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from Olga

The NASA Ombuds Program continues to provide a
confidential, informal, and neutral ear to those who wanted
to raise concerns in an “off the record” manner. The Ombuds
at each Center serves NASA employees, onsite contractors,
students, and grantees. Their role is to provide coaching for
visitors on how they might resolve their issues independently,
refer visitors to appropriate formal resources in the Agency,

:L listen to and help clarify the issue, work with the visitors to
consider all available options and evaluate pros and cons of each option, and escalate
issues if express permission is provided by the visitors.

It is important to remember that issues are most often resolved when raised to local
management. If you have an issue that you either don't know where to go with it for
assistance, you have tried the standard options, and the issue still persists or if you want to
keep your identity anonymous, then the Ombuds may be an option for you.

In the 5 years since the creation of the Ombuds Program, over 1,300 individuals have

come for help. The Ombuds is separate from formal resources like human resources, the
Equal Employment Opportunity Office (EEQO), or the Inspector General (IG), yet serves to
complement each in ultimately finding a fair process for issue resolution. A visitor to the
Ombuds Program can be assured that the Ombuds will take no action unless the visitor gives
the Ombuds permission to do so. The only exception is if the visitor reveals something that

represents an imminent risk of serious harm to an individual, damage to property, or a crime.

The Ombuds also serves a critical role in helping the organization proactively address
concerns. The Ombuds does collect demographic data and reports trends to the Center
Director without revealing the identity of any visitor. Trends may point to concerns around
adherence to a specific policy, leadership behavior, safety concerns, gaps in oversight of key
practices that ensure mission success, or the potential need for review of a policy or practice.

If you need to talk to someone regarding a concern, contact your CGenter’'s Ombuds. A list of

all Ombuds can be found in the back of this report. Enjoy reading the rest of this report.

Olga Dominquez
Assistant Administrator for Infrastructure






HIGHLIGHT S

Cases

Met with 256 visitors across all Centers.

There were an increased number of issues raised in some Centers related to
workload stress. In most cases, visitors chose to work with human resources or their
management chain.

As in the past, there were issues raised about disrespectful treatment. Coaching was
provided to visitors and, in some cases, their supervisors.

Ombuds helped new leaders transition smoothly into roles by providing feedback
when given permission by visitors.

Ombuds worked with visitors around medical leave policy and practices. The Ombuds
helped negotiate reasonable solutions for the individuals.

Ombuds provided feedback on employee perceptions regarding the promotion
process. As a result of raising the issue, additional communication took place, and
training was provided for leaders.

Ombuds heard cases relating to a perceived higher standard in performance ratings.
Visitors reported being surprised by feedback. Leadership classes were provided to
management to increase skills in setting expectations and providing feedback.

With the permission of visitors, the Ombuds worked with formal resources to resolve
issues of harassment, leadership effectiveness, physical safety, and implementation of
new travel policy.

There was an increased number of visitors coming from the onsite contractor
population.*

Awareness Activities

Ombuds increased their visibility and awareness of the program through brochures,
articles, and enhanced Web sites.
The Ombuds often participate in Center-wide events introducing the function of the

Ombuds Program to new employees, onsite contractors, and existing employees
through all-hands meetings and other department meetings.

*An Ombuds will work with onsite contractors on safety, mission success, and policy-related

issues but not on typical employee-related human resource issues.



Scenarios

(The following scenarios are NOT actual cases but are representative of the types of cases brought to the Ombuds.)

Out With the Old...In With the New

Paul, a long-term employee of NASA, was becoming more and more concerned as he saw

many of his colleagues either move to new positions or retire from the Agency. His concern

was that a huge amount of knowledge and experience was walking out the door. Many of

these employees were being replaced with contractors or inexperienced employees, and it

took them a long time to get up to speed. Paul's concerns escalated after several incidents

in which he had to correct mistakes being made by those newer to the group. Paul tried to

raise these concerns to his boss but was simply told to keep helping where he could. Paul

decided to visit the Ombuds to see if he had other options for addressing his concerns.

The Ombuds listened and helped Paul to identify that his real concerns were safety and

competency of employees in the division. Together, Paul and the Ombuds generated some

potential options for resolution.

Paul could put his concerns in writing to his leader, giving the leader another chance to
take the issue more seriously.

Paul could go to his boss's boss, as his boss was unresponsive.
Paul could raise his concerns with human resources.
Paul could ask the Ombuds to raise the concern anonymously with HR.

Paul or the Ombuds could go to the Office of Safety and Mission Assurance to raise

specific safety concerns.




Can’t Seem to Please

Maria has just come from a staff meeting and once again feels humiliated by her boss,
Cara. Maria has been at NASA for 5 years. For the first 3, she felt comfortable in her work

as a Program Manager. During the past 2 years, it seems as if whatever she does, she

can't please Cara. Maria feels that the pace of work has escalated, and she’s not sure what
is expected of her. Over and over again, Maria delivers a project only to have it intensely
critiqued by Cara, and she either has to redo her work or it's handed off to someone else.
Today, this happened in front of her colleagues, and Maria is angry and humiliated. She
decides to talk to the Ombuds, as going to Cara herself in the past has not been successful.

The Ombuds helps Maria identify her concerns. She explains that she feels disrespected,
that she’s unclear as to what is expected of her, and that she is having a hard time keeping
up with the changes that have taken place over the past couple of years. The Ombuds and
Maria discuss the following options:

¢ The Ombuds could coach Maria on how to have a conversation with Cara in which
she asks for clear definitiori of expectations and support te get there.

® Maria or the Ombuds can go to human resources for help facilitating a conversation
between Maria and Cara in which a plan can be developed for Maria’s development.

e The Ombuds can talk to human resources regarding providing training to Cara’s
division on managing performance.

YX T A AN N U A L R E P O R T 2 0 0 9






LISt

NASA strives to provide multiple options for dispute resolution. It is best if issues are resolved
as close to a situation as possible. If escalation is needed, here are some of the formal “on
the record” options you might consider:

* Your immediate supervisor or others in your management chain.

¢ Employee Relations Office (formal investigation and consultation on
work-related issues).

¢ Employee Assistance Program (personal issues of wellness, stress, etc.).

e Ethics Office (business ethics and integrity issues).

¢ Equal Employment Office and Alternative Dispute Resolution.

* Human resources (HR policy issues, performance, job status, and treatment issues).
e Office of Security and Program Protection.

o Office of Safety and Mission Assurance.

e Office of Inspector General.

¢ Occupational Safety Program Office (workplace safety issues).

The Ombuds Program is the only “off the record” informal option.
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1. 2008 Cases by Category—256 cases

2. Center Cases Statistics by Year

120

(from 2009 meeting)

[ Organizational Performance-67%
[l Safety-5%

[] Mission Success—13%

[] Other-15%

(from 2009 meeting)

100
80

60

40

3. Action Taken

2006 2007 2008

M Goddard M Johnson M Langley
= JPL LI Kennedy B Marshall

[ Referral-18% B Vent-7%

[ Options-61% [ Other-7%

[J Discussion—11% M Elevate to CD-1%
[ Information Only-5%






Contact

Ames Research Center

Ames Research Center
Dryden Flight Research Center
Dryden Flight Research Center
Glenn Research Center
Goddard Space Flight Center
Goddard Space Flight Center
NASA Headquarters

Jet Propulsion Laboratory
Johnson Space Center
Johnson Space Center
Kennedy Space Center
Kennedy Space Center
Langley Research Center
Langley Research Center
Langley Research Center
Langley Research Center
Marshall Space Flight Center
Marshall Space Flight Center
Stennis Space Center

Special Thanks To:

e Sunil Dutta (GRC)
e (Carl Poleskey (HQ)
¢ Ralph Anderson (JSC)

INfTormation

John Boyd
Geoftrey Briggs
Albion Bowers
Michael Gorn
Kirk Seabiom
Lawrence Watson
Gail Williams

Rex Elliott

Lewis Redding
Linda Godwin
G.L. Norbraten
Hortense Burt
Timothy Ferris
Angela Allamandola
Rolla Brown
Nicholas Kepics
Gilda Miner
Barron Musick
Susan Cloud
Karen Lee Vander

650.604.5222
650.604.0218
661.276.3716
661.276.2355
216.433.5593
301.286.9078
301.286.0159
202.358.3758
818.354.7045
281.244.8802
281.483.1973
321.367.8768
321.867.2505
757.864.8202
757.864.3164
757.864.3159
757.864.1475
256.544.1002
256.544-5377
228.688.3054

john.w.boyd@nasa.gov
geoffrey.a.briggs@nasa.gov
albion.h.bowers@nasa.gov
michael.h.gorn@nasa.gov
kirk.d.seablom@nasa.gov
lawrence.f.watson@nasa.gov
gail.s.williams@nasa.gov
Rex.elliott@nasa.gov
lewis.a.redding@nasa.gov
linda.m.godwin@nasa.gov
g.l.norbraten@nasa.gov
hortense.b.burt@nasa.gov
timothy.p.ferris@nasa.gov
angela.s.allamandola@nasa.gov
rolla.{.hrown@nasa.gov
nicholas.a.kepics@nasa.gov
gilda.a.miner@nasa.gov
barry.musick@nasa.gov
susan.|.cloud@nasa.gov
karen.l.vander@nasa.gov

12



National Aeronautics and Space Administration

NASA Headquarters
300 E Strest SW
Washington, DC 20548
NP-2000-11-634-HO

wWww.nasa.gowv
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