tinued "as is" and 10 percent recommended various or nonspecific modi

fication of the approach. None felt the service should be discontinued 

(18). 

19. Contra Costa Junior College 

Contra Costa Junior College administrators have indicated that an 

ombudsman proposal is being written and will be presented to the 

President of the institution for consideration upon completion of its 

writing. 

Due to the closing date for this study, it is not possible to give r»1 

a detailed and accurate summary of their proposal. *^ 

20. Fresno State College 
£ 
g 

Historical Significance ^ 

On September 13, 1968, President Frederick Ness asked the faculty 

Executive Committee and the Student Senate to serve as a committee to 

draw up job specifications for the position of ombudsman at Fresno 

State College and to undertake a canvass of prospective candidates, 

with the objective of nominating three such candidates to him for con

sideration to the position. Paul Murray was appointed to this position 

in late 1969. 
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Murray had stated early in his new career that "I see the core of 

my job as being a cr i t ic of the administration" (127). This is exactly 

what Murray did during his brief seven months tour of duty as Fresno 

State's f i r s t ombudsman. Many of his colleagues f e l t the ombudsman's 

duties were better directed toward alleviating student problems than 

interfering with administrative details. Both the President who hired 

Murray and the Executive Vice President with whom Murray negotiated a 

contract and early commitments are no longer in office at Fresno State 

College. After a short experimental period, the college administration 

has decided that i t does not wish to continue the experiment, at least 

in the present form. 

Value of Program and Recommendations 

In the short seven months in which i t has existed, the job of 

ombudsman has been quite effective. The office has been of more than -

considerable assistance to a significant number of students, faculty S5 

and administrators on the campus. At this point, Murray said the role rri 

of ombudsman does not f i t into the administrative structure. The r— 

ombudsman selection committee, however, is planning to submit a new g 

proposal that would establish the ombudsman more firmly in the system 

of the institution (127). 

21. Humboldt State College 

Historical Significance 

The ombudsman's office was implemented at Humboldt State College 

to work with faculty, students, administration, and the off-campus 
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community in any combination of individuals or groups. The position 

was purposely set apart and made autonomous from control, in the tra

ditional sense, by any group, office, or individual at the college or 

in the off-campus community. This was done to enhance the impartiality 

and freedom of the ombudsman to work in whatever way he deemed reason

able to implement his function and accomplish his objectives. 

However, as a consequence of insuring autonomy, the ombudsman is 

left without a "home base" afforded to other members of the college and 

the off-campus community. By the very nature of his work, he is more 

open to attack and criticism without a body or group upon which he can 

depend for counsel, and if the need arises, support. 

A later proposal for the office of ombudsman at Humboldt State 

College was an attempt to provide a means for such counsel and support, 

insurance of representation of different segments of the college com

munity, and protection against entrenched bias and allegiance of Council jj 

members (37). i/y 

C5 Thomas M. Stipek was selected as Humboldt's first ombudsman and S 
I* 

assumed his official duties on July 1, 1969. The qualifications which bj 
g 

were established for the job were twofold: 3 

1. The ombudsman shall have familiarity with the procedures 
and problems of a college community, preferably having 
experience working within its environment. 

2. The Ombudsman should be a person known for his integ
rity, his independence, and his demonstrated concern for 
the rights and interests of the entire college community 
(195). 

The ombudsman at Humboldt is accountable to the Council which 

elected him to the position. The Council, however, functions in review 
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capacity only in regards to the activities of the ombudsman. The 

Council meets with the ombudsman at least once each quarter and in 

cooperation with the ombudsman may at their discretion provide an 

accounting and evaluation of the activities of the ombudsman and rec

ommendations regarding continuance of the office at the request of an 

individual or group. The ombudsman serves a two-year assignment and 

has a budget which allows for a full supporting clerical staff. 

Roles, Functions, and Duties 

The position of ombudsman has been established at Humboldt as a 

full-time function on campus to serve as a mediator between any indi

vidual or faction and the institution. Basic to this tenet is the 

need to facilitate better communications between students, staff, 

faculty, administration and the off-campus communites. Stipek 

believes his position as ombudsman demands that he work with people in 

an attitude of respect toward them as an equal and not as an authority lo 

figure over them. In doing so, he avoids controlling or manipulating ^g 
cr? 

7^ 

students in a negative sense (196). ir: 
03 

In regard to handling a case or grievance, Stipek utilized the 

following format of procedure: 
1. Make appointment. 

2. Clarify issue. 
a. Give needed information. 
b. Identify the office or person who may have answers 

to the question or be able to make the decision 
properly. 

3. Identify alternatives. 
a. "Client" meets with someone. 
b. Ombudsman meets with someone. 
c. Both meet with someone (196). 
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Value of Program and Recommendations 

The ombudsman at Humboldt State College has contributed to the 

achievement of a greater goal, namely, the development of programs, 

activities, and courses which will provide a continually expanding rele

vancy in the lives of all persons of the college community. The future 

success of the ombudsman program at Humboldt State College will continue 

to rest mainly in the hands of those concerned with the college. Stipek 

contended that college officials must continue to be open to considera

tion of opposing viewpoints, willing to discuss and act with and for the 

minority as well as the majority, able to refrain from physical violence, 

and allow independence to the ombudsman and his functions. The continu

ance of the position of ombudsman would be possible and is recommended 

if these requisites are met. 

22. Sacramento State College «-* 

Historical Significance gj 

g The idea of an ombudsman on the campus of Sacramento State College 

was initially proposed to the Academic Senate in 1967. A committee of c: 

faculty and students was set up to explore the idea and reported favor- g 

ably back to the Senate, which voted to establish the job. A committee 

of three faculty members, three students and an administrator was 

appointed in the spring of 1968 to interview applicants and to make a 

recommendation to the President. Through this process. Dr. Robert 

Donaldson, professor of History, was chosen as the Ombudsman for the 

academic year 1969-70. 
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The qualifications for the position are identical to items one and 

two in the historical treatment of the Humboldt State College ombudsman 

cited in the foregoing section. Although the position was established 

for a two-year minimum period. Dr. Donaldson chose to take it for only 

one year, so another Ombudsman Selection Committee could evalute his 

work as well as consider others for the position (45). 

The support staff consisted of a half-time secretary and a full-

time graduate assistant who did some office work, wrote reports, repre

sented the office at some meetings and hearings, and heard the com

plaints of students at busy times. 

Roles, Functions, and Duties 

The ombudsman's power, as interpreted at Sacramento State College, 

is unofficial. His function, as defined by the Committee who selected 

the ombudsman, is general and vague. The definition of his job consti

tutes a broad, loose framework within which the ombudsman should oper

ate. Within these limits an individual ombudsman could choose to ^ 

define his role in a number of ways, varying from the extremes of mili

tant reformer to that of passive handholder. That is to say, the 

individual who occupies the position will ultimately define, by his 

actions, what the job of an ombudsman entails. The most significant 

characteristic of the office is that he is completely independent and 

is responsible to no single person or office, but rather to the entire 

college. 

The ombudsman is not an apologist for the administration, a 

spokesman for the faculty, a student advocate, or a watchdog for the 

3 
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staff. He represents anyone in the academic community who has suffered 

an injustice. In this way, the ombudsman at Sacramento State is unique, 

since most campus ombudsmen only deal with student grievances (44). 

Value of Program and Recommendations 

Before the office of ombudsman was established, a student who felt 

he was being treated arbitrarily or unfairly could complain to the pro

fessor, or, if he got no relief there, he could go to the department 

chairman, the Dean of Students, or, theoretically, even to the President. 

But the student seldom got a real hearing or any satisfaction since these 

college representatives did not have the time or the authority to "see 

the problem through" (44). 

The report to the college on the first semester operation of the 

office illustrated many cases intended to validate the assumption that 

the office served a useful purpose. Sacramento State College is growing .^ 

rapidly in enrollment. As the number of people in the institution 

increases, the need for standardized rules and procedures for processing 

all the individuals through the system increases, thus the administra-

become more concerned with standardizing and regulating than with excep

tions to those rules. The ombudsman at Sacramento State College has 

helped to avoid such circumstances and because of his success, the pro

gram continues to flourish. 

I 
to rs , facul ty and s ta f f responsible for administering the regulations g 

\^ 
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23. San Diego State College 

Historical Significance 

Dr. Nelson Norman became the first ombudsman at San Diego State 

when he was elected to the position in the Fall of 1968. Dr. Norman 

was selected from the full-time faculty by a joint committee composed 

of students, faculty, and administration. 

Dr. Norman returned to full-time teaching in the Fall, 1969, and 

Leo J. Mahoney was selected to replace him beginning in the summer of 

1969. Mahoney's appointment was effected through the efforts of a 

committee appointed by the President that was composed of students, 

administrators, and faculty members outside the regular teaching fac

ulty. 

The initial appointment of the ombudsman at San Diego State was 

made a reality through the efforts of the Associated Students Council 

who elected to pay half of the salary of the ombudsman because it was 

not known at that time that there would be other sources available with -H 

which to pay him. It was believed by both the student body and the 

administration that it would be helpful for the ombudsman to be identi- §j 

fied as a middle man in the process, and what better way than to have -* 

a salary partially funded by the students and the administration. The 

appointment provided the following three stipulations: 

1. He shall serve a two-year term (with possibility for reappoint

ment). 

2. He shall be appointed by and be responsible to the President 

of the College and the Associated Students President. 

r4 
•<»••» 
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3. His salary shall be paid jointly by the state of California and 

the Associated Students. 

Roles, Functions, and Duties 

Essentially, the ombudsman's role is discretionary. By memorandum 

from the Chancellor's office, notification was sent to the Presidents of 

Humboldt, Sacramento, San Jose, Stanislaus, San Francisco State, Long 

Beach State, and San Diego State that a special assistant to the 

President had been authorized. Of the institutions listed above, each 

of the colleges, except Stanislaus and Long Beach State, created the 

office of ombudsman with varying powers and duties (115). 

The Associated Students Council adopted the following powers and 

duties of the ombudsman: 

1. He shall, because of the sensitive and confidential nature 
of his work, conduct his operations with dignity and 
integrity, respecting the privacy of all students who 
solicit his assistance. "l 

3. He shall have a broad investigatory range and direct 

4. He shall establish simple orderly procedures for receiving 
requests, complaints, and grievances of students. 

5. He shall refer the student to the office most able to 
assist the student. 

6. He may advise a student that his complaint lacks merit. 

7. He shall when he deems it necessary report directly to the 
President and/or the Associated Students President valid 
complaints for which no remedy has been found. 

8. He shall make monthly reports to the President and Asso
ciated Students President regarding the activities of his 
office (146). 

; y ^ 

2. He shall investigate areas of student concern in all ^] 
aspects of college life. 

C5 

access to all college officials from the President down. oJ 

S 
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Value of Program and Recommendations 

Dr. Norman's tenure gave the ombudsman program at San Diego State 

a good foundation. Although the breadth of duties have remained essen

tially the same as performed by Dr. Norman, Ombudsman Mahoney has 

expanded the program to include areas of system change and review of 

system problems. He has worked with a group of graduate and undergrad

uate students in order to establish a student crisis center on campus. 

This crisis center became a reality on March 1, 1970. The center is a 

joint project involving the graduate Department of Counselor Education, 

in the School of Education, Graduate School of Social Work and graduate 

students in the Psychology Department. The crisis center will work 

jointly with the ombudsman office in order to solve problems that a 

particular crisis has created for an individual or group (116). 

The institution at San Diego State appeared to be satisfied with 

the service rendered during the past three years. The office is receiv

ing increased financial support as well as authorization to increase the 

ombudsman's supporting staff. 
<r2 

24. San Fernando Valley State College g 

San Fernando Valley State College has never had an official ombuds

man although a proposal for the establishment of the office has been 

submitted on several occasions to the governing board. Much of the con

cept of ombudsman had been realized indirectly in the person of a 

counselor-at-large with a dual appointment in the College's Department 

of Psychology. The arrangement did not work to everyone's satisfaction 
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on the premise that a number of persons in faculty and administrative 

positions should be actively involved in student Interests, not simply 

one (117). 

Dr. Louis Nidorf, Associate Professor, Department of Psychology, 

was appointed to this half-time position of consultant in Student 

Affairs. Dr. Nidorf was to develop a program to improve communication 

between students, faculty and administration. As a counselor-at-large, 

his initial responsibilities were as follows: 

1. To investigate establishing greater liaison in student-
faculty-administrative relationships, developing and 
articulating a code of ethics as to the confidentiality 
of information and modus operandi. 

2. To investigate areas of student concern in all aspects 
of college life. 

3. To assess student problems through various research 
techniques, and 

4. To plan and develop student motivated programs within • i 
areas of student concern (133). 

The Counselor-at-Large program is strikingly similar to the con

cept of ombudsman and seems to have functioned as intended. Possibly 

this is the reason an ombudsman program has not yet been adopted. S 

25. San Jose State College 

Historical Significance 

San Jose State College was one of the first institutions of higher 

education in the United States to appoint an ombudsman. The position 

was inaugurated in September, 1968, during the week of demonstrations 

by the United Black Student Association and as a direct response to the 

legitimate areas of concern they raised regarding the experience of 
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their community on and about the campus. The primary areas of concern 

to which attention was focused were the housing of students, on or off 

campus, fraternities and sororities, all curricular and co-curricular 

programs, and other activites of the college community. In its original 

definition the job was limited to the problems of the various minority 

groups of the campus (147). 

Ralph Poblano, in issuing the Ombudsman Report of 1969-70 stated 

the appointment was due largely as a response to underlying threats of 

ever-growing collegiate bureaucracies. The appointment was an expres

sion of a commitment honoring the dynamics of change and an assertion 

that student-faculty aggregates should guide the destinies of an insti

tution and that school bureaucracies like their counterpart, the 

"civic bureaucracy," could become stifling and abrasive (144). 

The f i rst ombudsman was appointed by the college President in 1968 

but later resigned. A second ombudsman, Poblano, was appointed by 

faculty and students. Poblano has attempted to work directly with all "1^ 

students, but particularly with minority students, i . e . . Chicanes, :a:: 

Blacks, Asian-Americans, Native Americans, and foreign students. »g 

:2 
Roles, Functions, and Duties 

Fashioned after the model of the Swedish/Finnish Ombudsman, the 

functions have broadened somewhat beyond the original limits, as the 

ombudsman has dealt with other problems connected with the protection 

of individual human rights and inter-group relations. Poblano came 

during the Chicano demonstrations where demands were made for Chicano 
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facu l t y , relevant courses, and in-service t ra in ing for secretar ial s ta f f 

and facu l t y . The primary respons ib i l i t y and role of the job at that time 

was to deal spec i f i ca l l y and d i rec t l y with those problems, both wi th in 

the campus and in the surrounding community (143). 

Upon receipt of a complaint, the ombudsman proceeds to gather facts 

on an impart ial basis from a l l part ies concerned and suggests solut ions. 

He advises c l ien ts of ex is t ing machinery where a problem may be more 

adequately resolved. The ombudsman has no formal power. He may not 

reverse an administrat ive decision. His source of strength, however, is 

to receive and respond to a l l complaints, and to negotiate, a rb i t r a te , 

persuade, and invest igate. On occasion he reports his f indings verbal ly , 

by special repor ts , or by use of the news media. 

The support s t a f f consists of a f u l l - t ime secretary whose duty is 

to perform the c le r i ca l o f f i ce work, co l lec t data for reports, process 

A 

routine complaints when the ombudsman is busy, and to attend pertinent i*< 

campus meetings and functions in the event the ombudsman is unable to be ^ 

present. -^ 

Value of Program and Recommendations '^ 

The appointment of J. Benton White and his successor Ralph Poblano 

has appeared to have helped relieve considerably the racial tensions 

which vaulted them into office in the first place. White stated the 

office of ombudsman will only be effective when it is trusted by those 

who it was created to serve and they are willing to use it. At San Jose 

State reports indicated that the Black community was willing to trust 
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and use the office a great deal more than the Mexican American commu

nity, thus the ombudsman was able to function for them much more effec

tively as a result. 

The position of ombudsman at San Jose State College has been 

extended to include another two-year period with Ralph Poblano remain

ing in the position. This extension would indicate that the college 

community at San Jose State values the services sufficiently to encour

age their continuance. 

26. Stanford University 

Historical Significance 

The office of the University Ombudsman at Stanford started its 

operations on February 4, 1970. Dr. Herant Katchadourian, assistant 

professor of psychiatry and coordinator of the psychiatric residency 

program at Stanford Medical School, was appointed the University's 

first ombudsman by President Pitzer. Katchadourian, an honor graduate 

of the American University in Beirut, Lebanon, and of its medical 

school, was selected by a student-faculty-staff search committee which 

was appointed in the fall of 1969 by Vice President and Provost 

Richard W. Lyman. 

The proposal for the establishment of an ombudsman at Stanford 

emanated from the Committee of Fifteen in May, 1969 which also autho

rized the hiring of an assistant who was available to receive initial 

inquiries and respond to questions. 

The ombudsman at Stanford serves for one academic year, autumn 

through summer quarters, and may be reappointed upon recommendation of 
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the committee composed of students, faculty, and staff. The first 

Stanford University Ombudsman appointment was for the period from 

February 1, 1970, to June 30, 1971 (89:5). 

Roles, Functions, and Duties 

The ombudsman's duties as an all-University troubleshooter were 

outlined by the Committee of fifteen in these terms. He will work to 

"protect the rights of the Stanford community from injustices, abuses, 

and gross inefficiency; from unnecessary delay and complications in the 

administration of the rules and regulations; and from inconsistency, 

unfairness, unresponsiveness, and prejudice in the individual's experi

ence with University activities" (89:6). 

Katchadourian emphasized that his office will not function as sub

stitute for existing University services. The function will be to 

intervene when existing channels for the redress of grievances have not 

satisfied the individuals, or where such channels are lacking. 

The office is open to all members of the community, and they may 

visit the ombudsman personally, telephone his office, or correspond by 

mail. The ombudsman at Stanford may refuse to act on grievances that, 

in his judgment, have no merit. Katchadourian does not view his role 

as ombudsman as being exclusively that of "a pacifier" putting out 

fires (26:3). 

Value of Program and Recommendations 

Katchadourian explained that the usefulness of the ombudsman's 

office has been demonstrated in other settings. Stanford must find out 
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i f i t w i l l funct ion adequately in the i r University environment (89). 

Whether the o f f i ce is maintained or not w i l l depend at least in part on 

whether the University f inds i t s services su f f i c i en t l y worthwhile. In 

keeping with th is University se l f -eva luat ion , the ombudsman must decide 

for himself how useful his own functions are. 

27. West Valley College 

Michael Rivera was appointed as West Valley College's f i r s t ombuds

man in December, 1969, thus becoming the nation's f i r s t ombudsman at a 

Junior College. The creation of the o f f i ce of ombudsman was f i r s t rec

ommended by a foreign language ins t ructor at the college who f e l t s tu

dents at West Valley needed a representative who could l i s ten to the i r 

complaints and channel them into appropriate areas for r e c t i f i c a t i o n . 

The proposal was delivered to the Board of Regents on December, 1969 

asking that a f u l l - t i m e ombudsman be hired to begin work a f ter his elec

t ion. A select ion committee was chosen to interview seven candidates 

who were ea r l i e r screened by the Selection Committee. The leading can

didates were presented to a larger committee consisting of the Minority 

Student Union and the Student Body Off icers. President Hall then made 

his appointment from the leading candidates. 

Three new programs have been set up by Rivera during his b r ie f 

tenure. These are a l l directed toward helping minority groups to become 

more integrated into the academic and nonacademic scene. The o f f i ce is 

available to any person seeking assistance although Rivera intends to 

delegate the respons ib i l i t y for special programs to another o f f i ce (163) 
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28. University of Colorado 

Historical Significance 

On April 6, 1970, the University of Colorado presented a proposal 

for establishment of the position of ombudsman which stated "there shall 

be established for the University of Colorado community an ombudsman 

whose office shall be independent of all existing administrative struc

tures of the University." The proposal has been referred to the 

Faculty Council for its consideration. 

According to the proposal, the initial occupant of the office of 

ombudsman shall be recommended by the selection committee authorized by 

the Faculty Senate on November 25, 1969, and charged with defining the 

office of ombudsman and recommending an appointee. The committee shall 

make its recommendation to the President who, in turn, shall either 

recommend to the Board of Regents the appointment of the committee's 

nominee or shall request the committee to recommend an additional name 

(148). 

Roles, Functions, and Duties 

The primary functions of the University ombudsman at the 

University of Colorado shall be to receive and to investigate complaints 

made by any and all members of the University community alleging unlaw

ful, unfair, or inequitable treatment by any person or group exercising 

decision-making authority within the University community. The ombuds

man should establish the validity or invalidity of such allegations. 

He should recommend remedies for those grievances which are established 
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as valid and should pursue any of the courses of action provided for the 

Committee's description of his powers and duties. The ombudsman at the 

University of Colorado shall serve for a three-year term during which 

time he shall enjoy a status similar to that of academic tenure, being 

removable only for cause by the Board of Regents upon the recommendation 

of a committee representative of the University community. 

The ombudsman shall have the authority to inspect all records, doc

uments, files, memoranda and other information in the possession of any 

decision-making authority within the University community. His authority 

to inspect medical, psychiatric and psychological records shall be only 

with the permission of the person whose record is to be inspected. 

Under the proposal for the office of ombudsman, the ombudsman is 

not empowered to rescind, reverse, or modify the decisions of or the 

regulations issued by authorities against whom complaints are lodged. 

Rather, he is expected to effect remedies by means of investigation, con

sultation, negotiation, persuasion, and recommendation. 

According to Quigley, it is difficult to predict what action the 

Faculty Council will take on this proposal or, for that matter, how long 

before a decision will be forthcoming (149). 

29. Colorado State University 

Colorado State University has considered implementing an ombudsman 

program for several years; however, for various reasons it did not do so 

until the fall of 1970. Instead of an ombudsman, per se, the University 

first established a Human Relations Committee which was reconstituted by 

President William E. Morgan in April, 1968. The Committee existed for 
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two years as a vehicle through which the University's concern for the 

dignity of all persons in its community could be implemented (80). 

In the fall of 1970, Penfield Tate assumed the dual role of campus 

ombudsman and Executive Secretary of the Human Relations Committee 

which dealt with human rights. The Human Relations Committee is an 

internal commission created by the President of the University, respon

sible to him for advice and guidance. Tate has declared that, as a 

practical matter, it becomes a very difficult task to separate his dual 

role of ombudsman and Executive Secretary of the Human Relations Commit

tee since the purpose of the Human Relations Committee is to deal with 

problems similar to those normally associated with duties and responsi

bilities of the campus ombudsman (203). 

The position espoused by the Human Relations Committee distinctly 

spells out its association with the campus ombudsman. The Committee is 

to serve as a hearing body in matters that the ombudsman feels require 

venting before more than one hearing agent. Complaints may be received 

by either the ombudsman or the Committee proper and grievants may come 

from any group or individual associated with the University. This 

includes Civil Service employees connected with University responsibil

ities. 

The volume of problems which the Human Relations Committee has 

helped resolve since its initiation would seem to indicate that there 

did exist a need for someone to do the job of ombudsman which the Com

mittee obviously handled to the administration's satisfaction. 
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30. University of Connecticut 

The first ombudsman at the University of Connecticut was Fred 

Adams, who was appointed to that position by the President in the fall 

of 1969. In May of 1970, Dr. Adams was replaced by the present ombuds

man, Charles Oliver, whose responsibilities have remained essentially 

the same as those of his predecessor. The ombudsman is responsible 

directly to the office of the vice president. According to Oliver, his 

main responsibilities are to help individual employees, students, fac

ulty members, and administrators resolve racial respect grievances 

created by individuals or groups associated with the institution (137). 

Secondarily, his responsibilities are to reduce the number and degree 

of racial respect problems by detecting patterns of complaints and 

recommending desirable changes in policies and procedures. In this con

nection, any person claiming to be aggrieved by an unfair racial prac

tice or incident, or who feels that his rights have been violated on 

the basis of his race, creed, religion, or national origin, by himself 

or his representatives, may sign and file a complaint with the ombuds

man's office. 

Upon issuance of such a complaint, the ombudsman may make a pre

liminary investigation to determine if the allegations are valid, and 

if valid, to strive for a conciliation which is mutually agreeable to 

both the complainant and respondent without the initiation of disci

plinary proceedings. If the particular case in question or under 

investigation cannot be conciliated, the ombudsman then recommends to 

the Vice President the appropriate action which he feels should be 

taken. 
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31. University of Florida 

Historical Significance 

In 1969, the University of Florida instituted a joint student-

administrative ombudsman organization. Student Government provided the 

equipment in an office which recorded all telephone complaints directed 

to that particular office telephone number. Where institutional poli

cies were concerned, those complaints were directed to the Office of 

Student Affairs for resolution. This office, headed by James Hennessey, 

serves as ombudsman headquarters in order to receive complaints from any 

student, faculty member or an administrator (73). 

Roles, Functions, and Duties 

In the course of a day the student ombudsman would listen to the 

complaints and take appropriate action in those instances where he was 

qualified to do so. At the University of Florida, experience has shown 

that the work load involved in dealing with academic complaints would 

almost require a full-time ombudsman to handle all complaints. It 

became necessary in December of 1970 for the Vice President for Academic 

Affairs to appoint one of his assistants to handle academic complaints. 

In effect, at the University of Florida there are three operational 

ombudsmen. The student ombudsman handles all complaints dealing with 

the matters of university policy; the Academic Affairs ombudsman handles 

all complaints originating in the classroom, and the Student Affairs 

ombudsman handles all complaints outside the classroom and off campus. 
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Value of Program and Recommendations 

According to Hennessey, the system appears to be a workable one 

and there is no indication that the University will not continue under 

the arrangement described in part here (73). 

32. University of Hawaii 

Historical Significance 

The office of ombudsman at the University of Hawaii was created in 

September, 1970. Charles S. James was appointed the first University 

ombudsman on October 29, 1970. 

The impetus for creating an ombudsman at the University of Hawaii 

came from at least three sources which were identified by James as 

follows: 

1. The student body, in common with many others in the 
United States, has had a generalized feeling that the 
University had been less than successful in providing -^ 
the type of education and educational administration [x 
that is required today. This feeling has resulted in 15? 
a number of student demonstrations, in a series of H 
tense situations, and in a wide-spread feeling that [ ^ 
the only way improvements could be achieved was •* 
through overt and often disruptive action. The estab- ! ::̂  
lishment of the ombudsman position as an alternative l*j 
method of making student desires effective was desired ci'̂  
by a significant number of students. '^ 

2. A number of other institutions of higher learning had 
come up with the ombudsman role. Although there was 
little consensus on the campus as to what the ombuds
man should do, or exactly how he should operate, a 
campus ombudsman had a certain amount of fashionable 
appeal. 

3. The third influence was the establishment, in 1969, of 
an ombudsman for the State of Hawaii. This was 
Herman S. Doi, the first American public ombudsman in 
the classical sense who has received a great deal of 
publicity and public support over his appointment (85). 
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The original movement to create an ombudsman came from the Associ

ated Students of the University of Hawaii who apprized the Board of 

Regents to this effect by means of an Associated Students of the 

University of Hawaii Senate Resolution. The resolution was given 

rather immediate and sympathetic reaction by all people concerned, but 

the idea became somewhat changed as time went on. 

Roles, Functions, and Duties 

The office of University ombudsman was established to protect the 

rights and privileges of each student member of the University of 

Hawaii, to minimize capricious acts by University agencies, and to 

advise on University procedures and processes. He has authority to 

investigate acts of agencies and to make recommendation for redress or 

change, except acts by the Board of Regents, the President, quasi-

judicial bodies such as the Student Conduct Committee and the Hearing 

Committee of the Faculty Senate, and such other bodies with functions 

similar to quasi-judicial bodies (84). 

The ombudsman shall be a full-time employee of the University and 

shall be available to all student members of the University. He shall 

hold office hours on each campus of the University not less than six 

times during each regular academic year provided that with the explicit 

permission of the Chairman of the Ombudsman's Council this requirement 

may be waived. The ombudsman may investigate on his own initiative if 

he reasonably believes that an appropriate subject for investigation 

exists, although a formal complaint has not been submitted. If the 



148 

ombudsman decides to investigate and also notify the agency of the 

intention to investigate. 

Value of Program and Recommendations 

After three months experience on the job, James had the following 

to say: 

The short time I have been in office has not revealed any 
particular pattern either in the nature of problems or in 
the reaction of the University to my participation in them. 
We are still, for example, exploring the limits of our 
jurisdiction and the many small matters we have been able 
to adjust do not tell us much as to what will happen when 
the larger issues emerge. I am, however, confident that 
this office already has demonstrated its usefulness, and 
that this will become apparent to more people as time goes 
on (85). 

33. Valparaiso University 

Several attempts have been made to spawn Interest In the adoption 

of an ombudsman proposal at Valparaiso University. Much of this momentum 

has been fomented out of the efforts of Donald C. Mundinger, Vice 

President for Academic Affairs. Mundinger has written extensively in 

support of the idea of the campus ombudsman in higher education; however, 

he has achieved little success in gaining equal sentiment for the Idea 

among his superiors at Valparaiso University. Mundinger has indicated 

that he will continue to "fight" for the cause of the ombudsman and its 

establishment on his own campus (126). 

34. Bradley University 

Historical Significance 

The office of the ombudsman at Bradley University was created by a 
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resolution of the University Senate. Bhagat Singh was appointed to 

this pose by the President of Bradley University in the fall of 1969. 

In a semi-authoritarian relationship between teacher and student, the 

ombudsman's office serves as a "post" at which the student can take out 

his "feelings." The office has served as a feedback mechanism for the 

teacher if he had none before. Also, the office Is used In such manner 

as to help evaluate the performance of new teachers. 

Roles, Functions, and Duties 

The primary function of the Bradley University ombudsman was to 

act as a link between the teacher and the student in case the latter 

was hesitant to talk to the former in a more direct fashion. The stu

dent, if he so wished, could use the office anonymously, express his 

feelings and judgment about the effectiveness of teaching and fairness 

of grading in a given classroom situation. He also could, if he 

wished, question the grade he received, although this is a "ticklish" 

part of the ombudsman's duties. 

Value of Program and Recommendations 

Singh has gained very practical experience after being ombudsman 

almost two years. He had this to say regarding his experiences at 

Bradley: 

I feel that this service of ombudsman is a useful function. 
Many of the complaints I receive come from students who are 
unhappy or dissatisf ied with instruction or the grades their 
instructor has given them. Since a grade represents the 
teacher's evaluation of a student and this function has been 
a teacher's "sacred" preserve for so long--he, the teacher, 
does not want anyone to question 1t--even where subjective 
value judgments are involved. None-the-less, we have fe l t 
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that even if no grade has been changed, the questioning 
function has been useful. It has put people on notice 
that they better be reasonably certain of the basis of 
their grade giving (188). 

35. University of Illinois 

Historical Significance 

The office of the ombudsman was established at the University of 

Illinois by Chancellor Peltason on recommendation of the Committee on 

Constructive Action. William K. Williams was appointed to the first 

such position on the University of Illinois campus on September 1, 1969. 

The establishment of Williams' position was a very flexible arrange

ment from the beginning. After a Faculty Senate committee recommended 

that such an office be established, the Chancellor merely asked Williams' 

to research the idea and submit some findings to him. This was done and 

Williams was appointed on the spot (227). 

Roles, Functions, and Duties 

The ombudsman at the University of Illinois acts primarily under 

the authority of the Chancellor and answers directly to him and no other 

person. He is housed separately and away from the administrative offices 

on campus and does not participate in the administrative processes of his 

office. This arrangement has provided a high level of recognition and 

support while at the same time preserving necessary independence and 

separation of function. The Chancellor has taken care to make it an 

honest and honorable relationship. 

The ombudsman has access to the people and the records of the 

campus, except medical records. He may inquire into matters on his own 
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initiative, as well as those brought to his attention by others. His 

findings may be made public through news media. He is required to 

issue an annual report summarizing the work of the office, and must keep 

current records of his day-to-day operation. 

Value of Program and Recommendations 

Ombudsman Williams and Chancellor Peltason discussed the operation 

of the ombudsman office after its last full year of operation and agreed 

that the arrangement currently pursued seemed to be satisfactory to 

both, and that the University would continue for another year accord

ingly. 

Such an arrangement would not always be wise, as stated by Williams, 

but that in this case Williams had served on the President's staff as a 

consultant to all three of the University of Illinois campuses. This 

resulted in the President and Williams having worked on many problems 

together for several years, thus creating a good relationship (227). 

36. Northern Illinois University 

Historical Significance 

On May 4, 1969, President Smith reported to the Board of Regents 

of Northern Illinois University his intention to create an ombudsman. 

At that time, he submitted an outline of the duties of the ombudsman as 

recommended by the Student-Faculty Committee which studied the office 

and urged its creation. Michael C. McDermott received the appointment 

of ombudsman through the efforts of many who agitated for its creation 

during the spring semester of 1969. He assumed the duties of his 

office on September 1, 1969. 
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Roles, Functions, and Duties 

The duties of the ombudsman are generally similar to those 

expressed in the Scandinavian model. The ombudsman shall assist all 

members expressing concern of the University community attempting to 

establish simple, orderly procedures for receiving administrative, 

academic, and individual complaints and grievances. When he deems it 

necessary, the ombudsman shall report directly to the President valid 

complaints for which no remedy has been found. The ombudsman shall 

make quarterly reports to the university community regarding the oper

ation of the ombudsman's office. These reports shall be made to the 

faculty and student governing bodies and shall be published In the 

University newspaper or in any other appropriate format for university-

wide communication. In addition to these duties and functions, the 

ombudsman shall in the performance of his duties interest himself in a 

broad spectrum of university problems and issues. 

Value of Program and Recommendations 

McDermott stated that one of the unfortunate aspects of the 

office was the failure in many cases to amass adequate follow-up 

information (110). Another area of concern which McDermott expressed 

in the form of a recommendation was about the office itself. He 

believed the tenure of an ombudsman should not be as it now is, that 

is, a twelve-month, nonrenewable contract. The contention here is 

that twelve months is too short a period of time for any individual to 

develop the necessary method and expertise to be a valuable ombudsman. 

He recommends a two-year contract period at the end of which the 
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ombudsman and the performance of his office would be evaluated by a 

student, faculty, and staff committee. I t is McDermott's opinion that 

the independence of the office is better served when an individual 

feels he is less under pressure in his immediate circumstances. An 

ombudsman with a two-year term of office can more easily spot the 

long-term abuses and can more effectively work in conjunction with 

others to change the university for the better (155). 

37. Southern I l l inois University 

Historical Significance 

Beginning as early as January, 1969, the University Sub-Council 

for the Carbondale Campus recommended that an "Information and Com

plaint Office (or Ombudsman)" for Southern I l l inois University should 

be established. As proposed at that time, the office would be an 

agency that "receives and attempts to resolve by mediation a certain 

subset of complaints; namely those arising out of the functioning of 

the University bureaucracy in specific and direct dealings with stu

dents" (211). The Sub-Council went on to state the ombudsman has no 

power to reverse or dismiss a decision by any o f f ic ia l . His actions 

would be limited to fact-finding, mediation and general public dis

closure. 

After careful consideration of the various ways in which the 

operation might be successful, the Sub-Council recommended to the 

Chancellor that the office of ombudsman be tried for a period of one 

year, with evaluation both during and at the close of the year by the 
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Sub-Council, by the Office of the Chancellor, and perhaps by other 

agencies as well (211). 

On September 15, 1969, the office of ombudsman was established for 

a t r ia l year as recommended by the Sub-Council. Mary Walker was 

appointed to serve as the University's f i r s t ombudsman. A five-person 

Ombudsman Advisory Panel was later appointed to assist the ombudsman. 

Roles, Functions, and Duties 

As proposed at the onset, the University Ombudsman is primarily 

concerned with student problems although Walker's activities are not 

restricted to student problems alone. Therefore, although the emphasis 

is upon helping students. Walker will not refuse to discuss problems 

with other members of the University family should they seek her 

attention (220). 

The work load became so great during the f i r s t months of the 

office that considerations were being made to expand the services. 

During the week of September 14, 1970, Reginald Davis was selected 

from several applicants to serve as a second ombudsman and office space 

and secretarial assistance were given as well (218). 

The office essentially was established as a fact-finding and com

plaint office whose purpose was to assist those who seemed to be having 

diff icult ies arising out of inconsistent, harsh, impolite, or rigid 

administration of a particular rule or policy. I t was planned that the 

goal of the office would be twofold. First, i t would attempt to 

resolve individual problems at the time they occur and hopefully at 

the level where they occur. Second, i t was hoped patterns of complaint 
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could be detected over a period of time and changes recomnended in the 

system (219). 

Value of Program and Recommendations 

The two ombudsmen system at Southern Illinois University has 

worked quite effectively as reported by both of the ombudsmen. The 

value of the program is difficult to assess except on an individual 

basis. As stated by Walker, being an ombudsman is very frustrating and 

discouraging at times when one cannot help resolve a problem, but 

becomes very rewarding when one can be of genuine assistance to a few 

people who really are helped and who are grateful for assistance, 

information, or just plain kindness or courtesy (220). 

38. Cornell University 

Historical Significance 

The office was established on the recommendation of an ad hoc 

Committee chaired by Dean Alfred Kahn, which President Corson set up in 

August, 1969. The Committee's recommendation outlined the scope and 

overall prerogatives of the office. On September 15, 1969 after action 

by the Board of Trustees, the President appointed the ombudsman and the 

office went into operation. Its staff included, in addition to the 

ombudsman who was nominally on half-time, a full-time assistant, a 

secretary, and a half-time director of the Rumor Control Center. This 

Center operates only during times of emergency and is available to 

answer questions about on- and off-campus services for students and 

other members of the community. Working hand in hand with the 
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University ombudsman, the director of the Rumor Control Center is pre

pared in case of emergency to set up a staff of volunteers who would 

operate the rumor clinic (35). 

Roles, Functions, and Duties 

The job description offered by the Kahn Committee Memorandum 

included two major responsibilities for the Cornell ombudsman. The 

first was undertaking self-initiated investigations related to indi

vidual complaints brought to his attention by an^ person from the 

University community. The second special responsibility of the Office 

was to propose recommendations to the University authorities for changes 

and additions in its procedures where experience has discovered gaps or 

imperfections. 

The function of the ombudsman is to make the University administra

tion work and work fairly. Where procedures are faulty, the fault 

should be made evident and the persons responsible for correcting it 

reminded of their responsibilities (36:7). 

The duties, as listed in the Kahn Proposal, were essentially three

fold. He shall keep suitable records of complaints, findings and rec

ommendations which, subject to the limitations inherent to the office, 

shall be available for periodic inspection by members of the community 

and at all times by the appointing authority. Secondly, while he may 

make exceptions at his discretion with respect to matters of major 

importance, he and his staff will normally function in terms of first 

come, first served. Thirdly, the ombudsman shall make an annual report 
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to the University community and such special reports as may be requested 

by the appointing authority (88). 

Value of Program and Recommendations 

Cook stated that the Office of Ombudsman at Cornell has been able 

to perform successfully under the Charter of the Kahn Proposal. The 

office encountered no difficulty in getting information it needed and 

officials of the University have been extremely cooperative and forth

coming (36:4). 

The Office is still in an experimental stage. It had and still has 

few models to go by. Much of its material is confidential and its clien

tele largely anonymous. Before a decision is due on making the office 

permanent, an evaluation should unquestionably be undertaken which would 

give authority and reason for making the position more permanent (36:29). 

< 

1 
9 

39. University of Louisville 

Historical Significance 

The ombudsman at the University of Louisville was appointed by a 

faculty-staff-student committee in May, 1969 after a lengthy study of i 

the feasibility for the office. Dennis Stipetz became the University's ^ 

first ombudsman with free rein to set up the ombudsman program according 

to needs outlined earlier by the Selection Committee. Stipetz was a long 

time faculty member whose background involved a wide range of student 

personnel experience at Kent State University and at Indiana University. 

Roles, Functions, and Duties 

The ombudsman at the University of Louisville is on a half-time 
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basis and devotes the remaining time to faculty duties. He is available 

every afternoon to answer student complaints, to direct students to the 

appropriate officials, and to serve as an advisor to persons with per

sonal problems. 

Value of Program and Recommendations 

Stipetz stated it was difficult to determine how effective his work 

has been; however, the University has decided to make the position per

manent (197). The office will seek to expand services by means of 

increased utilization of student assistants and will attempt to accel

erate publicity of these services in order to promote greater under

standing of the office. 

40. Murray State University 

Historical Significance 

The office was first suggested to the Administration by the Student 12 

Graduate Council who were also influential in the selection of the 

ombudsman. The first ombudsman at Murray State University was Robert K. 

Baar who maintained two jobs: Director of Choral Activities and three-

fourths time ombudsman. Baar assumed his ombudsman duties in the Fall 

of 1970, having been selected by a committee of students, faculty, and 

staff for an appointment of two years duration. 

The office is directly responsible to the President of the 

University. In certain instances, complaints would be brought to the 

attention of the Dean of the School. Although most complaints are 

channeled to the Deans of the respective schools, the University 

'• m 
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ombudsman and his secretary receive more than enough requests for 

assistance to keep busy. 

Roles, Functions, and Duties 

The goals and objectives of the Murray State University Ombudsman 

are primarily to create an atmosphere where personal grievances can be 

confidentially expressed and to use this information as a guide for 

improved relations between students, faculty, and administration. Baar 

maintained that he has dealt with complaints against specific faculty 

members, complaints with problems concerning the relationship between 

the community and the university, and generally the problems normally 

associated with bureaucratic institutions (11). 

Value of Program and Recommendations 

Since this was a new position on the campus of Murray State 

*̂1 

University, it was not known whether the office was significantly help- ;5 

ful to the degree that an accurate assessment could be made as to its 

future. Baar indicated the office was particularly helpful to adminis

trators and faculty members in that they were able to realize the t 

temperature on campus and also were more cognizant of areas needing 

improvement. He said the greatest value of the office was the fact 

that someone has the time to listen to student grievances (11). 

41. Louisiana State University 

Historical Significance 

The ombudsman was established in the fall of 1969 by appointment 

of Art Ensminger, the Student Government Association President. The 
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office began as a committee under the Student Rights Department 

directly under the Student Government Association and has developed 

into a separate office, still connected with the Student Rights Depart

ment but not under its direct jurisdiction. Members apply for the com

mittee by filing applications with the office. The majority of the 

present members are law students. There are a few undergraduates who 

help by taking down complaints, making appointments, carrying on cor

respondence, and offering advice when it can be given without legal 

knowledge. 

As for method of selection, it was felt that for the ombudsman at 

Louisiana State University to be effective he must be selected in such 

a manner as to give him legitimacy and authority among the University 

community. The best method, it was felt, was to have him chosen by a 

committee equally representing student, faculty, and administration. 

'i 
Roles, Functions, and Duties ^ 

r 1 
> 

r.: 
Under the precepts set forth by the selection committee, the feel

ing seemed to be that the ombudsman should stay away from academic -•: 

ĉ  
questions unless gross injustice had been done. Rather, the ombudsman ,̂ 

• • 

should concern himself with individual student complaints in nonaca

demic areas, detect patterns of grievances, and work to end them through 

changes in the regulations. The roles and functions of the ombudsman 

are to give students legal advice for any changes, complaints, and/or 

various problems that arise within the University's policies; to repre

sent students in the University's judicial system; and to work within 

the system toward the goal of abolishing unfair and discriminatory 

practices of the University. 
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Value of Program and Recommendations 

The ombudsman system appeared to be performing as good or better 

than expected at Louisiana State University. According to Liljedahl, 

the success of the University ombudsman rests finally with the students. 

Students must come to the ombudsman before any benefit can be derived. 

The greatest benefit derived from the program thus far appeared to be 

the feeling expressed by students and administrators that a line of 

communication had opened up and they knew to whom to turn for assis

tance when channels of communication became blocked (105). 

42. Amherst College and 

43. University of Massachusetts 

Historical Significance 

Professor Ellsworth Barnard was appointed by the President of the 

University upon the recommendation of a joint selection committee con

sisting of three faculty members appointed by the Secretary of the 

Faculty Senate, two undergraduate students appointed by the President , i 

of the Student Senate, one graduate student appointed by the President '• 

of the Graduate Student Senate, and the Dean of Students. Ombudsman % 

Barnard assumed his position as the University of Massachusetts' first '^^ 

ombudsman beginning the 1970-71 academic year and extended his ser

vices to the Amherst College campus as well. 

The ombudsman must be a faculty member at the University and shall 

receive appropriate salary on that basis. Only students enrolled on a 

full-time basis at the University shall be eligible for Assistant 

ombudsman. If a student is appointed, his jurisdiction shall be deter

mined solely by himself and the ombudsman. 

6 
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The ombudsman shall be appointed for a term of two years, and in 

case of a vacancy in the office, a successor shall be appointed to 

serve a two-year term commencing upon the date of his appointment. No 

ombudsman may serve more than two consecutive terms in office. The 

ombudsman shall be provided with the necessary staff and services to 

enable him to fulfill his function. This provision for the ombudsman's 

staff also enables the ombudsman to utilize his personnel in a manner 

freeing him to visit with complainants from the Amherst campus. 

Roles, Functions, and Duties 

The function of the ombudsman shall be to assist any petitioner in 

the procurement of a just settlement of a grievance. All members of 

the University community are expected to cooperate with the ombudsman 

in the discharge of his duties. Every complaint or grievance by a 

petitioner to the ombudsman shall be submitted in writing. If in the ^ 
'-'• 

m 

course of his duties it appears to the ombudsman that under existing p̂ ;J 
channels there is an adequate remedy or right of appeal, or if it .j 

' t 

appears that, having regard to all the circumstances of the case, any j 
'.J 

further action is unnecessary, he may in his discretion refuse to pur- r| 

sue the matter further. 

The ombudsman shall submit a written report at the beginning of 

May of each year to the Faculty, Graduate Student and Student Senates, 

to the President of the University, and to the Board of Trustees of the 

University concerning the general functioning of his office. Copies of 

this report shall be made available for general distribution. 
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Value of Program and Recommendations 

Barnard stated i t was too early to te l l the positive or negative 

effects of the office of ombudsman but that after he has had more 

experience on the job he would be more in a position to evaluate i ts 

effectiveness (13). 

44. Aquinas College 

Historical Significance 

Dr. Rodger A. Remington was Aquinas College's f i rs t ombudsman. He 

was appointed by President Norbert J. Hruby in 1969 for a one-year term 

as part of the institutional Self-Study in which the college was 

involved at the time. I t was fe l t by advisors in the early stages of 

the Self-Study that i t would be well to have an ombudsman for the whole 

college community, despite i ts small size, on grounds that an ombudsman 

might expedite communications during the troubled days of institutional . 

self- identif ication. Dr. Remington submitted an annual report to >• 

President Hruby which gave an extended account of the ombudsman's f i rs t I 

(and only) year of experience. Although this report was submitted as a •̂ 
ji 

confidential document, permission was granted to reveal the conclusion |1 
.•• 

that the position never reached full acceptance and therefore did not 

have an opportunity to prove its worth, as would be expected under more 

typical conditions (152). 

Value of Program and Recommendations 

Ombudsman Remington concluded his year of service as the College's 

ombudsman on a thankful note stating that his job had been a valuable 
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experience in the area of human relations and practical politics (152). 

As it turned out, the Self-Study Committee concluded its work about the 

same time Remington's report was issued to the President. The Self-

Study revealed that there were other and better means of solving its 

communications problems than by the office of ombudsman and, on this 

recommendation, the President did not appoint a successor to the posi

tion vacated by Dr. Remington. Neither did the college anticipate hav

ing an Ombudsman in the foreseeable future (79). 

45. University of Detroit 

In September, 1968, the officers of the Student Government asked 

a member of the administration to serve as ombudsman. This was Thomas 

Davis who directed most of his efforts toward the redress of student 

grievances. Davis accepted the offer as a favor to the students with 

no added remuneration over his salary as a professor of mathematics. 

Davis continued to serve in this capacity until he left the 

University in 1969. During this time his services were quite effective 

in relieving student tensions and frustrations. Some of the students 

'•..•'' 

liked the concept. In general, however, the impact on the campus was ij 

minimum. Kean concurred that the students did not feel the office was 

necessary because the idea of an ombudsman's office at the University 

of Detroit was dropped and has not received much favor for its revival 

(91). 

46. Macomb County Community College 

Historical Significance 

The of f ice of ombudsman is in i t s th i rd year of operation at 
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Macomb County. Walter E. Bradley was appointed to the position by the 

acting president and was assigned the dual role of Dean of Administra

tion and Ombudsman. Bradley is a member of the President's Cabinet and 

as such reports directly to the President. The office came into exis

tence in the fall of 1968 with no official proposal for its creation 

other than certain guidelines recommended by the acting president (19). 

Roles, Functions, and Duties 

Bradley handles at least 250-300 or more cases a year, varying from 

rather small problems to very serious matters. All of these cases are 

confidential with clientele coming from students, teachers, administra

tors, parents, and employees of the college. At times people of the 

community seek the services of the ombudsman. Among the guidelines of 

operation, the ombudsman was expected to know the college and the com

munity, and have rapport with staff, students, and administration. He 4 

should have had considerable experience at Macomb and possess skills 

necessary for opening doors of communication as well as showing a gen- '^ 

uine concern for individuals he represents. 

Value of Program and Recommendations 

The office of ombudsman at Macomb County Community College is grow

ing in popularity judging from the increased number of cases coming 

before it. The ombudsman and his staff now occupy two of three proposed 

campuses. The success of the office thus far has been found in the 

solution of problems of both campuses and the community that pertain to 

Macomb College. 



166 

47. Michigan State University 

Historical Significance 

After a year-long, in-depth study on the broad topic of academic 

freedom for students at Michigan State University, a prominent a l l -

facuity Committee on Student Affairs in its final report (which was 

later approved by the Academic Council, Academic Senate, and the Board 

of Trustees on March 16, 1967) proposed as one of its major reconmen-

dations the creation of the office of ombudsman. James Rust was 

appointed to the position in the fall of 1967 for a two-year term, with 

provisions for either the President or the ombudsman to terminate the 

arrangement. 

Roles, Functions, and Duties 

The role of ombudsman as a general watchdog at Michigan State 

University was designed to combat the frustrations of the impersonal- 4 

ized "IBM punch card" atmosphere of a hugh multiversity of over 40,000 

students at the time of this init ial appointment. A report of the 

Faculty Committee on Student Affairs to the Academic Council stated : 

that the ombudsman should have broad investigatory powers and direct ; 

and ready access to all University Officials from the President down 

(3:32). He is also expected to make arrangements for receiving 

requests, complaints and grievances of students. 

Rust explained that the ombudsman shall assist students in accom

plishing the expeditious settlement of their problems. He may advise 

a student that the student's request, complaint or grievance lacks 

merit, or that the student should seek his remedy before another duly 

«£ 
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constituted body or office of the University (175:4). The ombudsman is 

required to submit periodic reports of his activities to the President. 

Value of Program and Recommendations 

I f i t is possible to generalize about a seemingly successful sys

tem of the operation of an ombudsman off ice, i t would appear that 

Michigan State occupies that position. The choice of a wise, person

able yet though-minded faculty member, as well as a careful selection 

procedure representing many voices and advance emphasis on the creation 

of the of f ice, have helped the apparent success of the program. 

Perhaps Rust himself has assessed the value of the ombudsman service 

as he described: 

In the best of worlds, there would be no need for an Ombuds
man, for al l public servants and al l faculty members and 
employees of universities would be doing their jobs per
fectly. Until that world arrives, however, trouble-shooters, 
whether called Ombudsmen or not, will be needed (175:13). % 

iC 

• > 

48. Wayne State University :J 
I 

The Student-Faculty Council i s working on a proposal for the [J 
- • • 

office of ombudsman; however, Wayne State University does not have an J 

ombudsman at the present time. A copy of the proposal from the Student-

Faculty Council was not available for release at the time the informa

tion for this study was compiled (183). 

49. University of Minnesota 

Historical Significance 

One of the main problems faced by students at an institution the 

size of the University of Minnesota is the seemingly endless "red 
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tape" which students have to encounter in pursuing their academic 

careers. Registration procedures, grade changes, loan and scholarship 

applications, and computerized tests are examples of the many areas 

where these phenomena are found. Many students have difficulty follow

ing these complicated steps and processes. The University of Minnesota 

attempted to overcome these problems, not wishing lack of procedural 

knowledge or individual hardship to detract from a student's academic 

performance. As early as January of 1968, the University began looking 

for ways and means to help resolve the inequities of the system, real

izing that present mechanisms were not adequately performing their job 

and that something more was needed. An ombudsman approach seemed to 

provide the best answer to this need, so in order to provide this ser

vice for students as soon as possible, a committee was appointed by the 

College of Liberal Arts to help initiate the program. A chairman was 

appointed whose sole responsibility was to recruit personnel and make 

the physical arrangements for this new service. * 
> 

The new service was named the Student Ombudsman Service (SOS). J 

Modeled on the Scandinavian ombudsman principle, the service, manned J 
I 

by volunteer students, was an additional channel of communication to 

students about proper procedures and an additional and legitimate pres

sure on all of the University's officials to do their best to assist 

students (139). 

The Director of the Student Ombudsman Service is James A. Stein 

who stated that during the last two years that the service had been in 

operation, much of their time had been taken up by internal administra

tive matters. The Service has, at last, become firmly established on 

Ml 
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the Minneapolis campus of the University of Minnesota and the feeling 

is that the student ombudsmen are helping more students than ever. In 

the fall of 1970 well over 5,000 students were handled through the 

office (193). 

Roles, Functions, and Duties 

The University believes strongly in utilizing the services of stu

dents, (both men and women) in the Student Ombudsman Service organiza

tion. The office is open 40 hours a week. All ombudsmen and women go 

through a two-quarter training period during which they meet with 

important resource people in the administration, learn the power and 

operating structure of many parts of the University, learn the proce

dures the University uses in helping students with problems, and 

observe other ombudsmen working with actual cases. To publicize the 

Service, the University engages in a great deal of publicity and adver

tising. 

Certain principles are adhered to very firmly. The student ombuds 

men attempt to help any student the best way they can and give advice 

and information only when they are certain it is correct. They have 

concern for the individual in helping him to avoid unnecessary delays 

and in helping to open communication and cooperation with the faculty 

and administration (193). 

Value of Program and Recommendations 

Two keys to the success of the SOS, according to its present 

director, are the relaxed atmosphere of the office and the fact that 

"I 

f 

* 
I 
0 
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clients deal with sympathetic fellow students, not overly busy staff 

members. In an unofficial, confidential atmosphere, many students 

feel freer to discuss problems, particularly dissatisfaction with the 

actions of faculty and staff members. In spite of a successful first 

two years. Stein stated that more students could be helped by SOS if 

they were aware of the nature and effectiveness of the service (193). 

50. Eastern Montana College 

Historical Significance 

On May 15, 1966, President Stanley John Heywood stated he felt 

the Scandinavian concept of ombudsman had some relevance for colleges 

(75:10). The President then sought to find Eastern Montana College's 

and the United States' first ombudsman for higher education. President 

Heywood appointed George Gloege, a professor of chemistry, to the post 

on October 7, 1966. The term of office was for the 1966-67 year and 
c 

was nonstipendiary in nature. Although the office was established on • 
i 

a yearly basis, provisions were made for the reappointment or extension l 

of Professor Gloege's services. The ombudsman is identified with the j 

instructional side of the University and charged with a humane consid- J 

eration of all problems affecting the institution. The appointment 

carried with it a minimum of direction and gave the ombudsman the 

assurance that the administration would in no way dictate the manner 

in which he carries out his responsibilities. 

Roles, Functions, and Duties 

The office was designed to complement and not supplant any office 
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or procedures in effect or that might be introduced at a later date. 

It will be available when the official channels have been exhausted. 

When complaints of discrimination are valid, the ombudsman should pre

pare a report with recommendations for redress. Students were informed 

that the office of ombudsman was not a vehicle for protest of a deci

sion that was not favorable to them nor was it Intended to bypass any 

procedure already designed to handle problems. In such cases the 

ombudsman would decline to investigate. Decisions made by the Board of 

Regents or by the Attorney General or by the President were not 

intended to be delegated to the ombudsman. 

Value of Program and Recommendations 

The ombudsman program at Eastern Montana College is now in its 

fifth year of operation. During this period of time, the office has 

maintained essentially the same format of operation as set out ini

tially by President Heywood. The same ombudsman is still in the 

Office. According to Gloege, the value of the program is best I 

described by the statement President Heywood made when he said, "It I 

is rny hope that the ombudsman will never need to be used, because that » 

could denote that students are already receiving reasonable considera

tion in all facets of our campus life" (63). 

51. University of Nevada 

Historical Significance 

In February, 1969, President Edd Miller asked Charlton Laird to 

serve as ombudsman at the University of Nevada. This was to be an 
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experimental appointment, for Laird agreed to assume the position for 

a period of three months at half time, after which he was to make a 

report concerning his activities and thus make recommendations to the 

President who was considering the permanency of the post. 

Roles, Functions, and Duties 

Laird was given an office and a telephone and was told he had the 

authority to investigate any or all complaints which he determined to 

be legitimate. He was also given authority to have access to files and 

was assured that he could have the President's attention at any time of 

the day or night. 

Value of Program and Recommendations 

During the brief term of office, the ombudsman handled hundreds of 

cases which "did do some good" as evidenced in Laird's report of cases 

(98:14). At present, the University of Nevada does not employ an 

ombudsman since Laird has retired and the new appointment has not been i 

made. Laird stated that President Miller had continued to survey the 

needs for an ombudsman at the University and very definite plans were 

being made to reinstitute the office (99). 

52. Princeton University 

Princeton University is presently awaiting a report on the feasi

bility of establishing the office of ombudsman. Michael C. Reed is 

chairman of a committee that is charged to Investigate the possibility 

of establishing the position (150). 

I 

t 
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53. Bronx Community College 

Bronx Community College administrators have indicated that an 

ombudsman proposal is being written and will be presented to the 

President of the institution for consideration upon completion of its 

formulation. No finished report was available at the time of this 

study. 

54. Columbia University 

Historical Significance 

Ihe ombudsman at Columbia University Is Philip Benson who suc

ceeded Irving DeKoff after he had worked in the position one year from 

the time the position had been created in the fall of 1968. DeKoff 

stated, "The ombudsman position was not clearly defined at Columbia 

University until I forced the issue four months after starting the 

job" (41). At Columbia the ombudsman position originally came into B 

reality through the efforts of a Committee on Student Life. This ; 

Committee was formed at the request of the President who felt students ? 

at Columbia needed someone to represent them and in particular, a per- ; 

son who was a skilled "listener" who had the time to do what was nee- ; 
I 
ft 

essary to bring about justice (41). The position came into existence 

partly because of campus turmoil stirred up by dissident students who 

demanded to be heard. 

Roles, Functions, and Duties 

Although Benson's official t i t l e is ombudsman, the position is 

more of a semi-ombudsman and director for student Interests position. 
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The Committee on Student Life recommended that for the ombudsman to be 

effective, he should not have any administrative responsibilities and 

should be available to assist students, faculty, and administrators 

with problems that had seemingly reached irresolvable proportions. It 

was felt the ombudsman should have direct access to all faculty and 

administrators in order to assist them in problem solving. 

Value of Program and Recommendations 

The Columbia ombudsman was instrumental in extending his services 

to include anyone who felt he could be helped. A system of grievance 

procedures was developed which helped the ombudsman determine what 

areas of the University demonstrated possible needs for changes. 

DeKoff did not submit an annual report to the University, although he 

did write a position paper criticizing the stalling tactics he had 

encountered as he sought assistance to get the program going (41). 

55. New York University i 
I 

Historical Significance ' 

The University Senate adopted a proposal in November, 1967 that 

the office of ombudsman be established in each of the undergraduate 

schools of the University. Burneson stated that eight of the fourteen 

schools now have ombudsmen (24). Most of New York University's ombuds

men have been elected from among the faculty with some combination of 

student, faculty, and administrative voice to encourage a sense of 

trust, fairness, and respect between both parties concerned. Techni

cally, the ombudsman maintains faculty status after election, usually 

retaining half or more of his course load. 
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The ombudsman is given no established guidelines and has no 

specific screening processes. The ombudsman must listen to many per

sonal, unfounded, or trivial complaints as well as to legitimate 

grievances. He shall be authorized to call for a review of any deci

sion of any official or committee or of the faculty that is related to 

the complaint and to appeal to higher authority when the possibility 

exists. The University Senate, however, recommended that the ombuds

man should not be authorized to alter any decisions by his own actions 

alone. 

At the end of the 1967 academic year, several University student 

leaders approached Herbert London about the possibility of being a 

nominee for the newly accepted proposal for an ombudsman at New York 

University. Students were permitted one nomination and the faculty 

three. Although London lost the initial nomination, his "hopes and 

fears were reawakened when the victor resigned from the position one 

month after his election and a special runoff of the remaining candi

dates was conducted" (108:352). London won this runoff election and 

fills the position at this writing. 

Roles, Functions, and Duties 

The University Senate recommended that each school should desig

nate an ombudsman who would hear student grievances, investigate the 

factual basis of complaints, and make prompt recommendations for cor

rective action (131:28). Anonymity is preserved whenever possible 

in carrying out these recommendations. 
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The ombudsman came into existence at New York University partly 

to keep the campus cool during turbulent student protests. London 

stated that it is rather doubtful that an ombudsman could prevent stu

dent disruptions, but he could restrain the liberal majority from 

joining the radicals by reducing the student alienation that is usu

ally a factor in the political coalitions that can paralyze a univer

sity (108:354-355). 

There does not seem to be any real strong consensus about the role 

of the ombudsman at the University although students, professors, and 

administrators have agreed that the ombudsman should have knowledge of 

campus operations and regulations, understanding, effectiveness, 

authority, and accessibility. One of the primary functions of the 

ombudsman is to refer the student to the person within the University 

structure who can best assist him to find a solution to a given problem. 

Where the formal structure or prevailing rules require modification 

because of extenuating circumstances, the ombudsman could often help 

the student find an informal more personalized solution to a problem. 

Value of Program and Recommendations 

The office of ombudsman is serving the University satisfactorily. 

London's term of office has been extended for another two-year term. 

The value of the program is described by London as he stated: 

One obvious conclusion of my term in office is that militant 
students seeking political ends on the campus do not see the 
ombudsman. Those who come generally have personal problems 
whose solution does not jeopardize the future of the 
University. The extent of private grief that never comes to 
his attention, or for that matter anyone's attention, is 
probably astounding. If he does no more than listen, the 
ombudsman performs an invaluable service for the University 
(108:364). 



177 

56. City University of New York 

Samuel Hendel was appointed to the office of ombudsman in the 

fall of 1968. A body of students, faculty, and administrators proposed 

the appointment of an ombudsman to help insure equitable treatment for 

students or faculty members in specific cases and to help administra

tors improve their procedures. The Committee of Seventeen screened an 

original list of applicants and recommended that the President of the 

University should make the final selection. 

The Committee emphasized that the role and function of the ombuds

man cannot be legislated. Hendel warned that the successful ombudsman 

must be one who can win the confidence of students, faculty, and the 

administration in general (72). 

57. State University of New York (Albany) 

Historical Significance 

State University of New York (Albany) currently is studying the 

efficacy of the office of ombudsman. In the meantime, ombudsmanlike 

functions are performed by a special assistant to the President. 

Studies in the fall of 1970 on an ombudsman for State University of 

New York (Albany) indicated there was a need for a troubleshooter who 

could help clear lines of communication and provide faster answers to 

questions raised both within and outside of the University community. 

The idea was to bring people with questions or problems in contact 

with officers or offices with answers or solutions. In the process, 

Seymour stated, "The University discovered some shortcomings that they 
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will attempt to remedy by decentralization of ombudsman functions and 

the creation of new offices and committees of governance" (186). 

Roles, Functions, and Duties 

Many of the ombudsmanlike duties have been dispensed through the 

efforts of the University Senate Information Desk which serves as a 

disseminating-clearinghouse point for faculty, students and staff. 

This service was authorized to receive, maintain, obtain, and release 

to members of the University Community information on any matter per

taining to the activity of the University. Similarly, the Senate has 

established a new "Council on University Evaluation and Improvement." 

This Council consists of 12 members appointed by the Executive Commit

tee who shall attempt to humanize the institution, study and evaluate 

the performance of the University as a whole, and solicit and generate 

innovative ideas for the improvement of the university. 

Value of Program and Recommendations 

The University Senate Information Desk has been quite successful 

in helping students with problems. Studies which indicated the 

University needed grievance machinery has helped bring about an aware

ness for the creation of new offices for such specific purposes. Reor

ganization in the Office of the President provided for a new Office of 

University Communication whose primary duties should be to maintain 

channels of communication among students, faculty, and staff. An 

advisory committee of representatives from various segments of the 
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University will be established to assist this functionary in determin

ing areas of concern and help "weed out" facts from rumors. 

58. State University of New York (Buffalo) 

Historical Significance 

The office of the University ombudsman was established on the 

recommendation of a committee representing students, faculty and staff 

and was announced by Acting President Regan in a letter dated 

October 14, 1969. The Committee stated that the ombudsman was to be 

free of direction from the President or anyone else. The Office, 

then, is responsible to the University community in general rather 

than to any specific authority. There appears to be agreement by the 

Selection Committee that the ombudsman should be an outstanding fac

ulty member whose term of office should be a relatively short period. 

Stern, who holds the ombudsman office, stated that his position is, 

in a real sense, outside the administration and his responsibility is 

to the university community at large (194). 

Robert H. Stern was appointed to the position of ombudsman after 

his predecessor completed the initial year's appointment. The office 

was established on the assumption that there are complaints for which 

there are no appropriate hearing procedures or for which the estab

lished procedures are malfunctioning, overburdened, or discriminatory. 

The office was not intended to replace grievance procedures which were 

in reasonable working order, but to harmonize into the existing organi

zation and to fill needs not being met. 
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Roles, Functions, and Duties 

The ombudsman, "in his discretion and subject to such conditions 

and limitations as he shall determine," may give advice, conduct 

investigations, attempt conciliation, and make recommendations—all 

having to do with "the resolution or adjudication of complaints and 

grievances" (151). The ombudsman may, if he chooses, challenge any 

department chairman, provost, or member of the administration. A per

son against whom such charges are brought might well be forced to 

defend himself under such circumstances. It is this premise which 

makes the idea of an ombudsman so valuable; that is, it is believed 

that abuses are kept to a minimum because of this Inherent fear of 

embarrassment or public exposure. 

A major part of the work of the ombudsman is the gathering of 

facts which then become the basis for whatever action is taken. In 

some cases, an interview with the aggrieved and possibly one or two 

telephone calls are all that Is necessary; in others, many interviews, 

lengthy correspondence, investigation of files and, in some Instances, 

written reports are required. The ombudsman has very restricted 

powers and therefore must rely upon persuasion and appeal to equity. 

Value of Program and Recommendations 

The focus of this office during its first year of operation has 

been on resolving individual complaints and problems (156:9). The 

office was experimental and its first ombudsman cautious In asserting 

his jurisdiction (156:11). The office has enjoyed complete indepen

dence of all agencies on campus, including the President's Office, the 
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Senate Executive Committee and the student associations. All have been 

cooperative but none has attempted to exercise influence or pressure 

(194). 

The University is presently considering whether the ombudsman ser

vices should be expanded, and if so, in what areas. A major area of 

study is how to squelch campus confrontations. The objective would be 

to try for resolutions of conflicts before they actually become con

frontations. Whether or not the office is expanded, the University has 

been satisfied with the services and will continue with the program. 

59. State University of New York (Stony Brook) 

Historical Significance 

The office of ombudsman was created by the action of President 

John Toll of the State University of New York at Stony Brook in April 

of 1967. Three faculty members shared ombudsman functions on a part-

time basis. These ombudsmen were to handle problems such as traffic 

problems, student mail, delay in registrar's grade reports, and prob

lems relating to custodial personnel. The impetus for the appointment 

was primarily the rapid physical expansion of the campus which caused 

complaints ranging from student grievances to custodial firings. 

For reasons of expediency. President Toll directly appointed the 

three regular faculty members "to serve as the President's special 

representative in investigating any suggestions or complaints that 

might be brought to his attention by members of the faculty, staff, or 

student body of the University" (178:114). 
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Roles, Functions, and Duties 

The role of the State University of New York (Stony Brook) was 

not only very abbreviated but extremely limited in function. The 

duties generally Involved incidental grievances which originated from 

abuses within the University organization and administration. 

Value of Program and Recommendations 

The office of ombudsman was discontinued after its first seven

teen months of operation. This was surprising in light of Buccieri's 

rather optimistic view of the office when she said, "The hope of expan

sion of the role is a positive indication that the experiment of 1967 

was not only successful, but valuable to the extent of establishing a 

precedent for other institutions of higher education" (23:55). Rowland 

quoted President Toll in his response to why the experiment has been 

discontinued: 

The three Ombudsmen who were appointed originally have com
pleted their term of office and no replacements are being 
appointed pending a re-evaluation of their role. Since 
more fundamental issues of the university governance are 
presently at issue on this campus, it is premature for 
decisions on the future of the institution of Ombudsmen 
here (173:105). 

60. Sullivan County Community College 

Historical Significance 

The establishment of the office of ombudsman was initiated in 

November, 1969 when President Grego made mention of the position of 

ombudsman at the time of serious national problems of student dissent. 

The office began operation in December of 1969, with the election by 
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the Student Government of three ombudsmen who functioned in tripartite 

arrangement. Each official holds office for three years and teaches a 

full load of courses during this assignment. He may resign if he 

feels other duties interfere with his role. During this period of 

ombudsman service, the ombudsman is not required to serve on standing 

committees or to have advisees assigned. The idea is to "free" the 

ombudsmen from any duties that would hinder his accessibility to stu

dents. 

Roles, Functions, and Duties 

The practice of the ombudsmen at Sullivan is as follows: 

1. The office serves the student by acting as a channeling 
agency for referral to appropriate departments or per
sonnel . 

2. For those problems which cannot be simply resolved by 
sending the students on, the ombudsmen then attempt to 
act as an "intermediary." 

3. The ombudsmen serve as a liaison between the community 
and the college when, and if, problems arise that are 
thought to be better handled by ombudsmen than by the 
administration. 

4. It is felt the office can serve as a "force for change" 
within the institution itself. That is to say that 
wherever and whenever action can be initiated on behalf 
of students as a group the ombudsmen should serve as a 
representative of such student voice (113). 

Value of Program and Recommendations 

Madeo feels that even a small institution such as Sullivan can 

easily afford the services of an ombudsman. A recent problem that 

Sullivan ombudsmen are discussing is whether the ombudsmen should act 
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as representatives for the faculty as well as the students. I t 

appears the planning wi l l move in this direction (113). 

61. Case Western Reserve University 

Case Western Reserve University is an institution of just under 

10,000 students. The Student Senate began looking into problems which 

the University was experiencing due to rapid growth and an apparent 

increase in bureaucratic practices in the administration of the 

University. In the fa l l of 1970, the Student Senate actively sought 

new ideas with which to deal effectively with growing apathy and the 

pervasive feeling that "you can't beat the system" which many students 

fe l t existed. 

This University has not employed an ombudsman as such, although 

an outgrowth of the Student Senate's research into problems of student 

apathy, alienation, and nonrepresentation resulted in the formation of 

an "Ombudsman Committee" which served some of the purposes usually 

associated with an ombudsman position (122). Additional information 

was not available at the time of this study. 

62. Cleveland State University 

Historical Significance 

The position of ombudsman was established in 1968 as a result of 

a student referendum. A committee of the Student Council interviewed 

approximately 40 professors and recommended that the Student Council 

appoint Joseph Ink as the University's f i rs t ombudsman. The Faculty 

Senate accepted the recommendation and the President appointed Ink. 



185 

The ombudsman is a continuous salaried position with one-year tenure. 

The annual Presidential appointment of the ombudsman is based on the 

recommendation of a student committee, including at least two women, 

comprised of a Student Council member who shall be chairman, a member 

of an honorary organization, one member from each of the colleges in 

the university, and the current student assistant ombudsmen who shall 

not be voting members. 

Roles, Functions, and Duties 

The ombudsman's responsibilities are: (1) to investigate student 

grievances directed to university staff, faculty, and administration, 

(2) to mediate student-faculty disputes, (3) to recommend to the 

President of the University solutions for specific problems and changes 

in general procedure, and (4) to advise students of established chan

nels for redressing their grievances. The ombudsman at Cleveland State 

University functions to maintain definite and well-publicized office 

hours in a permanent location. There is a respect for the privacy of 

all persons who solicit his assistance and the complainant is assured 

full protection against retribution. 

Value of Program and Recommendations 

In 1971, the Student Council abolished the position of ombudsman. 

Ink maintained that the reason essentially was that it spotlighted just 

how out-of-touch with real students the typical Frat-Sorority Student 

Council is at Cleveland State University (81). 
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63. Kent State University 

Historical Significance 

Kent State University authorized the existence of two distinct 

offices of ombudsmen. In the fall of 1970, the President provided 

funds and budgetary considerations for a faculty ombudsman and a non-

stipendiary office of student ombudsman. Harold Kitner received the 

faculty ombudsman appointment and said the creation of the office of 

faculty ombudsman has provided a center for continuous sensitivity 

towards that whole range of procedure which affects the professional 

role of the individual faculty member, and also has provided a place 

where he may turn if the faculty member believes that he is being 

treated unjustly (92). 

Roles, Functions, and Duties 

The faculty ombudsman receives complaints from individuals, both 

from inside the government and from outside, regarding abuses, errors, 

arbitrariness, and illegal actions of government agencies and their 

administrators. Correction of the fault is up to the agency and/or 

the superior officer after evidence of injustices. The faculty 

ombudsman does not change law or make policy, although he may recom

mend laws or policy changes. His concern is whether the policy or 

law is being applied fairly and effectively in a given case. Concerns 

are not limited to grievances alone. The ombudsman also serves as a 

facilitator, expediting hearings for ideas that otherwise would not 

be heard because of the lack of appropriate channels. 
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Three safeguards are apparent in the Kent State ombudsman's mode 

of operation. First, no grievance or other issue shall be considered 

by the ombudsman until all avenues of due process have been exhausted 

by the individual faculty member or group. Second, the ombudsman may 

turn down in writing a grievance which he feels is unjustifiable. 

Third, the ombudsman must himself exhaust thoroughly the possibilities 

of settlement through communication and conciliation. Only then 

should he make substantive recommendations. It is suggested that he 

may seek professional advice before making such recommendations (93). 

The prime function of the student ombudsman is to receive and 

resolve grievances of students, real or imagined, arising from actions 

taken by any administrative or academic office of the University. He 

is not a super administrator with powers to overrule or control any 

action or policy of the University office involved. Nor does he have 

the authority to force an administrator, student, or faculty member to 

reopen a case or reconsider a decision made by any of the above. His 

general functions are in the area of investigation and recommendation. 

Value of Program and Recommendations 

The dual ombudsman role experimented with at Kent State University 

is functioning as good or better than planned. Several problems have 

required the mutual efforts of the faculty and student ombudsman. In 

this event, they attempt to make one joint recommendation to the person 

or office concerned with the issues at hand. In the event that they 

cannot reach consensus, separate reports and recommendations are sub

mitted to the office or personnel involved (93). 
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64. Ohio University 

Historical Significance 

On October 14, 1970, Ohio University announced the appointment of 

Lester Marks as their f i r s t ombudsman. The release came as a joint 

announcement by President Claude Sowle and Edward Sanford, Chairman of 

the Committee, making recommendations on the ombudsman office and on 

nominees (34). Marks has been on the Ohio University faculty since 

1959. With the aid of a Fulbright-Hays appointment in 1966, Marks 

was given the opportunity to lecture at the University of Stockholm, 

Sweden, where, in addition, he observed the tradition of the ombuds

man as a civi l post in the Scandinavian countries. Marks began using 

these experiences as he of f ic ia l ly assumed his ombudsman duties on 

January, 1971. 

Roles, Functions, and Duties 

The Ohio University ombudsman shall establish simple, orderly 

procedures for receiving requests, complaints and grievances. While 

his primary goal shall be to aid students, his services shall be avail

able to al l persons and to work for changes in regulations which would 

appear to prevent problems from recurring. I f the nature of the request 

warrants i t , the ombudsman shall refer individuals to competent pro

fessional help. The office shall have broad investigatory powers 

although these powers are limited to the ombudsman's prestige, persua

siveness and persistence in stating his views to persons involved in a 
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grievance. The ombudsman may report valid complaints directly to the 

President and shall make periodic reports to the University community 

on the conduct of his office. 

According to Rosio, who has studied the feasibility of campus 

ombudsmen in higher education, the office at Ohio University was 

designed to humanize the campus and help eliminate rapidly growing 

bureaucratic procedures which tended to alienate a certain segment of 

the University community (165). 

Value of Program and Recommendations 

The appointment of an ombudsman was not intended to displace the 

existing system of University governance or its established internal 

appeal procedures. It was, however, intended to help improve communi

cations about the University's methods of operation on different sub

jects and enable members of the University community to present an 

inquiry or complaint more effectively or more expeditiously. 

The office received the usual publicity given officials assuming 

new positions. The brief operation of the office does not afford a 

valid assessment of the effectiveness or inherent value of the program 

thus far. The program is designed to reveal gaps or errors of commis

sion or omission which need attention and remediation. 

65. University of Rhode Island 

The University of Rhode Island is drafting a proposal for the 

office of ombudsman although, as Croasdale stated, "The proposal is 

nowhere near the written state" (38). The Faculty Senate is expected 
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to make a preliminary report to the President on progress towards the 

completion of the proposal in the spring of 1971. 

66. Roger Williams College 

Historical Significance 

President Ralph E. Gauvey appointed Harold G. Way as Roger 

Williams College's f i rs t ombudsman in February, 1969 (57). The College 

has a grievance committee of five members representing administration, 

faculty, and students. All cases must pass through the ombudsman's 

office, and the ombudsman calls the grievance committee together upon 

the request of the aggrieved. I f , however, the aggrieved insists that 

he wishes to present his grievance to the committee, then the ombudsman 

represents him before the committee as a lawyer represents his client. 

Roles, Functions, and Duties 

The ombudsman is appointed by the President of the College and 

therefore reports directly to him. He serves as an independent agent 

to improve communication between the individual and the institution. 

The ombudsman's office is the one place on the campus where a grievance 

will be heard and expedited. His office is open to grievances from 

employees of the college, faculty members, administrators, and students. 

Most of the students' complaints come from being stymied in the 

rel ief they desired through the Dean of Students or their counselors. 

Way stated this arises when there is trouble--of whatever nature--

involving the student and a professor. The ombudsman is in a position 

where he can deal with both participants which, for instance, the Dean 

of Students may feel he is not able to do (222). 
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Value of Program and Recommendations 

Normally, an ombudsman is employed at colleges and universities 

having enrollments larger than the 4,147 students represented by Roger 

Williams College. Way has indicated that the office of ombudsman 

serves as an additional protector of student interests by stating: 

The members of the faculty have their senate and committees 
to meet dissatisfactions, but even here the decision made 
may not seem to the aggrieved as that of the court of last 
resort. Here is where the ombudsman's office can play an 
important part for the Ombudsman can cut across academic 
lines and, in many instances, bring about a satisfactory 
conclusion (222). 

The office of ombudsman is working very satisfactorily at Roger 

Williams College. The ombudsman's term of office has been extended 

and, as Way indicated, "I can assure you the office of ombudsman is 

working here--there are a great many demands, but the work is reward

ing" (222). 

67. University of South Carolina 

Historical Significance 

Hubert Noland was appointed as the University of South Carolina's 

f i rs t ombudsman in the fa l l of 1969. President Thomas Jones made the 

appointment following an extensive search for the person who would 

eventually assume the position. 

A committee was formed through the efforts of the Student Govern

ment Association which was comprised of representatives from the stu

dent body, faculty, and administration. This Committee sought to find 

the person most qualified for the job of University ombudsman. Noland 

devotes at least one-half of his time to students who have complaints 
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against the faculty or administration. Noland is responsible directly 

to the President although he works indirectly with a committee of ten 

students. These students serve as "listening posts" and help advise 

students on incidental problems. 

President Jones is a strong advocate of ombudsmen for students. 

He feels the best person for the job would be a competent professor of 

long standing who could help protect the rights of individual members 

of the student body, faculty and staff against inappropriate actions 

by university agencies (87). 

68. University of South Dakota 

The University of South Dakota presently has an ombudsmanlike 

operation, but does not have a titled position as such. The University 

strongly believes in the concept of ombudsman and is currently working 

toward having such a position implemented in the 1971-72 annual budget. 

During the interim, the expected functions of the ombudsman are incor

porated into the regular work of the office of Student Affairs. Adams 

explained his services to students as involving the following: 

At our institution this office is primarily orientated around 
student counseling and student health, both of which are 
administratively responsible to the Office of Student Affairs. 
In this context then you can see why we consider our work 
similar to that of an Ombudsman. But clearly we are shackled 
by the administrative relationships and titles (5). 

69. The University of Texas 

Historical Significance 

The University of Texas created the office of ombudsman in the 

fall of 1969. The office is an appointive one, applicants being 
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screened by a Faculty-Student Advisory Committee with the final selec

tion being made by the President of the University. The position is 

f i l led by a student rather than by a faculty member, which seems to bear 

out McClellan's views that students need to be more represented in the 

functioning phases of the university. He further indicated that various 

groups who have a vested interest in the affairs of a particular inst i 

tution of higher learning need a vehicle for expressions of common 

interests (109). 

Carnegie Mims, a law student at the University of Texas, was the 

University's f i r s t student ombudsman. He was a justice on the Student 

Court and a member of the Student Association's fa i r housing board (157). 

Mims occupied the position during the in i t ia l f i rs t year of operation. 

He was succeeded by Jack V. Strickland, the present ombudsman, who is 

also a student of law at the University. Although both ombudsmen have 

been from the law school, there is no requirement that the position be 

f i l led from this school alone. Strickland does feel that even the lim

ited knowledge of the law and legal procedures has proven helpful (200). 

The office is budgeted a very minimum allocation and requests from 

the office of ombudsman for more funds have not been successful. The 

President's office is responsible for approving the budget. In addition 

to Strickland, the office employs one secretary who works a four-hour 

day compatible to that of the student ombudsman. 

Roles, Functions, and Duties 

Ihe University Advisory Council on Student Affairs adopted the fo l 

lowing considerations affecting the role and attributes of the 
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University student ombudsman: 

1. The Ombudsman shall consider only those cases involving 
at least one University student and shall not consider 
cases not involving a student or students. 

2. The Ombudsman shall have investigative powers which are 
recognized to give him complete accessibility to all 
University records other than medical and psychological 
counseling records. 

3. The Ombudsman shall have ready accessibility to the 
President and to all other university personnel, 
administrative, faculty, and staff. 

4. The authority of the Ombudsman is derived directly from 
the President, but he is not an assistant to the Presi
dent nor a member of the President's administrative 
staff. The Ombudsman shall not be responsible to any 
dean or subordinate administrator. 

5. There must be wide recognition within the academic com
munity of the responsibilities, authority and status 
of the Ombudsman and, to that end, effective publicity 
will be provided. 

6. Evaluation of the office and of the performance of the 
particular appointee to the office will be the respon
sibility of the Advisory Council on Student Affairs 
(6). 

Value of Program and Recommendations 

Although the student ombudsman program showed positive indications 

of success, too few students were aware that the program existed. 

Strickland indicated that there has been a greater attempt during 

recent months to make the University community aware of the ombudsman 

services. This has been done through speaking engagements, several 

newspaper articles, and through the efforts of the University's infor

mation bureaus (157). Several factors combine to make operating proce

dures of the University ombudsman either flexible or uncertain. The 
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relative newness of the position and the different approaches of those 

occupying the office must be considered. One of the major problems, it 

seems, is that the University has avoided setting down specific oper

ating procedures. Consequently, certain differences of opinion have 

arisen which Strickland related to "techniques which I have employed" 

(200). These differences of techniques are slowly being resolved. The 

President has increased the operating budget for the coming year and 

the office of student ombudsman appears to be taking on a more permanent 

image at the University. 

70. University of Washington 

Historical Significance 

The University of Washington ombudsman's office began functioning 

on February 19, 1969. George N. Aagaard, Professor of Medicine, served 

in this position through December, 1969 (158). As early as October, 

1968, President Odegaard informed the faculty, staff, and students of 

the University of Washington that he planned to appoint a person who 

shall be known as the ombudsman for the University. The President 

appointed a committee to advise him regarding this appointment. The 

Committee sought to find personnel who had the necessary credentials for 

the position and endeavored to screen these applicants for the President 

who was charged with making the final decision. The Committee was com

posed of two students, two faculty, and two administrators (134). 

Aagaard completed the first eleven months in the office and was 

succeeded by Gillingham whose tenure in the office was extended through 

the 1970-71 academic year. Odegaard stated that he presumed in the 
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future the appointment wi l l be made on the basis of the academic year 

(135). The ombudsman has a part-time appointment with a full-t ime 

secretary constituting the entire staff. The ombudsman's office is not 

committed to any regulation of the University in the sense that i t might 

want to change procedure (212). 

Roles, Functions, and Duties 

The University ombudsman's specific job is to help protect the 

rights of individual members of the student body, faculty, and staff 

against inappropriate actions by university agencies. In fu l f i l l i ng the 

responsibilities of his off ice, the ombudsman receives complaints with 

regard to alleged inequities, brings the complaint to the attention of 

the appropriate University agency for resolution and recommends to the 

President redress when he considers that an individual has been improp

erly treated and the matter has not been satisfactorily resolved. He 

also recommends to the appropriate agency such changes in rules, regu

lations, and procedures as he deems necessary or desirable (135). 

Value of Program and Recommendations 

A total of 385 individuals consulted the ombudsman during the 

period January 1 to October 30, 1970 (1) . The complainants came from 

academic, administrative, student af fa i rs , and personnel areas. In 

addition, a small number of nonuniversity related problems came to the 

attention of the ombudsman. 

The ombudsman does not replace the existing system of university 

governance or i ts established internal appeal procedures. Perhaps 
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President Odegaard assessed the value of the University ombudsman when 

he stated: 

It has been shown that the Ombudsman can make clearer the 
university's way of operating, help members of the university 
community to present an inquiry or complaint more effectively 
or more expeditiously, and may reveal gaps or errors of com
mission or omission which need attention and remedy (135). 

71. West Virginia University 

According to Gluck, West Virginia University is perhaps the only 

institution of higher education that employs an ombudsman for service 

employees rather than the more conventional ombudsman for students. 

Problems affecting service employees and their relationships with the 

university identified a need for someone who could serve as an arbiter 

for both parties. As a result of this need, the University has experi

mented with this new application for the ombudsman and found the service 

to produce acceptable results (64). 

72. Stout State University 

A committee of students, faculty, and staff is studying the possi

bility of recommending to the president that an ombudsman be appointed 

to work with the Activities Assembly, (a parent organization of the 

Student Association) which is utilizing the services of two student 

ombudsmen. These ombudsmen are not paid by the university and are 

directly responsible to the Student Association (192). 

Reports are submitted to the Association by the student ombudsmen 

under the authority and bylaws of the Activities Assembly. These reports 

must be submitted biannually and should give a detailed account of the 

services rendered by the ombudsmen during the six-month period. 
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73. University of Wyoming 

A study is currently underway within the University of Wyoming 

Student Life administration to find ways to help direct student activism 

into a more positive force. A student ombudsman has been contemplated 

as a partial answer to this problem. At present the University does not 

have an elected ombudsman; however, Doison has made several recommenda

tions which seem to have moved the University in this direction. Doison 

stated that a student ombudsman may be the answer to some of these prob

lems which the study identified (43). Students have sought avenues 

whereby they could become a part of the policy-making facet of University 

life with recommendations that a student ombudsman could be appointed who 

might feasibly serve as a student representative on the Board of Trustees, 

An attempt to gain legislative support authorizing a student ombudsman 

has been presented to the state legislature as recently as 1969. The 

future of such innovation is highly contingent upon such legislation 

(136). 

Summary 

Chapter III attempted to accomplish a status report of the campus 

ombudsman on the basis of his historical perspective leading to the ini

tiation of the office at each institution in the sample, his roles, 

functions, and duties as supported by the proposal which created and sup

ported his position, a brief self-assessment by the ombudsman himself of 

the value of the program, and a report of recommendations which resulted 

on the basis of communicative inquiry. 
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The reporting of individual ombudsman's activities resulted in a 

rnyriad of unique practices since responses to the items of inquiry were 

diverse in quality, quantity, and overall completeness. Each reporting 

institution varied in the degree of comprehensiveness in which they 

responded to letters of inquiry. Although a profile of the campus 

ombudsman was difficult to sketch, certain qualities of the person, his 

modes of operation, manners of selection, and office staff and organi

zation was distinctly similar and did permit the writer to describe a 

"composite" campus ombudsman. 

The final chapter (Chapter IV) sought to amalgamate isolated facts 

in order that a compendium could be shown. Tables have been constructed 

in order to help the reader visualize in perspective the current status 

of the campus ombudsman. 



CHAPTER IV 

SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS 

Purpose 

The purpose of this chapter was to summarize the findings obtained 

through data collected from the inquiries, to state the conclusions, and 

to make recommendations regarding the ombudsman position needing addi

tional study and investigation. 

Summary of the Study 

The word "ombudsman" sounds strange and rightfully so, since its 

use in contemporary American language is so new. The office of ombuds

man was first established in Sweden In 1809 to help control the activi

ties of, and prevent abuse by, public officials. Although the ombudsman 

concept is not new, the appearance of ombudsmen on college and univer

sity campuses in the United States dates only from 1966, when Eastern 

Montana College appointed higher education's first ombudsman. This 

study attempted to trace the history of the ombudsman from its Swedish 

inception to its present implications on university campuses. The anal

ysis of relevant literature chronologically accounted for this transition 

ranging from civil government ombudsmanry to modern day application of 

the position on college and university campuses. 

Factors which accounted for this chronological emphasis to the cam

pus were many. The study highlighted several major factors of importance 

which created an interest in the office being experimentally used on 

200 
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campuses across America. Among these factors were concern for the 

dignity of man, a high regard for helping curb or control the rapid 

bureaucratization of administration and related systems of control, the 

burgeoning enrollments of college and universities and accompanying 

student frustrations, alienation of the individual student, apathy 

regarding positive change, and campus dissent and disruptions. The 

latter, that is, campus disruptions, accounted for almost one-fourth of 

the major reasons why university planners of the late sixties and early 

seventies looked to the ombudsman idea as a possible solution to press

ing problems. 

Data for the study were obtained through correspondence with a vast 

number of persons who were instrumental in helping establish a current 

ombudsman registry. An initial letter of inquiry was mailed to fifteen 

colleges and universities who were known to employ ombudsmen at the 

beginning of this study. These fifteen ombudsmen were asked to refer 

the names and institutions of additional ombudsmen whom they knew had 

been recently appointed to the position. Approximately 40 active 

ombudsmen were located in this manner. The balance of the sample was 

located by means of personal interviews with ombudsman acquaintances, 

telephone conversations with various ombudsmen themselves, and letters 

to presidents of universities where referrals had indicated the likeli

hood of such new office. Additional information found valuable to the 

study was made available through the courtesy of staff members from the 

Journal of the Association of Deans and Administrators of Student 

Affairs and the Journal of College Student Personnel. 
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Once a reasonably accurate and complete registry of ombudsmen was 

attained, a personal letter was sent to each ombudsman or ombudsman 

representative in the sample with the objectives being to find answers 

to the fundamental questions listed In Chapter I and treated individu

ally in the following section. 

Findings and Conclusions 

The following findings and conclusions were realized on the basis 

of data collected from 73 institutions of higher education who responded 

to letters of inquiry relating to the ombudsman at each respective col

lege and university listed in Chapter I, Table 1. These findings and 

conclusions were limited to the sample studied and should not be gener

alized beyond this scope. It should be remembered that statistical 

information shown in Table 3 and Tables 5-13 reflected only data per

taining to the 62 institutions who have declared they have ombudsmen or 

ombudsmanlike offices. The remaining 11 institutions, which make up 

the 73 in the sample, were awaiting adoption of ombudsman proposals and 

therefore were not treated as part of the summary or conclusions. (See 

Table 4 for identification of institutions awaiting adoption of ombuds

man proposals). Although generalizations were indeed discouraged, 

there were several common denominators which were viewed by the majority 

of ombudsmen as essential to their roles, functions, and duties. The 

study was primarily exploratory in content and endeavored to find 

answers to the following basic questions: 
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What type of institutions of higher education employ ombudsmen? 

This study has concluded that the idea of an ombudsman has been of 

interest most frequently to colleges and universities whose planners 

have been willing to innovate and experiment with new approaches to help 

resolve pressing problems. Rowland viewed the ombudsman in its state 

of experimental innovation as "raising questions about the appropriate

ness, effectiveness, and significance of the position to higher educa

tion" (172:443). This study also raised some of the same questions 

identified by Rowland, although i t has clarified some of the more elu

sive issues. Recent studies relating to the ombudsman have sought to 

identify similarities and dissimilarities of the campus ombudsman in 

relation to his civil counterpart. Voluminous literature may be found 

to augment these recent studies; however, research has failed thus far 

to identify specifically what institutions could best profit from the 

services of a campus ombudsman. 

Table 2 indicates that institutions with upwards of 15,000 stu

dents are more likely to recognize the need for a person of the ombuds

man's characteristics. Approximately half of the sample, or 49.31 per

cent, were in this enrollment category. Among the ombudsmen in this 

study, 33 or 45.21 percent were employed at institutions having under 

10,000 full-time students, with five of these institutions enrolling 

only about 500 students. Educators representing the smaller institu

tions indicated the ombudsman was necessary to aid students and 

administrators to improve communication. 
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TABLE 2 

CATEGORICAL DESCRIPTION OF SIZE OF COLLEGE AND UNIVERSITY 
ENROLLMENTS IN RELATION TO NUMBER OF INSTITUTIONS 

WITHIN THE SAMPLE 

N = 73 

Enrollment Category Number of Institutions Percentage of Sample 

Over 20,000 

15,000-19,000 

10,000-14,000 

5,000- 9,000 

1,000- 4,000 

Under 1,000 

Total 

24 

12 

4 

14 

14 

A 
73 

32. 

16. 

5. 

19, 

19. 

6. 

.87 

,44 

,48 

,18 

,18 

,85 

100.00 

I t was found that ombudsmen were most frequently employed in ins t i 

tutions where administrators, faculty, and students were aware that 

severe problems of poor communication existed between members of the 

university community. This, coupled with a high level of student alien

ation, helped speed up the mechanisms which fostered innovation and 

experimentation with the concept of ombudsman. 

What has helped create the off ice of the campus ombudsman? 

There were factors other than alienation and huge size which 

resulted in the wide experimentation and prol i ferat ion of the ombudsman 
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office. Changes in upper-level administrative positions influenced 

incumbent personnel to purge their respective institutions of ineffec

tive existing practices and procedures for more realistic and relevant 

ideas which would ameliorate problems considered prevalent because of 

outmoded techniques. Such changes resulted in Increased use of inno

vative ideas such as that espoused by the ombudsman. 

The predominant factor which popularized the ombudsman in higher 

education was the notion that the campus ombudsman could help prevent 

rising campus unrest and provide measures for improving communications 

and other procedures which would satisfy individual complaints. This 

conclusion that ombudsmen were expected to "cool" campus violence was 

illustrated clearly in Table 3 where the year 1969 indicated a total of 

29 institutions began using an ombudsman. This figure more than dou

bled any other year wherein ombudsmen were appointed. 

Comparatively speaking, it was also in the year 1969 that campus 

unrest reached an all-time high. According to the Commission on Campus 

Government and Student Dissent, an estimated one hundred and forty-five 

institutions of higher learning were torn by violence, and nearly four 

hundred more endured some form of violent protest in the year 1969 

(33:1). The majority of ombudsmen sampled clearly indicated they did 

not feel their responsibilities lay in areas concerning personal 

involvement with student protestors. More importantly, the ombudsmen 

felt their influence could help prevent such expressions of violent 

dissent. 



206 

TABLE 3 

INSTITUTIONS ADDING OMBUDSMEN DURING THE YEARS 
1966 THROUGH 1971 

N = 62 

Year Institutions Adding Ombudsmen* Yearly Total 

1966 50 1 

1967 9, 22, 47, 55, 59 5 

1968 2, 4, 8, 20, 23, 24, 25, 33, 45, 46, 54, 13 
56, 62 

1969 1, 10, 11, 13, 14, 15, 16, 17, 18, 21, 27, 29 
30, 31, 34, 35, 36, 37, 38, 39, 41, 44, 
49, 51, 58, 60, 66, 67, 69, 70 

1970 7, 26, 29, 32, 40, 57, 61, 63, 71, 72 10 

1971 42, 43, 64, 68 _i 

Total 62 

*Numbers in the table represent the numerical assignment of institu-
tions shown in Table 1. 

It was reasoned that there was a possible relationship between the 

precipitating causes for interest in the position of ombudsman and 

problems which were peculiar to a given year within the brief six-year 

history of the ombudsman in higher education. Table 4 has identified 

the twelve most frequently listed causes for such interest and has 

indicated the institutions who associated themselves with such cause. 

An interesting factor to consider is the false notion which was assumed 

earlier that the campus ombudsman's popularity in 1968 through 1970 was 
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precipitated out of a desperate need to quell campus unrest. This 

notion was not substantiated by this study. Table 4 indicated that 

only 19 ombudsmen or 30.64 percent of the sample considered unrest as 

the major precipitating cause for the ombudsman appointment at each 

reporting institution. 

The balance of reasons for the creation of the office of ombudsman 

included matters of the following description: (1) need for better 

avenues for improving communication, (2) a lack of respect for the 

dignity of the individual as evidenced by personal abuses and injus

tices, (3) a need for more humane considerations in hearing grievances 

and safeguarding human rights, (4) a need for a university advocate 

who is totally familiar with the campus rules and regulations in order 

to help clear up endless red tape which in turn breeds alienation and 

impersonalization, and (5) the belief that huge size of institutions 

and burgeoning enrollments prompted experimentation with the office of 

ombudsman. In this respect. Table 5 helped verify the thesis that 

huge size did have positive correlation since 19 of the institutions, 

or 30.64 percent of the sample, were represented by institutions having 

in excess of 20,000 students. The theory that size alone being the 

major determinant was, to some degree, discounted on the basis that 15 

institutions, or 24.20 percent of the sample ombudsmen, were repre

sented by institutions having enrollments under 4,000 students. 



208 

«?f 

U J 
_ J 
OQ 

<c t— 

tn Q 
O UJ 
Q- 3 1 

OO 
UJ H-< 
3 : - J 
1— CO 

< 
a: H-
o oo 
LL. UJ 

UJ oo 
oo <c 
=D 3 

<c (_) UJ 
C J 

o •—• 
z : u_ 
•—• u_ 
1— O <NJ 
<C K£> 
h - UJ 
•—« n : II 
CL \— 
•—1 z 
c_) a : 
UJ < c 
a : UJ 
Q- > -

z : Q 
UJ 2 : 
U i cC 
3 
h- z : 
UJ cC 
OQ : E : 

0 0 
Q . Q 

o^ ca 

oc 

<u 
C Q . 
Ol E 
u ns 
J - 0 0 
(U 

Qu ^ -
0 

1 — 

i n 

• 
';^ 
f — 

^ 
uo 

« 
CO 

• * 

r^ 
0 0 

• 
CO 
CO 

CM 
C^J 

CO 
LO 

O 

c 
o 

•r— 

r3 
4-> 
•r— 

C 

-o 
m 

j Q 

to 

s-
ns 

> -

o 

o 
CO 

a> CM CM 
CO 
CO 

CO CO CO 

0 0 

CO 

0 0 

CT> 

cy» 

+-> i n 
•r- 3 

• I - O 
O 
(U 

0 

^ 

cy> 
CO 

« t 

^*-
CO 

0% 

r-«. 
CM 

CM 
V£> 

« t 

uo 
"^ 

0>t 

CO 

r— 
VO 

" C M 
CM rv. 
CO •> 

• C O 
r>» ua 

M A 

0 0 r^ 
I— i n 

1 •> 
CO VD 0 
r - CO P^ 

»» #% A 

0 i n C7> 
1— CO 1 0 

CM 

*> vo 
0 •> 
CM ^ 

•« i n 
0 0 • 

" C O 
^ CM 

—̂ 
vo 

.̂  
CM 
CO 

" C O 
r*- vo 

1 " 
uo cy» 
CO U3 

.% » i 

1— cy» 
CO «;*• 

A 0\ 

0 r^ 0 
«— CO r^ 

f « 

0 
CM i n 

"CVJ 
0 0 • 

" C O 
S3- CM 

0 
«d-

M r— 

CT> r^ 
CM " 

"r>.. 
r^ uo 

^ m 0% 0\ 

r— 0 0 <T» 1 0 
CM CO ^ VO 

0S 0% 0% 0i 

0 0 VO ^ 0 0 CT» 
r— CO ^ i n VO 

1 A #1 «« «t 

c o o f— 1— r«̂  
1— CO ^ uo vo 

• U O 
CO »::f 
CM " 

" i n 
0 CM 
CM " 

" ^ CM 
•(̂ t CM VO 

UO 
i n 

uo 
0% 

i n 
i n 

0* 

i n 
0S 

i n 
u i 

cy» 

o 
i n 

4-> 
C 

i 
(U 
t o 

•r— 
> 

-o 
< : 

1 
E 

t—1 

c 
0 

•r— 
-• -> 
<o 
C 
(U 

1 — 

< : 

c 
0 

• r -
4-> 

N 
• r -

—̂ 
fO 

c 
0 
t o 
&-
a* 
cx 

1 
05 
N 

•r— 
4-> 

<o 
S-

Q) 
N 

•r— 
a 0 0 
u 
rtj 

<u 
t -
3 

OQ 

C 
0 

• r -
• M 

W1 
3 
Q . to 
E 4-> 
(0 x : 

0 C7> 
• r -

0) Q::: 
N 

. f — 

c 
03 

C 
fO 
E 

3 a : 

o 
uo 

00 
vo 

0\ 

CO 

CM 

" 1 ^ 
<Ti UO 
CM " 

" O CM 
VO *d- r»» 
CM " " 

"CM CO 
r^ CO VO 

"r— 1— <;J- P^ 
f— CM CO « ^ VO 
^ ^ A A M .% 

" 0 0 O CT» 0 0 CD 
o t— CO CO i n p^ 
,— I " I M M 

" C O r>. « ^ I— CT» 
r— r— CM CO i n v o 

uo vo 
"CM i n 

O " " 
CM «:;*• vo 

"CM S3-
s ^ »> " 

"CO u o 
CM CM «;f 

1 ^ 
« ^ 

0* 

CM 
CM 

" 0 % 
(y\ i n 

o 
i n 

c 
E 
E 
O 

<u 
> c 
o o 
S - ' f -
Q.+-> 
E (O 

— u 



209 

T3 

O 
C_> 

I 
I 

OQ 

<: 

<u 
c cx 
0) E 
U 03 
u oo 
CD 

a . M-
o 

en 
1 — 

. 
' N ^ 

CM 

vo 
CM 

• 
CM 
CO 

CM 

VO 
VO 

s:̂  
vo 
o 
CO 

vo 
CM 

CM 
CO 

CM S3-

VO 

o 
CO 

03 

O 

c 
o 

to 
c 

c: 
o 

• r -
• M 
03 
O 

-o 
c 
CO 

-a 
JZ 

m 

cy» 

i n o 
CM 

cn o 
CM 

en 

CO 

0% 

CM 
s3-

VO 

CM 
s;t-

O 

cy> 

en 
vo 
en 

0\ 

CO 

vo 
#\ 

CM 
CO 

"CM 
rv. r<. 

r^ 
w% 

1 — 

vo 
0\ 

CM CM 
CO rv. 

" C O 
CM vo 
CO " 

" r̂ ~ 
vo vo 
CM " 

"r>. 
r^ un 

CO 

0k 

CM 

CO 
VO 

0k 

uo 
0k 

VO 
CM 

00 
VO 

0k 

CM 
S3-

00 
VO 

0k 

r^ 
m 

"CM 
cy> r^ 
CM " 

A ^ « > 

p^ vo 

CO 
vo 

0k 

o 
s;f 

0k 

VO 
CM 

S3-
VO 

CM 
CO 

0S 

p>» 
CM 

"cn 
p*<. vo 
r"* " 

" O 
1— CO 

S3- O 
CO r^ 

.« .\ 
0 0 0 0 
1— uo 

1 " 
CO 1— 
•— s:P 

1 o c n I— CT> 
CO CO CO uo vo 
r — " ^ 1 0k 0k 

"I— v o CT» r x 
1— CM CO ' ^ v o 
P — *% ws m 0\ 

" 0 0 <:J- St- 0 0 
1— 1— CO S3- UO 

#H p ~ ~ 

o in 
CO " 

" 0 0 
O CO 
^ " ^ #t 

«t P - . 

1— CO 
o 
vo 

00 o 
1— v o 

1 " 
CO 0 0 
1— CO 

#< « 
O s3-
1— CO 

PN» 
CO 

0< 

vo 
CO 

00 
vo 
cn 

03 
4-> 
lO 

UJ 

S-
03 
<V 

>-

P««. 
VO 

cn 

vo 
vo 
cn 

i n 
CM 

0k 

CO s3-
CM UO 

»> « 
o uo 
CM -v f 

CM 
VO 

0k 

i n 
'!^ 

0k 

CM 

CM 
CM 

cn 
in 

" vo 
S3- s;P 
CM " 

"CO VO 
CO CO UO 
CM " " 

"UO s j -
s f CM UO 

P ^ 
S3-

0k 

CM 
CM 

"cn 
cn in 

in 
S3-

0k 

CO 
CO 

0k 

CO CM 
CM VO 

CO 
CM 

0k 

o 
CM 

"CO 
S3- CO 

s3-
CM 

VO 
CM 

" C O 
P-̂  vo 

r— P"^ 
CO VO 

• » 
I— cn 
I— S3-
O 0 0 
f— CO 

"s3-
CO Ui 
CM " 

" UO 
O « ^ 
CM " 

"UO 
0 0 CM 

O 
in 

cn 

03 
• M 
•r— 
CX 

• r -
O 
<U 
J -

O -

(U 
to 
3 
03 

C_> 

to 
E 
<u 

J3 
o 
&. 

cx 

o 
c: 

o 
c 
03 
> 

•r— &. 

s- <u 

o o 
O 03 

to 
<u 
(J 

C 4-> 
<U to 
> 3 
(U -"-^ s- c 

Q . • - • 

P^ 
' ^ 

0k 

cn 

o 
uo 

to 
<u 
s-
3 

-o 
(U 
(J 
o 
S--

o. 
2 
O) 

• 1 — 

1/1 

<u 
cn 
c 
<o 

> sz 
<U C_) 

Q : « 

OV 

in 
0k r^ 

S t 
tf\ 

CM 
CM 

r— 

o 
s.. 
+-> 
c 
o 

o 

s-
o 
E 
3 

ct: 

i n 
i n 

0k 

CM 
CM 

+J 
C 
OJ 
E 
(U 

f ^ 

cx 
cx 
13 

OO 

CD 
c 

.,— 
,— 
<v 
to 
c 
3 
o 

C_J 

CM 
CM 

0k 

OS 

-M 
c 
<u 
I/) 
to 

• r -
Q 

1 
-M 
to 
(U 
S-
c 

=> 

JZ 
+J 

4-> 
c 
<u 
LO 

re
pr

e:
 

ab
le

 

4-> 

(U 
x : 
•»-> 

c 

«/) 
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TABLE 5 

RELATIONSHIP BETWEEN INSTITUTIONAL SIZE AND YEAR OF 
OMBUDSMAN APPOINTMENT 

N = 62 

Size 

Over 20,000 

15,000-19,000 

10,000-14,000 

5,000- 9,000 

1,000- 4,000 

Under 1,000 

Total 

1966 

1 

1 

Years 
1967 

2 

1 

2 

5 

by 
1966 

5 

4 

1 

1 

2 

13 

Instituti 
1969 

10 

3 

5 

6 

5 

29 

on 
1970 

2 

3 

2 

3 

10 

1971 

2 

1 

1 

4 

Sub-
Total 

19 

13 

3 

12 

10 

5 

62 

Percent 
of 

Sample 

30.64 

20.97 

4.83 

19.36 

16.13 

8.07 

100.00 

What are the roles, functions, and duties of the campus ombudsman? 

The following assessments of the roles, functions, and duties of the 

campus ombudsman were made from detailed analysis of the specific insti

tutional summations found In Chapter III. For purposes of summarization, 

there are several distinct factors which seem to be held in common by 

the majority of the reporting educational institutions and provide the 

reader with a profile or composite description of the ombudsman's 

responsibilities. 
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The study concluded that the educational ombudsman was primarily 

modeled after the Swedish Justitieombudsman and much of his work on 

the college and university campus is achieved through surprisingly 

similar practices to that of the civil ombudsman counterpart. It was 

found that the sensitive and confidential nature of the ombudsman's 

work dictates that he conduct his operations with dignity and integ

rity. Although his roles, functions, and duties vary some from 

institution to institution, concensus holds that his primary goal 

should be to aid students, faculty, and staff members with the redress 

of grievances as expeditiously and equitably as possible. The ombuds

man should respect the privacy of all persons who solicit his assis

tance and protect them against retribution. 

In order to accomplish these tasks, this study has revealed 12 

criteria or duties which the good ombudsman should strive to accom

plish or improve. Table 4 identified these criteria as the more 

important issues relating to the precipitating causes for the position 

of ombudsman. Careful note should be made to refer to Table 6 for 

priority rank. It was found that the roles, functions, and duties of 

ombudsmen were generally developed in such manners as to help alle

viate the problems listed in Table 4. 

Table 6 has indicated that the greatest amount of the ombudsman's 

effort should be directed towards improving communication. It was 

found that 50 ombudsmen, or 80.64 percent of the sample considered 

poor communication as the major problem facing members of the univer

sity community. Other duties were shown in descending order according 
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to priority rank given such listings by individual ombudsmen in the 

sample. 

TABLE 6 

HIERARCHY OF ROLES, FUNCTIONS, AND DUTIES OF OMBUDSMEN 

N = 62 

Priority Rank 
(Descending) 

1.0 

2.0 

3.0 

4.0 

5.0 

6.5 

6.5 

8.5 

8.5 

10.0 

11.0 

Roles, Functions 
and Duties 

Improve Communication 

Prevent Injustices 

Humanize Campus 
(Human Rights) 

Al ienation--Impersonaliza
tion of Campus 

Bureaucratization 

Poor Grievance Procedures 

Rumor Control 

Unrest--Dissent 

Review Procedures--
Recommend Changes 

Minority Problems 

Supplement Counseling 
Agencies 

Number 
Indicating 
Priority 

50 

41 

33 

27 

21 

20 

20 

19 

19 

15 

10 

Percent 
of Sample 

80.64 

66.12 

53.22 

43.54 

33.87 

32.26 

32.26 

30.64 

30.64 

24.19 

16.12 

12.0 Advisement (Legal and 9 14.51 
Technical) 
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What recommendations for improvement do the reporting ombudsmen make 
concerning the operation of the office? 

The position of ombudsman demands human qualities which border 

saintly description. Even If the ombudsman possesses such lofty 

Ideals, there are always occasions when, no matter what he does or does 

not do, the behavior did not meet the expectations of the ombudsman's 

critics. Frequently, too much Is expected of the ombudsman and, as a 

result, his failures generally are magnified out of proportion. The 

ombudsman can be useful only as a nonpartisan expediter of general 

university policies and should not be considered a threat to anyone 

in the exercise of his proper role and responsibilities. 

In order to help identify areas needing improvement, an attempt 

was made to determine how the ombudsmen themselves felt with respect 

to the following three areas of the ombudsman's office: (1) process 

of operation, (2) selection criteria, and (3) office organization. 

Tables 7, 8, and 9 listed these recommendations according to Items of 

priority under each of the foregoing headings. An interesting expo

nent of this portion of the study was the high percentage of ombudsmen 

who felt the ombudsman needed more publicity as to the purposes of the 

position. Of the 62 ombudsmen queried, 55 or 88.71 percent Indicated 

too few persons knew what the name ombudsman meant or what services he 

could render to the university community. 

Ombudsmen voiced a resounding concern for the need for Innovative 

ideas which would create better avenues for communication between stu

dents and faculty. It was recommended that the university should 

consider suggestions on the basis of reasonableness and probity. 
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What is the current status of the office of ombudsman? 

Table 3 gave visual indication that the number of ombudsman 

appointments seems to be declining in 1971, although it should be 

remembered that the four institutions who appointed ombudsmen in 1971 

comprised only a listing of appointments for the first quarter of that 

year. Predictive generalizations would tend to support the notion 

that the pendulum will not change in the near future. 

Table 10 presented a status view of the 73 institutions with 

respect to office time allocation for ombudsman duties as well as a 

listing of Institutions whose chief student personnel officers indi

cated they performed ombudsmanlike services, although they did not 

assume the title. 

Some explanation should be given concerning the reasons why four 

institutions, who once employed ombudsmen, no longer continue the 

practice. In one case, the ombudsman took a very independent stand 

concerning his personal views of the office and the responsibilities 

he felt were his in exposing administrative injustices. This indi

rectly resulted in personality conflicts between the ombudsman and top 

level administrators which, according to his report, resulted in his 

release. 

In three other instances, the office was eliminated due to bud

getary complications and/or decisions on the part of university offi

cials that other personnel were responsible for hearing individual 

grievances. In 48 out of the 62 institutions employing ombudsmen, 

only one ombudsman serves the entire constituency. Table 11 indicated 



TABLE 10 

STATUS OF CAMPUS OMBUDSMAN 

N = 73 

218 

Status Condition 

Full-time 

Institutions* 

8, 9, 10, 11 , 13, 14. 15, 16, 
17. 18, 21 , 22, 23, 25, 26, 
27, 30, 32, 34, 35, 36, 38, 
39, 40. 41 , 42, 43, 46, 47, 
50, 51 , 54, 55, 56, 58, 59, 
60, 63, 64, 66, 67, 70, 71 

Sub-
Total 

43 

Percent 
of Sample 

58.89 

Hart-time 

Awaiting the adop
tion of proposal 

Ombudsmanlike 
position 

Office abandoned 

Total 

4, 69, 72 

3, 5, 6, 12, 19, 28, 48, 52, 
53, 65, 73 

1 , 2, 7, 24, 29, 31 , 33, 37, 
49, 57, 61 , 68 

20, 44, 45, 62 

3 

11 

12 

_4 

73 

4.17 

15.05 

16.42 

5.47 

100.00 

*Numbers in the table represent the numerical assignment of institutions 
shown in Table 1. 

TABLE 11 

INSTITUTIONS WITH MORE THAN ONE OMBUDSMAN 

Number of Ombudsmen Institutions* Sub-total 

2 

3 

8 

12 

9, 10, 13, 14, 15, 16, 17, 18, 63 

31 , 59, 60 

55 

Total 

9 

3 

1 

_1 
14 

'Numbers in the table represent the numerical assignment of institutions 
shown in Table 1. 
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that 14 institutions employed two or more ombudsmen. The ombudsman's 

constituency ranged from students only to the entire campus community. 

Table 12 indicated that the ombudsman's constituency most frequently 

has been directed toward student, faculty, and staff services although 

the designation, "students only," came in a close second. 

TABLE 12 

CONSTITUENCY OF OMBUDSMEN 

N = 62 

Constituency Designation of Institution* 
Sub-
Total 

Percent 
of Sample 

Students Only 

Student-Faculty 

Student-Faculty-
Staff 

Entire Campus 
Community 

Service Employees 

Total 

2, 8, 9, 34, 35, 41, 44, 45, 
47, 49, 55, 57, 59, 60, 61, 
66, 68, 69, 70, 72 

4, 37, 39, 40, 46, 62 

I , 7, 10, 13, 14, 15, 16, 17, 
18, 21 , 24, 30, 31 , 42, 43, 
51, 54, 56, 58, 64, 67 

I I , 20, 22, 23, 25, 26, 27, 
29, 32, 33, 36, 38, 50, 63 

71 

20 32.26 

6 

21 

14 

J_ 
62 

9.68 

33.87 

22.58 

1.61 

100.00 

*Numbers in the table represent the numerical assignment of institutions 
shown in Table 1. 

In regard to the ombudsman's method of selection. Table 13 has 

listed the four usual methods used by colleges and universities within 

this sample. The table also identified the institutions which aligned 
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themselves to a given method of selection. It should be noted that the 

year 1969 found the largest number of institutions permitting student 

government associations to have a part in selection of ombudsmen. The 

year 1969 was also the period which recorded the highest number of 

incidences of student violence in the entire six-year span of this 

study (33:2). 

Table 13 illustrated that in 20 of the 62 instances of selection, 

the university president or his designated assistant made the initial 

and final selection. Table 14 indicated the relationship between the 

method of selection and the ombudsman's immediate superior. It was 

clearly evident that in the majority of cases, the ombudsman reported 

to the person or committee who selected him for the job. 

Table 15 dealt with the relationship between the ombudsman's term 

of office and the method of appointment. Information substantiated 

the percentage figures given in Table 13 for method of appointment. 

In addition. Table 15 listed the ombudsmen by institution according to 

the term of office the particular ombudsman holds. Although a two-

year term of office with possibility for reappointment has been the 

recommended term of office. Table 15 indicated that 35.49 percent of 

the sample ombudsmen were appointed for an indefinite term of office. 

A composite of the campus ombudsman can be drawn on the basis of 

the foregoing status report. The ombudsman is not expected to be a 

"chameleon" who conforms to the power structure of administrative 

tradition of his institution, although this may very well be the 

major reason for a rather high percentage of attrition among college 
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and university ombudsmen. It was concluded that the ombudsman serves 

as an independent agent to improve communication between the individ

ual and the institution, and to provide avenues through which insti

tutional injustices can be rectified and the cause of those injustices 

alleviated. More specifically, this includes receiving complaints, 

investigating, and taking appropriate action by means of counseling, 

negotiating, and persuading. In such ways the ombudsman assists in 

making the institution less impersonal, and helps the individual find 

a significant role in relation to it. 

What areas of the total ombudsman system suggest needs for further 
study? 

Information obtained from the sample institutions and shown in 

Table 6 provided the writer with ample suggestions for areas needing 

additional study. These suggestions have been shown in Table 16 and 

are listed according to the priorities given them by the ombudsmen 

themselves. Although Table 16 identified numerous areas which served 

as suggested needs for further study, there were several obvious 

exclusions from the list which indicate a need for additional research. 

Ranking high on the list would be the need for a study involving atti

tudes of the ombudsman's peers, or colleagues, toward the office of 

ombudsman. Frequently, the office of the ombudsman serves as a 

"threat" toward those the ombudsman chooses to investigate. Such rela

tionships often do not make for the best of friendships. 

Another area offering sound possibilities for further study is 

the student versus the faculty ombudsman concept. There are presently 
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adequate numbers of institutions experimenting with student ombudsmen 

services to warrant comparative studies with institutions employing 

faculty ombudsmen. Results of such studies could do much in answering 

questions dealing with a diagnosis of which method of ombudsmen service 

is best for a given situation. 

Institutions of higher education, such as the University of Texas, 

are embarking on new vistas of student personnel services by using an 

office of "student advocate" which serves the entire student constit

uency. It would appear that a comparative study of various new offices 

such as the student advocate's office, the ombudsman's action line, the 

human relations office, the student's information and complaint office, 

the rumor control headquarters, the student ombudsman service, and 

other titles would warrant additional studies. Semantically speaking, 

these services appear to offer different things; however, it is sur

mised that further studies would provide information which would indi

cate a highly compatible set of functions for each different office 

within such sample. 

Recommendations for Further Study 

This study has identified several areas relating to the campus 

ombudsman which were not comprehensively researched in this endeavor. 

A careful review of the related literature failed to indicate that 

these areas mentioned below have undergone empirical scrutiny and are 

thus submitted as recommendations for further study. 
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1. There should be an intensive study of ombudsmanlike positions 

in order to determine the similarities and dissimilarities of the office 

to the campus ombudsman per se. 

2. A study is needed which would provide answers to questions 

regarding duplication of ombudsman services by others within the insti

tution. 

3. The student ombudsman versus the faculty ombudsman concept 

seems to warrant further study as to which agent could be most effective 

on the university campus. 

4. A study is needed which would indicate if the campus ombudsman 

has had a positive effect on quelling campus violence and student 

unrest. 

5. A taxonon\y of competencies is needed to help educators deter

mine what personal traits are necessary for potential success as an 

ombudsman. 

6. Although the campus ombudsman's history is very brief, there 

is a need to continue the study of his position in American institu

tions of higher education. 

7. A thorough study should be made of major universities who 

employ ombudsmen to determine the effects of size and complexity in 

relation to student alienation and the ombudsman's impact on amelio

rating problems. 

8. Studies are needed to determine why higher education, in 

countries having civil ombudsmen, has not incorporated the position of 

campus ombudsman in their colleges and universities. 
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9. The effects of multiple ombudsmen versus the use of a single 

ombudsman on a given campus needs further study. 

10. A study of "the expectations of the campus ombudsman" should 

be made using a large sample of students from institutions currently 

employing ombudsmen. 

Conclusions and Recommendations 

It has been the intention of this study to show that the ombudsman 

concept has contemporary relevance for the American university. More 

specifically, there is a need for an advocate with broad investigatory 

and persuasive power but limited enforcement authority to represent 

legitimate student or personnel grievances against the bureaucratic 

units of the academic structure. 

As higher education looked to civil government for an ombudsman 

model, it now appears that major United States free enterprise compa

nies and corporations are looking to higher education's ombudsman as a 

model for them. The ombudsman concept appears to be highly versatile 

and may be adapted to private as well as public enterprises. In rela

tion to higher education, and based upon the findings and conclusions 

of this research, the following recommendations are suggested: 

1. The ombudsman should be selected by a committee composed of 

representatives from students, faculty, and administrators with the 

ultimate appointment being made by the President of the institution. 

2. He should be permitted to serve a two-year term which may be 

renewable upon proper recommendations from a selection committee com

posed of students, faculty, and administrators. 
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3. The office should be independent of control by any agency of 

the university other than the President or his designated assistant. 

4. The campus ombudsman should be a person who is more than 

remotely familiar with legal statutes and should be equally familiar 

with the university rules and regulations. 

5. The ombudsman should look for areas within the university 

needing improvements and should register such recommendations with 

appropriate high level officials in order that such recommendations 

would be heard. 

6. The ombudsman should be a person highly trained as a coun

selor with human relations skills and some knowledge of legal matters. 

7. Semiannual reports of the ombudsman's work should be prepared 

and submitted to the President of the institution. 

8. Based upon his limited powers, the ombudsman should have the 

courage to expose injustices before those officials deemed guilty of 

creating them. This exposure should not exclude the ombudsman's "col

leagues" or "friends." 

9. He should keep an accurate account of his daily work load in 

order that his semiannual reports reflect true accounts of his work. 

10. A student understudy is recommended who could serve as an 

aide and also relieve the ombudsman of many of the lesser tasks. 

11. The ombudsman should make a concerted effort each day to 

visit members of the various departments, offices, and agencies within 

the institution in order to personally apprise them of his presence on 

campus. 
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12. A f u l l - t i m e secretary should be employed to help the ombudsman 

with his day-to-day obl igat ions. 

13. Before publ ic iz ing any c r i t i c i sm of any bureau or ind iv idua l , 

the ombudsman should advise the person or persons of such act ion. 

14. The ombudsman should avail himself to hear grievances from any 

member of the univers i ty community. 

15. The o f f i c e , in order to prove i t s worth, must encompass addi

t ional character is t ics not part of the formal organization, while 

excluding the human weaknesses which the system was designed to overcome. 

16. The o f f i ce of ombudsman should not be iso la ted, but in a place 

where most students appear and have easy access to his services. 

17. The o f f i ce of ombudsman should be phi losophical ly consistent 

with the overal l philosophy of the i ns t i t u t i on i t represents. 

18. The ombudsman should be a part ic ipant in both student and 

facul ty meetings and committees as much as possible in order to under

stand the needs and interests of both. 

19. The ombudsman in his bat t le for the Individual with the formal 

organization should s t r i ve to increase the humanity and personal d igni ty 

of the impersonal, r a t i ona l , bureaucratic and burgeoning i n s t i t u t i o n . 

20. The ombudsman should promote needed organizational changes 

endeavoring always to help reduce i r r i t a n t s and should work with d is

patch to el iminate the need for his services. 
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APPENDIX A: INITIAL LETTER TO OMBUDSMAN 

Texas Tech University 
P. 0. Box 4259 
Lubbock, Texas 79409 

December 11, 1970 

Name 
Ombudsman 
Address 
City, State Zip 

Dear : 

We are interested in obtaining information which describes the roles, 
functions, and duties of the office of ombudsman. Our Interest, more 
specifically, is channeled towards learning more about the job 
description of your office. Its historical background (as related to 
your university), and the overall method of operation. 

Possibly of the greatest aid to us would be to review the initial pro
posal for the establishment of an ombudsman at your university. If 
your office has been functioning long enough that you have submitted 
a report to your university summarizing your activities thus far, a 
copy of this type of report would be most helpful to us. 

Thank you for your cooperation towards this mutual cause. 

Sincerely, 

Fred Janzen 
Advisor for Student Life 
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APPENDIX B: LETTER TO DANIEL WOLF, ASSOCIATE EDITOR OF 
THE JOURNAL OF THE ASSOCIATION OF DEANS AND 

ADMINISTRATORS OF STUDENT AFFAIRS 

Texas Tech University 
P. 0. Box 4259 
Lubbock, Texas 79409 

December 3, 1970 

Mr. Daniel Wolf 
Associate Editor 
Assistant Dean 
Indiana University 
Indianapolis, Indiana 46204 

Dear Mr. Wolf: 

We have read with interest your compilation of comments under your 
regular feature entitled: "The Campus Scene" in the Journal of the 
Association of Deans and Administrators of Student Affairs. 

We are Interested in collecting information concerning institutional 
use of the ombudsman position. As you know, it is extremely difficult 
to determine where such positions exist or are planned due to the 
recency of such appointments. 

In considering the role, scope, and responsibilities of the ombudsman 
position, we would like to contact institutions which have some expe
rience in this area. 

The purpose of this letter is to inquire if it would be an appropriate 
use for an item in your section of "The Campus Scene." We are asking 
that Institutions who have ombudsman positions communicate with us to 
provide material concerning this type of university appointment. If 
so, it would provide valuable and practical information in an area 
which is, at best, difficult to explore. 

Sincerely, 

Fred Janzen 
Advisor for Student Life 
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APPENDIX C: LETTER TO LAURINE E. FITZGERALD, AUTHOR OF ARTICLES 
APPEARING IN THE JOURNAL OF COLLEGE STUDENT PERSONNEL 

Texas Tech University 
P. 0. Box 4259 
Lubbock, Texas 79409 

December 3, 1970 

Dr. Laurine E. Fitzgerald 
Michigan State University 
College of Education 
East Lansing, Michigan 48823 

Dear Dr. Fitzgerald: 

We have read with interest your compilation of comments under your 
regular feature entitled: "Information and Issues" in the Journal of 
College Student Personnel. 

We are interested in collecting information concerning institutional 
use of the ombudsman position. As you know, it is extremely difficult 
to determine where such positions exist or are planned due to the 
recency of such appointments. 

In considering the role, scope, and responsibilities of the ombudsman 
position, we would like to contact institutions which have some expe
rience in this area. 

The purpose of this letter is to inquire if it would be an appropriate 
use for an item in your section of "Information and Issues." We are 
asking that institutions who have ombudsman positions communicate with 
us to provide material concerning this type of university appointment. 
If so, it would provide valuable and practical information in an area 
which is, at best, difficult to explore. 

Sincerely, 

Fred Janzen 
Advisor for Student Life 
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APPENDIX D: LETTER TO THE OMBUDSMAN FOUNDATION 

Texas Tech University 
P. 0. Box 4259 
Lubbock, Texas 79409 

January 6, 1971 

Ombudsman Foundation 
6404 Wilshire Boulevard 
Suite 1150 
Los Angeles, California 90036 

Dear Sir: 

We are presently engaged in a study of the ombudsman in higher 
education. A comprehensive report of the status of the ombudsman, his 
duties, role, and responsibilities Is the aim of this study. 

Your organization was referred to me by Dr. Laurine Fitzgerald, Asso
ciate Dean of Students--Michigan State University, in hopes that you 
could supply us with comprehensive materials dealing with the subject 
of ombudsman. 

We realize this requires effort on your part in gathering this infor
mation and can assure you that such cooperation would be most appre
ciated. We would appreciate your sending copies of all materials you 
have dealing with the topic. Please bil l us for any cost of materials 
and handling. 

Sincerely, 

Fred Janzen 
Advisor for Student Life 
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APPENDIX E: LETTER TO T. A. EMMET, PRESIDENT OF 
HIGHER EDUCATION EXECUTIVE ASSOCIATES 

Texas Tech University 
P. 0. Box 4259 
Lubbock, Texas 79409 

January 19, 1971 

Mr. T. A. Emmet, President 
Higher Education Executive Associates 
International Inn, Suite 412 
5440 Cass Avenue 
Detroit, Michigan 48202 

Dear Mr. Emmet: 

I recently read an article by Norman Nelson on "The Ombudsman: A New 
Bird on Campus." In this paper. Item 18, reference is drawn to Con
ventions having to do with the ombudsman in higher education. 

We are presently engaged in a study of the ombudsman and are attempt
ing to secure information dealing with the subject. We would appre
ciate your forwarding information to us concerning papers, manuscripts, 
brochures, proposals, or other facts dealing with the overall concept 
of the ombudsman in United States higher education. 

Thank you for your assistance. 

Sincerely, 

Fred Janzen 
Advisor for Student Life 


