
Journal of the International Ombudsman Association

volume 7, number 1, 2014 23

ABSTRACT
The status and privileges conferred on 
organizational Ombuds programs — 
allowing Ombuds to work differently in the 
organization than all others — forge the 
additional responsibility for programs to 
deliver and demonstrate actual value.

Organizational Ombuds, expert in reframing 
FRPPXQLFDWLRQV�«VWDQG«WR«EHQH¿W«IURP«D«
new conversation about Ombuds program 
sustainability. Organizational Ombuds 
and host organizations wish to account 
for the value Ombuds programs’ presence 
and activities generate. This long-standing 
interest promulgated qualitative (usefulness) 
and quantitative (return on investment) 
efforts. Despite this debate, few have enacted 
the leading practice to fully measure and 

properly communicate their programs’ 
contributions and value.

The authors’ core thesis asserts an  
expanded paradigm will allow programs, 
host organizations, and the public to better 
understand how the contributions programs 
make can be acknowledged and recognized 
as value additions. Optimally, these new 
patterns will stimulate higher usage rates, 
promote existent programs’ sustainability, 
and increase the introduction of new 
programs.
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*UDWHIXO©WR©PDQ\�©WKH©DXWKRUV©ZRXOG©HVSHFLDOO\©WKDQN©WKH©JIOA©5HYLHZHUV©RI©WKLV©DUWLFOH©IRU©WKHLU©
FRQVLGHUHG©DQG©XVHIXO©DGYLFH©DQG©HQFRXUDJHPHQW�©DV©ZHOO©DV©%RQQLH©%RQQLYHU�©.HQ©%URZQ�©,OHQH©
%XWHQVN\�©/LYLD©'XPLWUHVFX�©-LP©+RVWHWOHU�©&KXFN©+RZDUG�©,RDQD©/DHV©,FKLP�©5HPXV©/DHV�©0HODQLH©
/HZLV�©-RQ©0F%ULGH�©7LP©0D]XU�©5HWR©0HLVWHU�©$QG\©2´'RQQHOO�©%DOWKDVDU©6WDHKHOLQ�©DQG©7RP©6HERN�©
)RU©KHU©PLJKW\©UHG©SHQ©WKH©DXWKRUV©VDOXWH©5DFKHO©+XWFKLVVRQ�©$QG�©ZKLOH©PRPHQWV©GLG©RFFXU©ZKHQ©
the feeling might have been less than gratitude, genuinely the authors are most grateful to David 

0LOOHU©IRU©KLV©LQWHUHVW©DQG©VXSSRUW©LQ©SURPRWLQJ©WKH©LGHDO©RI©2PEXGV©SURJUDP©YDOXH�

INTRODUCTION
±)RU©HYHU\©PDMRU©RUJDQL]DWLRQ©WR©KDYH©DQ©2UJDQL]DWLRQDO©2PEXGVPDQ©2I½FH²©LV©WKH©JXLGLQJ©SULQFLSOH©
RI©WKH©,QWHUQDWLRQDO©2PEXGVPDQ©$VVRFLDWLRQV́©QHZO\©DQQRXQFHG©�)HEUXDU\©���©�����©VWUDWHJLF©SODQ�©
7KLV©YDVW©JRDO�©RQH©ZKLFK©WKH©DXWKRUV©IXOO\©HQGRUVH�©EHFRPHV©D©UHDOLW\©RQO\©ZKHQ©WKH©½HOG©FKDQJHV©
KRZ©LW©ERWK©HQYLVLRQV©DQG©YDOXHV©LWVHOI�

6LPLODU©WR©WKH©W\SLFDO©FDVH©EURXJKW©WR©DQ©2PEXGV�©WKLV©DUWLFOH©LV©DERXW©WZR©RU©WKUHH©LQWHUõUHODWHG© 
LVVXHV�©$QG�©OLNH©WKH©W\SLFDO©FDVH�©ZKDW©PDWWHUV©LV©WKDW©WKH©SURFHVV©JHQHUDWHV©VRXQG©RSWLRQV©DQG©
FKRLFHV©ZKLFK�©ZKHQ©FKRVHQ©DQG©HQDFWHG�©OHDG©WR©D©EHWWHU©IXWXUH�

7KLV©DUWLFOH V́©SXUSRVH©LV©WR©VWLPXODWH©GLVFXVVLRQ�©DGYDQFH©QHZ©DFWLRQV�©DQG©FRQVROLGDWH©D©OH[LFRQ©
IRU©WKH©EURDGO\©GH½QHG©DUHQD©RI©RUJDQL]DWLRQDO©2PEXGV©SURJUDP©YDOXH�©,W©RXWOLQHV©KRZ©D©SURJUDP©
FDQ©UHVSRQVLEO\©SRVLWLRQ1©LWVHOI©VR©ERWK©WKH©SURJUDP©DQG©LWV©RUJDQL]DWLRQ©UHFRJQL]H©WKH©SURJUDPV́©
FRQWULEXWLRQV©DV©³YDOXH�´

7KH©DXWKRUV©SURSRVH©WKDW©WKH©2PEXGV©SURJUDP�©ZKLFK©LV©DOLJQHG�©HPEHGGHG©DQG©LQWHJUDWHG�©
ZLWKLQ©LWV©RUJDQL]DWLRQ©LQFUHDVHV©SRWHQWLDO©XVHUV´©�LQFOXGLQJ©PDQDJHPHQW�©SURJUDP©DZDUHQHVV�© 
XQGHUVWDQGLQJ©DQG©WKHUHIRUH©WUXVW�©UHVXOWLQJ©LQ©KLJKHU©XVDJH©DQG©WKHUHIRUH©YDOXH�

7KLV©LV©QRW©D©SXUVXLW©RI©HTXDWLRQV©DLPHG©DW©TXLFNO\©PHDVXULQJ©SURJUDP©FRVW©HIIHFWLYHQHVV�©RU©UHWXUQ©
RQ©LQYHVWPHQW©�52,��©�:LWK©DWWHQWLRQ©WR©SDUWLFXODU©GHVLJQ©DQG©SURFHVVHV�©HDFK©LV©SRVVLEOH©ZLWKRXW©
YLRODWLQJ©RU©GLPLQLVKLQJ©LQGHSHQGHQFH©RU©FRQ½GHQWLDOLW\��©9DOXH©DGGLWLRQ©UHTXLUHV©D©IRXQGDWLRQDO©
DSSURDFK�©WR©HQDEOH©WKH©UHVSRQVLEOH©H[HFXWLRQ©RI©GDWD©FROOHFWLRQ©DFWLYLWLHV©DQG©HTXDWLRQV�©)RU©WKLV�©
WKH©DXWKRUV©SURPRWH©DQ©H[SDQGHG©SDUDGLJP�©RQH©WKDW©H[WHQGV©IURP©WKH©W\SLFDO©DQG©SULPDULO\©
2PEXGVõFHQWULF�©LQGLYLGXDO©OHYHO©SHUVSHFWLYH©WR©D©PRUH©SURJUDPPDWLF©HIIRUW�©ZKLFK©JHQHUDWHV©D©
V\VWHPV©OHYHO©SHUVSHFWLYH�2©1H[W�©GHVLJQLQJ©DFWLYLWLHV©IRU©DOLJQPHQW�©HPEHGPHQW©DQG©LQWHJUDWLRQ©
�$(,�©DQ©2PEXGV©SURJUDP©ZLWK©LWV©RUJDQL]DWLRQ©ZLOO©PD[LPL]H©ERWK©2PEXGV©DQG©SURJUDP©
FRQWULEXWLRQV�©7KH©$(,©LQIRUPHG©FRQWULEXWLRQV©DUH©SUHõUHTXLVLWHV©WR©DGHTXDWHO\©GHWHUPLQH©WKH©IXOO©
humanistic, economic and organizational3©YDOXH©FUHDWHG©E\©2PEXGV©SURJUDPV�©

7KH©DXWKRUV©DVVHUW©WKDW©ZKHQ©2PEXGV©$1'©WKHLU©RUJDQL]DWLRQV©HQJDJH©WKLV©QHZ©PLQGVHW©DQG© 
FRUUHVSRQGLQJ©DFWLYLWLHV�©WKH\©ZLOO�©&HDVH©WR©PLVV©RSSRUWXQLWLHV©WR©FUHDWH©YDOXH�©(QVXUH©SURJUDP© 
VXVWDLQDELOLW\�©,QFUHDVH©WKH©SURIHVVLRQDOL]DWLRQ©RI©2PEXGVLQJ�©DQG©6SHHG©WKH©JURZWK©RI©WKH©½HOG�

7ZR©ORQJõVWDQGLQJ©TXHVWLRQV©GULYH©WKH©DXWKRUV´©HQFRXUDJHPHQW©IRU©WKLV©FKDQJH�©7KH©½UVW�©:K\©
GR©VXFK©D©VPDOO©SHUFHQWDJH©RI©SRWHQWLDO©SURJUDP©XVHUV©�OHVV©WKDQ©�©SHUFHQW©LQ©PRVW©UHSRUWHG©
H[DPSOHV©DQG©DV©ORZ©DV©�©SHUFHQW�©HVSHFLDOO\©LQ©ODUJH©RUJDQL]DWLRQV4�©VHHN©DVVLVWDQFH©IURP©2PEXGV©
SURJUDPV"©*LYHQ©WKH©FRQVLGHUDEOH©UHVHDUFKõEDVHG©HYLGHQFH�©RI©JURZWK©LQ©ZRUN©SODFH©GLVõVDWLVIDFWLRQ�©
KDUDVVPHQW�©GLVFULPLQDWLRQ�©ZURQJõGRLQJ©DQG©PRUH�©LW©VHHPV©PDQ\©PRUH©HPSOR\HHV©ZRXOG©ZDQW©
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WR©XVH©D©SURJUDP�©&HUWDLQO\©WKHUH©FRXOG©EH©LQVWDQFHV©RI©ORZ©SURJUDP©XVDJH©DV©D©FRQVHTXHQFH©RI©
DQ©2PEXGV©QRW©EHLQJ©D©JRRG©½W©IRU©WKH©RUJDQL]DWLRQ©RU©DQ©2PEXGV´©ODFN©RI©FRQQHFWLRQ�©UDSSRUW©RU©
WUXVW©ZLWK©WKH©PHPEHUV©RI©WKH©RUJDQL]DWLRQ�©GXH©WR©VRPH©RWKHU©LQDGHTXDF\�©)RU©H[DPSOH�©D©SURJUDP©
FRXOG©EH©GHVLJQHG©LPSURSHUO\©ZLWK©WKH©2PEXGV©DVVLJQHG©FROODWHUDO©GXW\©RU©WKH©SRVLWLRQ©HVWDEOLVKHG©
PHUHO\©DV©±ZLQGRZ©GUHVVLQJ�²

7KH©VHFRQG�©:KDW©LQKLELWV©WKH©XELTXLW\©RI©RUJDQL]DWLRQDO©2PEXGV©SURJUDPV�©HVSHFLDOO\©LQ©WKH©
FRUSRUDWH©VHWWLQJ"©*LYHQ©WKH©HYHU©SUHVHQW©DQG©FRVWO\©ZRUN©SODFH©FKDOOHQJHV�©ZK\©DUH©WKHUH©QRW©PRUH©
2PEXGV©SURJUDPV©FRPLQJ©RQõOLQH©WR©DGGUHVV©WKH©GRPLQDQW©QHJDWLYH©RUJDQL]DWLRQDO©FOLPDWH�6 

7KH©LQWHUVHFWLRQ©RI©WKHVH©TXHVWLRQV©SRLQWV©WR©WKH©UHDOLW\©°©RUJDQL]DWLRQDO©2PEXGV©SURJUDPV©DUH©
VWLOO©QRW©ZHOO©XQGHUVWRRG�©HLWKHU©IRU©ZKDW©WKH\©RIIHU©LQGLYLGXDOV©RU©RUJDQL]DWLRQV� 7KLV©DSSHDUV©DV©WUXH©
DV©LW©GLG©��©\HDUV©DJR©ZKHQ©FRQVLGHUHG©E\©0DUVKD©:DJQHU�7©&RQVHTXHQWO\�©IHZ©OHDGHUV©°©SHRSOH©
FRPPLWWHG©WR©DGYDQFLQJ©WKHLU©RUJDQL]DWLRQV©IURP©SRLQW©$©WR©SRLQW©%©°©GHFLGH©WR©LPSOHPHQW©
2PEXGV©SURJUDPV�©6LQFH©IHZ©SURJUDPV©KDYH©GRFXPHQWHG©XVDJH©UDWHV©WKDW©H[FHHG©IRXU©SHUFHQW8 

RI©WKH©SRWHQWLDO©XVHU©SRSXODWLRQ©DQG©HYHQ©IHZHU©SURJUDPV©PHDVXUH©DQG©SXEOLFO\©GHFODUH©WKHLU©
FRQWULEXWLRQV©DQG©IXOO©YDOXH�©KRZ©FRXOG©OHDGHUV©NQRZ�©DSSUHFLDWH©RU©EH©PRWLYDWHG©WR©LQLWLDWH©2PEXGV©
SURJUDPV"©

DEFINING PROGRAMMATIC ALIGNMENT, EMBEDMENT, AND INTEGRATION  
REQUIRES SHARED UNDERSTANDING9

7KLV©DUWLFOH V́©NH\©FRQFHSWV©KDYH©QRW©EHHQ©ZLGHO\©XVHG©LQ©WKH©½HOG�©7R©DGYDQFH©PHDQLQJIXO©GLVFXVVLRQ©
UHTXLUHV©VKDUHG©XQGHUVWDQGLQJ�©:KHQ©DQ©2PEXGV©SURJUDPV́©DFWLYLWLHV©DQG©WKH©RXWFRPH©RI©WKHVH©
DFWLYLWLHV©LQWHQWLRQDOO\©FRQQHFW©ZLWK©DQG©VXSSRUW©WKH©KRVW©RUJDQL]DWLRQV́©PLVVLRQ�©JRDO©DQG©REMHFWLYHV©
DOLJQPHQW©H[LVWV�©(PEHGPHQW©E\©FRQWUDVW©LV©WKH©QHFHVVDU\©SRVLWLRQLQJ©RI©WKH©2PEXGV©SURJUDP©LQ©
WKH©RUJDQL]DWLRQV́©H[LVWHQW©VWUXFWXUHV�©,QWHJUDWLRQ©UHIHUV©WR©WKH©P\ULDG©QHWZRUN©RI©FRQQHFWLRQV©WKH©
2PEXGV©DQG©LWV©SURJUDP©UHTXLUHV©ZLWK©WKH©IRUPDO©IXQFWLRQV©DQG©RWKHUV�

CONTRIBUTION AND VALUE: AN ADVANCING INTEREST
,2$V́©QHZ©VWUDWHJLF©SODQ©DQG©YLVLRQ�©ZKLFK©LQFOXGHV�©±¨GHPRQVWUDWLQJ©WKH©HIIHFWLYHQHVV©RI©WKH©
2UJDQL]DWLRQDO©2PEXGVPDQ©UROH©WR©RUJDQL]DWLRQDO©OHDGHUV�©SROLF\©PDNHUV�©RWKHU©SURIHVVLRQDOV©DQG©
DVVRFLDWLRQV©DQG©WKH©SXEOLF�²©SURYLGHV©D©YDOXDEOH©VWDQFKLRQ©IRU©WKLV©DUWLFOH V́©GLVFXVVLRQ�©

&DUHIXO©QRW©WR©FRQIXVH©WKH©$VVRFLDWLRQ©ZLWK©WKH©½HOG�©WKLV©LQWHUHVW©LQ©±GHPRQVWUDWLQJ©HIIHFWLYHQHVV²©
RU©±YDOXH²©WR©RWKHUV©KDV©QRW©DOZD\V©EHHQ©XQLYHUVDOO\©VXSSRUWHG�©:KLOH©VHYHUDO©YRLFHV©�QRWDEO\©5RZH�©
=HLJHQIXVV�©DQG©0XQ]HQULGHU10�©SURPSWHG©WKH©½HOG©WR©PHDVXUH©DFWLYLWLHV©WR©FUHDWH©PHDQLQJIXO©GHFODõ
UDWLRQV©RI©±FRVWõHIIHFWLYHQHVV²©RU©±XVHIXOQHVV²©WKHVH©HQFRXUDJHPHQWV©RIWHQ©OHDG©WR©PRUH©GHOLEHUDWLRQ©
WKDQ©DFWLYLW\�©+DUULVRQ©SUHVHQWHG©D©FRQFLVH©VWDWHPHQW©RI©WKLV©GHEDWH�11 

7KH©IRFXV©RQ©DQ©2PEXGV©KHOSLQJ©DQ©LQGLYLGXDO©SURJUDP©XVHU©GRPLQDWHG©WKH©EHJLQQLQJV©RI©WKH©FRQõ
WHPSRUDU\©RUJDQL]DWLRQDO©2PEXGV©½HOG�©0DQ\©HDUO\©2PEXGV©SUDFWLWLRQHUV©EHFDPH©2PEXGV©E\©ZD\©RI©
VRFLDO©ZRUN�©WHDFKLQJ�©RU©VLPLODU©½HOGV©ZLWK©D©IRFXV©RQ©RQHõWRõRQH©FRPPXQLFDWLRQV�©7KH©KRVW©RUJDQL]Dõ
WLRQ©DQG©HVSHFLDOO\©LWV©OHDGHUVKLS©ZKLOH©UHFRJQL]HG�©DW©WLPHV�©DV©VWDNHKROGHUV�12©ZHUH©DOVR©FRQVLGHUHG©DV©
SRWHQWLDOO\©GHVWDELOL]LQJ©LQ¾XHQFHV©RQ©2PEXGV´©DELOLWLHV©WR©XSKROG©WKH©IRXU©GH½QLQJ©FKDUDFWHULVWLFV�13 

7KLV©RQHõWRõRQH©HPSKDVLV©DQG©WKH©RQH©SHUVRQ©2PEXGV©RI½FH©OHG©WR©WKH©½HOG V́©V\QRQ\PRXV©XVH©RI©
2PEXGV©DQG©2PEXGV©SURJUDP�©7KRXJK©RIWHQ©XVHG©LQWHUFKDQJHDEO\©WKH\©GR©QRW©PHDQ©WKH©VDPH�©
7KH©UHVSRQVLELOLWLHV©RI©WKH©practitioner and the program©GLIIHU�©7R©LJQRUH©WKH©GLVWLQFWLRQ©OLPLWV©WKH©
HIIHFWLYHQHVV©DQG©SRWHQWLDO©RI©HDFK�14
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7KURXJK©WKH©����V©DQG©´��V©DGYDQFHPHQWV©LQ©V\VWHPV©EHFDPH©PRUH©FRPPRQ�©7KH©SUDFWLFH©RI©
KROGLQJ©GHSDUWPHQWV©DFFRXQWDEOH©IRU©WKHLU©FRVWV©DQG©UHWXUQV©LQFUHDVHG�©H[WHQGLQJ©HYHQ©WR©2PEXGV©
SURJUDPV�©$V©SURJUDPV©ZLWK©ZHOOõUHJDUGHG©2PEXGV�©VXFK©DV©&RRUV©DQG©3DFH©8QLYHUVLW\�� closed the 

TXHVWLRQ©RI©YDOXH©GUHZ©JUHDWHU©QRWLFH�©7KH©OHQV�©KRZHYHU�©UHPDLQHG©ODUJHO\©½[HG©RQ©ZKDW©DQ©Ombuds 
ZDV©GRLQJ©YLV©D©YLV©KLV©RU©KHU©DVVLVWDQFH©WR©WKRVH©FRQWDFWLQJ©WKH©RI½FH�©ZKLOH©H[FOXGLQJ©RU©QHJOHFWLQJ©
KRZ©WKH©program©DOLJQHG©DQG©FRQWULEXWHG©WR©WKH©RUJDQL]DWLRQ�©+DUULVRQ©GHVFULEHG©WKLV©SHUVSHFWLYH©
ZKHQ©KH©ZURWH�©±:LWK©WKH©H[FHSWLRQ©RI©5REELQV V́©FRQYHQLHQFH©VDPSOH©�������©2PEXGV©UHVHDUFK©
KDV©QRW©UHSRUWHG©KRZ©GLVSXWDQWV©HYDOXDWH©DQ©2PEXGV�©FKRRVLQJ©LQVWHDG©WR©IRFXV from the Ombuds 
perspective (authors’ emphasis)©RQ©KRZ©2PEXGV©EHQHùW©RUJDQL]DWLRQV�²16©'HVSLWH©WKH©V\QRQ\PRXV©
usage of Ombuds and program�©WKH©HVVHQWLDO©SRLQW©LV©WKDW©WKH©RUJDQL]DWLRQV́©SHUVSHFWLYH©�PHDQLQJ©WKH©
RUJDQL]DWLRQ©DV©DQ©HQWLW\©XQWR©LWVHOI©DQG©QRW©UHSUHVHQWHG©E\©DQ\©VXEVHW©RI©VWDNHKROGHUV�©LV©DEVHQW�©
7KLV©DEVHQFH©RI©WKH©SURJUDPPDWLF©DQG©RUJDQL]DWLRQDO©SHUVSHFWLYHV©UHPDLQV©WKH©FKDOOHQJH©WRGD\�©

7KH©GHEDWH©DERXW©WKH©DSSURSULDWHQHVV©RI©PHDVXULQJ©DQG©VKDULQJ©GDWD©RQ©2PEXGV©SURJUDPV´©FRQWULõ
EXWLRQV©FRQWLQXHG�©9RLFHV©VXFK©DV©%XVV�17©)RZOLH�18 Miller,19©DQG©=LQVVHU20 began calling for increased 

HIIRUWV©RQ©SURJUDP©HYDOXDWLRQ�©ZKLFK©FRXOG©PDNH©FOHDU©FODLPV©RQ©YDOXH©DGGLWLRQ�©<HW�©RQO\©D©YHU\©
IHZ©RUJDQL]DWLRQV©KDYH©DVVHVVHG©WKHLU©SURJUDPV́©FRQWULEXWLRQV©WR©HVWLPDWH©YDOXH�©HVSHFLDOO\©ZLWK©DQ©
DFWXDO©PRQHWDU\©½JXUH�©(YHQ©IHZHU©KDYH©PDGH©VXFK©LQIRUPDWLRQ©SXEOLF�©+DOOLEXUWRQ�©,&$11�©6KHOO�©
DQG©7KH©:RUOG©%DQN©DUH©QRWDEOH©H[FHSWLRQV©ZKLFK©KDYH©KDG©H[WHUQDO©SDUWLHV©DVVD\©WKHLU©2PEXGV©
SURJUDPV©DQG©SUHVHQW©WKH©½QGLQJV©WR©WKH©½HOG�©

7KHUH©DSSHDUV©WR©EH©FRQWLQXLQJ©LQWHUHVW©LQ©WKH©SURFHVV©DQG©PRGHOV©WR©PDNH©OHJLWLPDWH©FODLPV©RI©
YDOXH©DGGLWLRQ�21©,W©LV©WKH©DXWKRUV´©KRSH©WKLV©DUWLFOH©ZLOO©OHDG©2PEXGV©DQG©WKHLU©SURJUDPV©DV©5RZH©SXW©
LW©WR�©±���GHVFULEH©VKRUWõWHUP©DQG©ORQJõWHUP©WDQJLEOH©DQG©LQWDQJLEOH©FRQWULEXWLRQV©LQ©ZD\V©WKDW©DUH©
UHOHYDQW©WR©WKHLU©RZQ©VWDNHKROGHUV�²©22

EVIDENCE OF PROGRAMATIC NEED FOR AEI
,W©DSSHDUV©OLNHO\©WKDW©WKH©DEVHQFH©RI©SURJUDPPDWLF©$(,©FRQWULEXWHV©WR©ORZ©SURJUDP©XVDJH©UDWHV�© 
OLPLWHG©NQRZOHGJH©RQ©WKH©SDUW©RI©OHDGHUV©DQG©RWKHUV©DERXW©WKHLU©2PEXGV©SURJUDPV´©FRQWULEXWLRQV©
DQG©YDOXH�©DQG©IHZHU©SURJUDPV�©

According to the 209«3HWURP«����«6XUYH\«RI«2UJDQL]DLWRQDO«2PEXGV«3UDFWLFHV©�DQ©LQIRUPDO©VDPSOH©
FRQGXFWHG©GXULQJ©WKH©DQQXDO©,2$©FRQIHUHQFH�©LW©VHHPV WKDW©LQGLYLGXDO©2PEXGV´©SUDFWLFHV©UHPDLQ©
IRFXVHG©RQ©KRZ©WR©±FUDIW©DQ©HOHJDQW©°©DQG©RIWHQ©XQLTXH©°©UHVROXWLRQ©WR©HDFK©SDUWLFXODU©VLWXDWLRQ���²23 

ZKLOH©QHJOHFWLQJ©WKH©DW©OHDVW©HTXDOO\©LPSRUWDQW©SURJUDPPDWLF©IRFXV�©E\©ZKLFK©DQ©2PEXGV©SURJUDP©
FDQ©FRQWULEXWH©WR©LWV©RUJDQL]DWLRQ�©7KH©VXUYH\©UHVSRQVHV©VXJJHVWHG©VRPH©VWLOO©GR©QRW©UHFRJQL]H©WKH©
YDOXH©RI©DQ©RUJDQL]DWLRQDOO\©DOLJQHG©DQG©LQWHUFRQQHFWHG©SURJUDP�©)RU©H[DPSOH�©ZKHQ©DVNHG©WR©UDWH©
WKH©TXDOLW\©RI©H[HFXWLYH©OHDGHUVKLS V́©VXSSRUW©RI©WKH©2PEXGV©RI½FH�©UHVSRQGHQWV©LQGLFDWHG©WKDW©WKH©
([HFXWLYH©%RDUG©���©SHUFHQW��©&)2©RU©)LQDQFLDO©RI½FHUV©���©SHUFHQW��©DQG©RWKHU©([HFXWLYHV´©���©SHUõ
FHQW�©VXSSRUW©ZDV©QRW©RQO\©QRW©SUHVHQW�©EXW©DFWXDOO\©QRW©DSSOLFDEOH�24©:KHQ©DVNHG©WR©UDWH©GLIIHUHQW©
DUHDV´©DWWLWXGHV©DERXW©WKHLU©SURJUDP�©UHVSRQGHQWV©VWDWHG©WKDW©VXFK©UHODWHG©IXQFWLRQV©DV�©&RPSOLDQFH©
���©SHUFHQW��©+5©��©SHUFHQW��©DQG©/HJDO©��©SHUFHQW�©ZHUH©DOVR©QRW©DSSOLFDEOH�©7KHVH©UHVSRQVHV©KLQW©
WKDW©VRPH©2PEXGV©SUDFWLWLRQHUV©VHH©WKHPVHOYHV©DV©QRW©MXVW©³LQGHSHQGHQW�´©EXW©RUJDQL]DWLRQDOO\©
GLVFRQQHFWHG�
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The Case To Expect More Cases
,Q©KHU©7('©7DON©Dare to Disagree�©0DUJDUHW©+HIIHUQDQ©QRWHV©WKDW©��©SHUFHQW©RI©$PHULFDQ©DQG©(XURSHõ
DQ©PDQDJHUV©DUH©DIUDLG©RI©ZKDW©FRQ¾LFW©SURYRNHV�©DIUDLG©WR©JHW©LQWR©DUJXPHQWV©WKH\©DUH©XQVXUH©KRZ©
WR©PDQDJH©RU©EHOLHYH©WKH\©ZRXOG©ORVH��� Countless issues and concerns go unraised, costing organiõ
]DWLRQV©XQTXDQWL½DEOH©H[SHQVH©LQ©PLVVHG©GHDGOLQHV�©IDLOHG©SURMHFWV�©LOOõHTXLSSHG©SHUVRQQHO©RU©IDXOW\©
SURGXFWV©�DW©EHVW�©DQG©PDVVLYH©ODZVXLWV�©GDPDJHG©UHSXWDWLRQV©RU©EDQNUXSW©EXVLQHVVHV©�DW©ZRUVW��©7R©
LOOXVWUDWH�©LPDJLQH©D©K\SRWKHWLFDO©�����õSHUVRQ©RUJDQL]DWLRQ�©ZLWK©D©PDQDJHPHQW©WLHU©RI©����©7KLV©��©
SHUFHQW©HTXDWHV©WR©���©PDQJHUV�©ZKR©FRXOG©EH©KLJK©TXDOLW\©SRWHQWLDO©XVHUV©RI©DQ©2PEXGV©SURJUDP�©
,I©RQO\©KDOI©DFFHVVHG©WKH©2PEXGV©SURJUDP©�����©WKH©XVDJH©UDWH©���©SHUFHQW�©ZRXOG©PRUH©WKDQ©GRXEOH©
WKH©ZLGHO\©±DFFHSWHG²©QRUPDO©UDWH�

7KH©(WKLFV©5HVHDUFK©&HQWHU©�(5&�©����©1DWLRQDO©%XVLQHVV©(WKLFV©6XUYH\©QRWHG©��©SHUFHQW©RI©WKRVH©
VXUYH\HG©REVHUYHG©PLVFRQGXFW©LQ©WKH©ZRUN©SODFH�26©,Q©�����©RI©WKRVH©ZKR©REVHUYHG©PLVFRQGXFW�©��©
SHUFHQW©DQVZHUHG©WKH\©GLG©QRW©UHSRUW©ZKDW©WKH\©VDZ�©2I©WKH©��©SHUFHQW©ZKR©GLG©UHSRUW©PLVFRQGXFW�©
PRUH©WKDQ©RQHõLQõ½YH©ZRUNHUV©VDLG©WKH\©H[SHULHQFHG©UHWDOLDWLRQ�©:KDW©GRHV©WKLV©VXJJHVW©IRU©2PEXGV©
SURJUDPV"©5HWXUQLQJ©WR©WKH©K\SRWKHWLFDO©RUJDQL]DWLRQ©WKH©��©SHUFHQW©ZKR©REVHUYHG©PLVFRQGXFW©
HTXDOV©���©SHRSOH�©2I©WKHVH©���©RU©��©SHUFHQW©GLG©QRW©UHSRUW©WKH©REVHUYHG©PLVFRQGXFW�©$©VXE©JURXS©
RI©WKHVH©QRQõUHSRUWHUV©LV©HVSHFLDOO\©VWDUWOLQJ�©QHDUO\©��©SHUFHQW©RI©QRQõUHSRUWHUV©���©SHRSOH©LQ©WKH©
�����©SHRSOH©FRPSDQ\�©ZDQWHG©WR©UHSRUW�©EXW«GLG«QRW«NQRZ«ZKHUH«WR«JR«LQ«WKH«RUJDQL]DWLRQ�

5HJDUGOHVV©RI©WKH©UHDVRQ©IRU©QRW©UHSRUWLQJ�©WKH©PDWK©UHVXOWV©LQ©��©SHUFHQW©RI©WKH©RUJDQL]DWLRQ©DV©
KDYLQJ©KDG©UHDVRQ©WR©DFFHVV©WKH©2PEXGV©UHJDUGLQJ©WKH©LVVXH©RI©PLVFRQGXFW©DORQH�©)XUWKHUPRUH�©RI©
WKRVH©���©ZKR©REVHUYHG©PLVFRQGXFW�©��©SHUFHQW©UHSRUWHG©LW©DQG�©RI©WKDW©JURXS�©��©SHUFHQW©RU©��©SHRSOH©
ZHUH©UHWDOLDWHG©DJDLQVW�©7KLV©LV©DQRWKHU©SRRO©RI©KLJKõSRWHQWLDO©2PEXGV©XVHUV©LQ©WKH©RUJDQL]DWLRQ�©$V©
WKHVH©WZR©JURXSV©DUH©127©H[FOXVLYH�©FRPELQLQJ©WKHVH©JURXSV©PHDQV©���©LQGLYLGXDOV©KDG©VROLG©PRWLõ
YDWLRQV©WR©DFFHVV©WKH©2PEXGV�©7KDW©HTXDOV©��©SHUFHQW©RI©WKH©RUJDQL]DWLRQ�©

,I©HYHQ©KDOI©WKLV©JURXS©DFFHVVHG©WKH©SURJUDP�©LW©ZRXOG©EH©DQRWKHU©±UHFRUGõVHWWLQJ²©2PEXGV©XVDJH©
UDWH©RI©��©SHUFHQW�©�1RWH�©WKLV©SHUFHQWDJH©RQO\©LQFOXGHV©LVVXHV©RI©PLVFRQGXFW�©LW©GRHV©QRW©LQFOXGH©WKH©
PRVW©W\SLFDO©2PEXGV©SURJUDP©FDVH©W\SHV©VXFK©DV�©FRPSHQVDWLRQ©RU©FDUHHU©GHYHORSPHQW��©*LYHQ©
HLWKHU©H[DPSOH�©ZKDW©LV©WKH©H[SODQDWLRQ©IRU©WKH©W\SLFDO�©UHSRUWHG©XVDJH©UDWH©RI©RQO\©�©õ©�©SHUFHQW"©7KH©
GLIIHUHQFH©VXJJHVWV©D©VLJQL½FDQW©QXPEHU©RI©SRWHQWLDO©XVHUV©DUH©IRU©VRPH©UHDVRQ©QRW©DFFHVVLQJ©2PEXGV©
SURJUDPV�
 

2QH©DGGLWLRQDO©UHIHUHQFH©RI©ZRUN©SODFH©QHHG©IRU©2PEXGV©SURJUDPV©°©*DOOXSV́©����«6WDWH«
of the Global Work place©FRQFOXGHV�©±¨��©SHUFHQW©RI©WKH©ZRUOG V́©HPSOR\HHV©KDYH©HVVHQWLDOO\©
FKHFNHG©RXW�©DQG©DQ©DGGLWLRQDO©��©SHUFHQW©DUH©DFWLQJ©RXW©WKHLU©XQKDSSLQHVV©DQG©XQGHUPLQLQJ©
WKH©DFFRPSOLVKPHQWV©RI©WKH©��©SHUFHQW©ZKR©DUH©FRPPLWWHG©WR©LQQRYDWLRQ©DQG©RUJDQL]DWLRQDO©
SURJUHVV�²27

&RQVLGHULQJ©WKHVH©ZLGH©UDQJLQJ©WRSLFV©IURP©HQJDJHPHQW�©OR\DOW\�©DQG©ZURQJ©GRLQJ�©LI©RQO\©��©
SHUFHQW©SHUFHQW©RI©DOO©WKH©SHRSOH©H[SHULHQFLQJ©MXVW©WKHVH©FKDOOHQJHV©IRXQG©WKHLU©ZD\©WR©WKH©2PEXGV©
SURJUDP�©RQH©FRXOG©DQWLFLSDWH�©DW©WKH©YHU\©OHDVW�©GRXEOH©GLJLW©XVDJH©UDWHV©WR©EH©WKH©QRUP�©%XW�©WKH\©
DUH©QRW�©7KH©DXWKRUV©FRQWHQG©WKDW©LW©LV©QRW©EHFDXVH©VR©IHZ©HPSOR\HHV©ZDQW©KHOS�©EXW©EHFDXVH©WRR©IHZ©
DUH©DZDUH�©XQGHUVWDQG©RU©WUXVW©2PEXGV©SURJUDPV�©
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%DVHG©RQ©WKH©OLWHUDWXUH�©YHU\©IHZ©SURJUDPV©NQRZ©RU©SXEOLVK©WKH©DFWXDO©SHUFHQWDJHV©RI©SHRSOH©LQ©WKH©
RUJDQL]DWLRQ©ZKR©DUH�©��©aware©RI©WKH©2PEXGV©SURJUDP�©��©understand©WKH©SURJUDP�©VXFK©WKDW©WKH\©
FDQ©GLIIHUHQWLDWH©LW©IURP©WKH©RWKHU©UHODWHG©IXQFWLRQV©DQG©FRPPXQLFDWLRQV©FKDQQHOV�©DQG©WKHUHIRUH©��©
trust�©LQ©DGYDQFH©RI©QHHG�©WKDW©WKH©2PEXGV©LV©WUXO\©LQGHSHQGHQW©DQG©FRQ½GHQWLDO�©DQG©FDQ©DFWXDOO\©
EH©RI©PHDQLQJIXO©DVVLVWDQFH�©7KH©DXWKRUV©NQRZ©RI©RQO\©RQH©RUJDQL]DWLRQ©WKDW©DQQXDOO\©TXHULHV©WKHLU©
HQWLUH©SRWHQWLDO©XVHU©SRSXODWLRQ©RQ©WKH©LVVXHV©RI©DZDUHQHVV©DQG©XQGHUVWDQGLQJ©DQG©VXEVHTXHQWO\©
UHSRUWV©WKH©UHVXOWV©WR©WKH©HQWLUH©ZRUNIRUFH�©DFFRPSDQLHG©E\©D©PHVVDJH©RI©VXSSRUW©IURP©WKH©&(2�©
'XULQJ©LQWHUYLHZV©IRU©WKLV©DUWLFOH©DQG©HOVHZKHUH�©2PEXGV©KDYH©UHSHDWHGO\©VWDWHG©WKH\©ZRXOG©OLNH©
WR©GR©VXFK©VXUYH\V©EXW©GR©QRW©KDYH©WKH©UHVRXUFHV©RU©VXSSRUW©WR©GR©VR�©2WKHUV©KDYH©H[SODLQHG©WKHLU©
RUJDQL]DWLRQV©DUH©QRW©LQWHUHVWHG©LQ©VXFK©LQIRUPDWLRQ�©VR©WKH\©GR©QRW©SXUVXH©LW�©7KLV©LQ©WXUQ©H[SDQGV©
WKH©2PEXGV©SURJUDPV́©FDSDFLW\©WR©UHDFK©DQG©LQIRUP©DOO©SRWHQWLDO©XVHUV�©DV©ZHOO©DV©KHOS©DOO©DFWXDO©
SURJUDP©XVHUV�©

:KHWKHU©UHDGLQJ©D©UHSRUW©LVVXHG©E\©WKH©(5&�©*DOOXS�©.30*©RU©DQ\©QXPEHU©RI©RWKHU©SROOV©RU©VXUYH\V©
DERXW©WKH©ZRUN©SODFH�©WKH©FRPPRQ©½QGLQJV©DUH©WRGD\ V́©ZRUN©H[SHULHQFH©IRU©PRVW©LV©GLVHQJDJHG�© 
XQVDWLV½HG�©DQG©IHDUIXO�©7KLV©VXJJHVWV©D©ODUJH©SRSXODWLRQ©ZLWK©LVVXHV©DQG©FRQFHUQV©DSSURSULDWH©IRU© 
2PEXGV©SURJUDPV�©<HW©WKH\©GR©QRW©XVH©WKH©SURJUDPV�©:K\"

,W©LV©XQUHDVRQDEOH©WR©H[SHFW©WKDW©HYHU\RQH©ZLWK©DQ©LVVXH©ZRXOG©VHHN©KHOS©IURP©DQ©2PEXGV©SURJUDP�©
5HVHDUFK©VKRZV©WKH©FKDOOHQJHV©RI©FRPLQJ©IRUZDUG©DQG©VHHNLQJ©KHOS©DUH©IDU©JUHDWHU©WKDQ©JHQHUDOO\©
WKRXJKW�©+HOSõSURYLGHUV�©LQ©SDUWLFXODU�©FDQ©RYHUHVWLPDWH©WKH©OLNHOLKRRG©RI©SHRSOH©VHHNLQJ©KHOS�28 

+RZHYHU�©QRWKLQJ©LQ©WKLV©OLWHUDWXUH©VXJJHVWV©WKH©2PEXGV©FRPPXQLW\©RU©KRVW©RUJDQL]DWLRQV©VKRXOG©
EH©VDWLV½HG©ZLWK©XVDJH©UDWHV©RI©�©õ©�©SHUFHQW�©

The Case To Expect More Programs
,Q©�����©WKH©WKHQ©2PEXGVPDQ©$VVRFLDWLRQ©DQG©8QLYHUVLW\©DQG©&ROOHJH©2PEXGVPDQ©$VVRFLDWLRQV́©
PHPEHUVKLSV©WRWDOHG©VOLJKWO\©PRUH©WKDQ©����©7KDW©VDPH©\HDU�©WKH©(WKLFV©DQG©&RPSOLDQFH©2I½FHUV©
$VVRFLDWLRQ©�(&2$�©ZDV©IRXQGHG©ZLWK©��©WRWDO©PHPEHUV�©7KLV©\HDU�©,2$©KDV©DQ©DSSUR[LPDWH©
PHPEHUVKLS©RI©����©(&2$V́©PHPEHUVKLS©HTXDOV©������©$Q©DGGLWLRQDO©���©EHORQJ©WR©DQRWKHU©
FRPSHWLQJ©DVVRFLDWLRQ©IRU©D©WRWDO©RI©DSSUR[LPDWHO\©�����©±TXDOL½HG²©HWKLFV©RI½FHUV�29 Had the 

2PEXGV©FRPPXQLW\©JURZQ©DW©WKH©VDPH©UDWH©DV©WKH©HWKLFV©RI½FHU©FRPPXQLW\�©WKHUH©ZRXOG©EH©PRUH©
WKDQ©������©,2$©PHPEHUV�30

7KRVH©RULJLQDO©��©PHPEHUV©RI©WKH©(&2$©ZHUH©DOO©LQ©WKHQ©)RUWXQH©���©RUJDQL]DWLRQV�©
7RGD\�©PRUH©WKDQ©��©SHUFHQW©�����©RI©WKH©)RUWXQH©���©DUH©UHSUHVHQWHG©LQ©(&2$©PHPEHUVKLS�©
%\©FRQWUDVW�©,2$V́©WRWDO©)RUWXQH©���©UHSUHVHQWDWLRQ©LV©QR©PRUH©WKDQ©�©SHUFHQW©�����31

6HYHUDO©IDFWRUV�©ZKLFK©WKLV©DUWLFOH©GRHV©QRW©KDYH©WKH©VSDFH©WR©DGGUHVV�©FRQWULEXWH©WR©WKH©
FRPSDUDWLYHO\©VORZ©JURZWK©RI©RUJDQL]DWLRQDO©2PEXGV©SURJUDPV©LQ©WKH©)RUWXQH©����©+RZHYHU�©
WKH©DXWKRUV©EHOLHYH©WKH©SULPDU\©UHDVRQ©LV©WKDW©WRR©IHZ©XQGHUVWDQG©RU©DSSUHFLDWH©WKH©IXQFWLRQV́©
EHQH½WV�©7KH©½HOG©KDV©EHHQ©UHOXFWDQW©WR©HQDFW©WKH©OHDGLQJ©SUDFWLFH©RI©SURJUDPV©IXOO\©GHFODULQJ©
WKHLU©FRQWULEXWLRQV©DQG©YDOXH�©&RQVHTXHQWO\�©WKH©IXQFWLRQ©UHPDLQV©ODUJHO\©XQNQRZQ©DQG©HYHQ©OHVV©
XQGHUVWRRG�
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7KHVH©LQDFWLRQV©KDYH©FRQWULEXWHG©WR©WKH©FRQVWUDLQHG©JURZWK©RI©WKH©½HOG©DQG©WKH©GHWULPHQW©RI©
LQGLYLGXDO©SURJUDPV�©:KLOH©ZULWLQJ©WKLV©DUWLFOH�©WKH©DXWKRUV©EHFDPH©DZDUH©RI©WZR©FRUSRUDWH©SURJUDPV©
WKDW©ZHUH©HOLPLQDWHG©DQG©RQH�©ZKLFK©ZDV©±UHGXFHG�²©9DOXH©LV©QRW©MXVW©D©FRUSRUDWH©LVVXH�©$OVR©ZKLOH©
ZULWLQJ©WKLV©DUWLFOH�©7KH©8QLYHUVLW\©RI©&RORUDGR©%RXOGHU©SUHVHQWHG©LWV©2PEXGV©SURJUDP©DQG©DOO©WKH©
RWKHU©XQLYHUVLW\©GHSDUWPHQWV©DQG©SURJUDPV�©ZLWK©DQ©Administrative Program Prioritization Self-Study 
Form©WR©FRPSOHWH�©&RPSULVHG©RI©PRUH©WKDQ©��©TXHVWLRQV�©WKH©IRUPV́©LQWURGXFWLRQ©H[SODLQHG�

7KH©8QLYHUVLW\©RI©&RORUDGR©%RXOGHU©LV©XQGHUWDNLQJ©D©SURJUDP©SULRULWL]DWLRQ©LQLWLDWLYH©WR©KHOS©XV©
PDNH©VWUDWHJLF©GHFLVLRQV©DERXW©WKH©SULRULWL]DWLRQ©RI©FRUH©DFDGHPLF©DQG©DGPLQLVWUDWLYH©UHVRXUFHV© 
LQ«VXSSRUW«RI«RXU«PLVVLRQ�©¨7KH©SULRULWL]DWLRQ©RI©DGPLQLVWUDWLYH©SURJUDPV©DW©&8©%RXOGHU©LV©
LQWHQGHG©WR©EH©DQ©REMHFWLYH©DQG©evidence-based©SURFHVV�©
(authors’ emphasis)

The Administrative Program Prioritization Self-Study Form©TXHVWLRQV©LQFOXGHG�
�© +RZ©GRHV©\RXU©SURJUDP©DOLJQ©ZLWK©WKH©8QLYHUVLW\ V́©VWUDWHJLF©SODQ"©
�© ,V©LW©HVVHQWLDO©WKDW©WKH©8QLYHUVLW\©RIIHU©WKLV©VHUYLFH"©
�© :KDW©ZRXOG©EH©WKH©LPSDFW©LI©WKH©8QLYHUVLW\©GLG©QRW©RIIHU©WKLV©VHUYLFH"
�© ©'RHV©\RXU©SURJUDP©DOLJQ©ZLWK©WKH©8QLYHUVLW\ V́©VLJQDWXUH©DUHDV©RI©UHVHDUFK"©©
© &RQVLGHU�
�J©©,V©\RXU©SURJUDP©QHFHVVDU\©RU©EHQH½FLDO©IRU©WKH©SURPRWLRQ©RI©UHVHDUFK�©WHDFKLQJ©DQG©RXWUHDFK�
�J©©,V©\RXU©SURJUDP©YDOXHõDGGHG�©DOWKRXJK©QRW©UHTXLUHG�©WR©HGXFDWH©VWXGHQWV©DQG©HQKDQFH©

WKHLU©VXFFHVV©DQG�RU©VXSSRUW©RWKHU©8QLYHUVLW\©JRDOV�©RU
�J©©,V©\RXU©SURJUDP©FULWLFDO©WR©WHDFKLQJ�©OHDUQLQJ�©UHVHDUFK©DQG©GLVFRYHU\©WR©WDNH©SODFH"

7KHVH©DQG©RWKHU©TXHVWLRQV�©GHPRQVWUDWH©WKLV©RUJDQL]DWLRQV́©LQWHUHVW©LQ©KRZ©DOO©SURJUDP©DFWLYLWLHV�©
LQFOXGLQJ©WKH©2PEXGV©SURJUDP�©DOLJQ�©DQG©FRQWULEXWH©WR©WKH©8QLYHUVLW\ V́©PLVVLRQ�©
 

&RQYHUVHO\�©WKH©DXWKRUV©EHFDPH©DZDUH©RI©WZR©SURJUDPV©�RQH©FRUSRUDWH©DQG©RQH©1*2�©H[SDQGHG©RU©
ZHUH©FRQVLGHULQJ©H[SDQVLRQ�©GXULQJ©WKH©ZULWLQJ©RI©WKLV©DUWLFOH�©EHFDXVH©WKH©RUJDQL]DWLRQV©UHFRJQL]HG©
WKH©FRQWULEXWLRQV©DQG©KRZ©WKRVH©FRQWULEXWLRQV©ZHUH©YDOXH©DGGLWLRQV©WR©WKH©RUJDQL]DWLRQ�©7KH©
,QWHUQDWLRQDO©&RPPLWWHH©RI©WKH©5HG©&URVV V́©'HSXW\©'LUHFWRU©*HQHUDO©%DOWKDVDU©6WDHKHOLQ©GHVFULEHG©
WKH©SODQ©WR©H[SDQG©WKHLU©2PEXGV©IXQFWLRQ©DV©D©±¨ORJLFDO©DQG©LPSRUWDQW©VWHS©DOLJQHG©ZLWK©RXU©
VWUDWHJLF©³RQH©JOREDO©ZRUNIRUFH´©LQLWLDWLYH�²©

The Case From Other Functions About Value
2PEXGV©DUH©QRW©DORQH©LQ©WKH©FKDOOHQJH©WR©LGHQWLI\©WKHLU©FRQWULEXWLRQV�©The University Administrative 
Program Prioritization Self-Study Form©TXHULHG©DOO©IXQFWLRQV�©6LPSOH©VHDUFKHV©UHYHDO©GR]HQV©RI©DUWLFOHV©
DWWHPSWLQJ©WR©GHPRQVWUDWH©WKH©±YDOXH�²©±52,�²©RU©±FRVWõEHQH½WV²©RI©UHODWHG©IRUPDO©IXQFWLRQV©VXFK©DV�©+Xõ
PDQ©5HVRXUFHV�©(WKLFV�&RPSOLDQFH�©DQG©(PSOR\HH©$VVLVWDQFH©3URJUDPV�©0HDVXUHPHQW©LV©DQ©LVVXH©RI©WKH©
WLPHV�©+RZHYHU�©WKRVH©RWKHU©UHODWHG�©IRUPDO©IXQFWLRQV©KDYH©EHWWHU©±IRRW©KROGV²©°©WKDW©LV©WKH\©DUH©EHWWHU©
XQGHUVWRRG©DQG©UHSUHVHQWHG©LQ©RUJDQL]DWLRQV�©0RUH©RUJDQL]DWLRQDO©OHDGHUV©DUH©DZDUH©RI©DQG©XQGHUõ
VWDQG©WKHVH©RWKHU©IXQFWLRQV�©0DQ\©OHDGHUV©KDYH©VWDIIHG©WKHVH©RWKHU©IXQFWLRQV©�PRUH©WKDQ©��©SHUFHQW©RI©
)RUWXQH©���©&(2V©KDYH©EHHQ©KLJK©OHYHO©+5©PDQDJHUV�©IRU©H[DPSOH�©QRQH©KDYH©EHHQ©2PEXGV��©

&RQVLGHULQJ©WKH©UHODWHG©½HOG©RI©+XPDQ©5HVRXUFHV�©LW©LV©JHQHUDOO\©DFFHSWHG©WKDW©DQ©+5©V\VWHP©HIIHFWV©
LWV©RUJDQL]DWLRQV́©RYHUDOO©RXWFRPHV�©5HVHDUFK©E\©1LVKLL©DQG©RWKHUV©SXWV©IRUWK©RWKHUZLVH�©±¨WKH©HIIHFW©
RI©+5©SUDFWLFHV©LV©QRW©OLNHO\©WR©EH©DXWRPDWLF©DQG©DOZD\V©DV©H[SHFWHG�©LQVWHDG�©WKHLU©HIIHFW©ZLOO©UHVLGH©LQ©
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WKH©PHDQLQJV©WKDW©HPSOR\HHV©DWWDFK©WR©WKRVH©SUDFWLFHV�²32©$FFRUGLQJO\�©HPSOR\HH©SHUFHSWLRQ�©NQRZOõ
HGJH©DQG©EHOLHI©DERXW©DQ©2PEXGV©SURJUDP©WKHQ©EHFRPHV©SDUDPRXQW©WR©D©SURJUDPV́©FDSDFLW\©DQG©
WKH©FRUUHVSRQGLQJ©YDOXH©DGGLWLRQ�©

,Q©�����©.30*©UHSRUWHG©WKH©DQQXDO©FRVW©RI©*RYHUQDQFH�©5LVN�©DQG©&RPSOLDQFH©�*5&�©FRQVXPHV©PRUH©
WKDQ©�©SHUFHQW©RI©DQ©RUJDQL]DWLRQV́©DQQXDO©UHYHQXHV�©7KLV©YDVWO\©H[FHHGV©WKH©FRVW©RI©DQ\©2PEXGV©SURõ
JUDP�©$OPRVW©WZRõWKLUGV©RI©UHVSRQGHQWV©WR©WKH©.30*©VWXG\©FRQVLGHUHG©*5&©±FRQYHUJHQFH²©�EULQJLQJ©
*5&©LQWR©D©VLQJOH©V\VWHPLF©XQLW�©D©FRVW�©UDWKHU©WKDQ©DQ©LQYHVWPHQW�©DQG©RQO\©��©SHUFHQW©VDLG©WKDW©WKH\©
ZHUH©HIIHFWLYH©DW©TXDQWLI\LQJ©WKH©EHQH½WV©RI©WKHVH©DFWLYLWLHV�©7KH©*5&©FRGL½HG©/LVW©RI©%HQH½WV©LQFOXGHV�©

�© 6PDUWHU©VWUDWHJLF©GHFLVLRQõPDNLQJ
• Effective resource management

�© /RZHUHG©ULVN©DQG©FRQWURO©FRVWV
• Eliminated silos

�© 2SWLPL]HG©FDSLWDO©DOORFDWLRQV
�© $XWRPDWHG©ZRUN¾RZV
�© 0LQLPL]HG©GXSOLFDWLRQ©RI©HIIRUW
�© /RZHUHG©YXOQHUDELOLW\©WR©DWWULWLRQ
�© 5HGXFHG©LQVXUDQFH©SUHPLXPV33

:LWK©WKH©H[FHSWLRQ©RI©DXWRPDWHG©ZRUN¾RZV�©2PEXGV©SURJUDPV©DOVR©FODLP©WKHVH©FRQWULEXWLRQV�©

7KHVH©H[DPSOHV©VXJJHVW©HPSOR\HH©DWWLWXGH©DQG©ZKDW©RWKHUV©LQ©RUJDQL]DWLRQV©DUH©DFWLYHO\©PDNLQJ©D©
FDVH©DERXW©ZKDW©WKH\©FRQWULEXWH©DQG©ZK\©WKH\©VKRXOG©EH©YDOXHG�©$GGLWLRQDOO\�©PDQ\©RI©WKH©RXWFRPHV©
SDUDOOHO©2PEXGV©IXQFWLRQ©FRQWULEXWLRQV�©*LYHQ©WKDW©PRVW©RWKHU©IXQFWLRQV©DUH©PRUH©FRPPRQ©DQG©
WKHUHIRUH©PRUH©XQGHUVWRRG�©2PEXGV©SURJUDPV©DSSHDU©WR©KDYH©PRUH©ZRUN©WR©HQVXUH©RUJDQL]DWLRQV©FDQ©
UHFRJQL]H©WKHLU©XQLTXH©FRQWULEXWLRQV©DQG©YDOXH�©$V©DQ©2PEXGV©IURP©D©FRUSRUDWH©SURJUDP©H[SODLQHG�©

:H©DUH©FDOOHG©RQ©WR©GR©WKDW©ZKLFK©LV©EH\RQG©WKH©VWDQGDUG©H[SHFWDWLRQ©RI©PDQDJLQJ©WKH©LQGLõ
YLGXDO©SUREOHP©RQ©D©FDVH©E\©FDVH©EDVLV�©:H©DUH©KHUH©WR©DLG©OHDGHUV©LQ©WKLQNLQJ©DQG©FRPSOH[©
SUREOHP©VROYLQJ�©:H©DUH©VRXJKW©RXW©IRU©RXU©RSLQLRQ©RQ©LPSRUWDQW©RUJDQL]DWLRQDO©GHFLVLRQV©
EHFDXVH©RI©RXU©FRQQHFWLRQ�©:H©DUH©NH\©WKRXJKW©SDUWQHUV©WR©OHDGHUV©DQG©PDQDJHUV©RI©DOO©
OHYHOV�©7KLV©LV©ZKHUH©RXU©JUHDWHVW©YDOXH©LV�34

*UHDWHU©GHJUHHV©RI©$(,©DUH©HVVHQWLDO©WR©DFKLHYH©WKLV©SURJUDPV́©GHJUHH©RI©RUJDQL]DWLRQDO©WUXVW©DQG©
LQYROYHPHQW�

CONTRIBUTION AND VALUE ADDITION
&RQWULEXWLRQ©UHIHUV©WR©HYHU\WKLQJ©WKH©RUJDQL]DWLRQ©JDLQV�©HYHU\WKLQJ©WKDW©KDSSHQV�©LQWHQGHG©DQG©
XQLQWHQGHG�©EHFDXVH©WKH©2PEXGV©SURJUDP©H[LVWV�©&RQWULEXWLRQ©LV©D©ZD\©WR©±EXQGOH²©DOO©WKH©DFWLYLWLHV©RI©
WKH©2PEXGV©program©DQG©WKH©2PEXGV©practitioner,©EXW©DOVR©D©ZD\©WR©WKLQN©RI©WKH©LPSDFWV©RQ©WKRVH©RUõ
JDQL]DWLRQDO©PHPEHUV©ZKR©GR©QRW©KDYH©GLUHFW©LQWHUIDFH©ZLWK©WKH©SURJUDP�©\HW©DUH©DIIHFWHG©E\©LW�©$QG\©
2´'RQQHOO�©IRUPHU©H[HFXWLYH©YLFH©SUHVLGHQW©LQ©WKH©2I½FH©RI©WKH©&(2©DW©%DNHU©+XJKHV�©,QF��©ZKR©ZDV©
LQYROYHG©LQ©WKH©GHYHORSPHQW©RI©WKH©R��©KLV©FRPSDQ\ V́©2PEXGV©SURJUDP�©GHVFULEHG©WKLV©SKHQRPHQRQ©
VD\LQJ�©±)RU©HPSOR\HHV�©NQRZLQJ©WKH©SURJUDP©H[LVWV©LV©MXVW©DV©LPSRUWDQW©DV©XVLQJ©LW�²©7KLV©YLHZ©SRLQW©
H[LVWV©DW©WKH©,QWHUQDWLRQDO©&RPPLWWHH©RI©WKH©5HG©&URVV©DV©ZHOO�©7KH©'HSXW\©'LUHFWRU©*HQHUDO©%DOWKDVDU©
6WDHKHOLQ�©H[SODLQHG�©±©>7KH©2PEXGV©SURJUDP@©LV©DQ©H[SUHVVLRQ©RI©LQWHUHVW©LQ©SRVVLEOH©SUREOHPV���²©+H©
FRQWLQXHG�©±>:H@©DUH©LQWHUHVWHG©LQ©D©SODWIRUP©DQG©D©VSDFH©IRU©GLDORJXH©IRU©SUHYHQWDWLYH©DFWLRQ�²
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%\©FRQWUDVW�©YDOXH©DGGLWLRQ©LV©D©VPDOOHU©VHW�©9DOXH©DGGLWLRQ©LV©ZKDW©WKH©organization recognizes and 
appreciates DV©RFFXUULQJ�©GXH©WR©D©SURJUDPV́©SUHVHQFH©DQG©DFWLYLWLHV�©7KHVH©DGGLWLRQV©FDQ©EH©ERWK©
LQWHQGHG©DQG©XQLQWHQGHG�©EXW©WKH©NH\©LV©WKH©RUJDQL]DWLRQV́©UHFRJQLWLRQ�©

$(,©2PEXGV©SURJUDPV©SURYLGH©JUHDWHU©YDOXH©DGGLWLRQ�©DV©WKH©SURJUDP©DQG©WKH©RUJDQL]DWLRQ©KDYH©
QHJRWLDWHG©WKH©KRSHG©IRU©JDLQV�©-RLQWO\©FUHDWHG©DQG©HQDFWHG©DSSURSULDWH©SURFHVVHV©�GDWD©VKDULQJ�©
GH½QLWLRQ©JHQHUDWLRQ�©H[HFXWHG©XQGHU©WKH©KHDGLQJ©RI©LQWHJUDWLRQ�©HQDEOH©ERWK©WKH©SURJUDP©WR©
DFFRXQW©IRU©LWV©FRQWULEXWLRQV©DQG©WKHQ©FRQVHTXHQWO\©IRU©WKH©RUJDQL]DWLRQ©WR©DFNQRZOHGJH©WKH©YDOXH�©
)RU©H[DPSOH�©(DWRQV́©2I½FH©RI©WKH©2PEXGV©KDV©D©JOREDO©PDQGDWH�©ZKLFK©FRQWLQXHV©WR©H[SDQG©DQQXõ
DOO\�©%XVLQHVV©QHHGV�©LGHQWL½HG©WKURXJK©D©FROODERUDWLYH©FRPPXQLFDWLYH©SURFHVV©LQIRUP©WKH©FKRLFHV©
UHJDUGLQJ©ZKHUH©WKH©(DWRQ©SURJUDP©ZLOO©QH[W©SURYLGH©2PEXGV©VHUYLFHV��� 

6XFK©DQ©$(,©SURJUDP©DOVR©FRQQHFWV©ZLWK©RWKHU©IXQFWLRQV�©7KXV�©RWKHUV©FDQ©GHFODUH©WKH©YDOXH©DGGLWLRQV©
PDGH©E\©WKH©2PEXGV©SURJUDP�©)RU©H[DPSOH�©LI©EHFDXVH©RI©WKH©2PEXGV©SURJUDP�©FRPSOLDQFH©
H[SHULHQFHV©D©UHGXFWLRQ©LQ©WKH©QXPEHU©RI©KRWOLQH©FDOOV©WKDW©GR©QRW©QHHG©LQYHVWLJDWLRQ�©EHFDXVH©
WKH\©GLG©QRW©ULVH©WR©WKH©OHJDO©WKUHVKROG�©FRPSOLDQFH©FRXOG©EH©RQH©WR©VXJJHVW©WKH©2PEXGV©SURJUDP©
LPSDFWHG©WKH©VLWXDWLRQ�©

:KHUH©D©SURJUDPV́©FRQWULEXWLRQV©H[LVW©RQ©WKH©VSHFWUXP©RI©±MXVW©NQRZLQJ²©YDOXH©H[LVWV©WR©WKH©
RUJDQL]DWLRQ©UHO\LQJ©RQ©WKH©SURJUDP©DV©D©YDOXHG©WKRXJKW©SDUWQHU�©GHSHQGV©RQ©WKH©GHJUHH©RI©$(,�©$©
SURJUDP�©GHVLJQHG�©LPSOHPHQWHG©DQG©RSHUDWHG©ZLWK©D©FRPPLWPHQW©WR©LWV©DOLJQPHQW�©HPEHGPHQW©DQG©
LQWHJUDWLRQ�©ZLOO©EH©D©UHVRXUFH©WR©WKH©HQWLUH©RUJDQL]DWLRQ©LQFOXGLQJ©OHDGHUVKLS�©7KH©RUJDQL]DWLRQ©DQG©WKH©
SURJUDP©ZLOO©EH©LQ©KHDOWK\©GLDORJXH©DERXW©ZKDW©LV©SRVVLEOH©DQG©QHHGHG©IURP©HDFK©WR©WKH©RWKHU�

,&5&©2PEXGVPDQ©5HWR©0HLVWHU©GHVFULEHG©WKLV©FKDOOHQJH©IRU©2PEXGV©VD\LQJ�

,I©ZH©KLGH©EHKLQG©WKH©,QGHSHQGHQFH�©1HXWUDOLW\�©,QIRUPDOLW\�©DQG©&RQ½GHQWLDOLW\�©
ZH©DUH©XQGHUõH[SORLWLQJ©WKH©ULFKQHVV©RI©WKH©UHODWLRQVKLSV©DQG©WKH©SRVLWLRQ�©:H©DUH©
QRW©KHOSLQJ©RWKHUV©WR©VHH©WKH©ELJJHU©SLFWXUH�©ZH©DUH©QRW©EHLQJ©D©JRRG©2PEXGV©
LI©ZH©RQO\©IRFXV©RQ©UHVROYLQJ©LQGLYLGXDO©LVVXHV©DQG©FRSLQJV�©:H©PXVW©DOVR©
HPSRZHU©RXUVHOYHV©WR©WDNH©D©VWHS©EH\RQG�©

PREPARING TO ADD VALUE
Becoming Aligned, Embedded and Integrated
9DOXH©DGGLWLRQ©DQG©LWV©PHDVXUHPHQW©GHSHQG©XSRQ©D©SURJUDPV́©$(,�©2SSRUWXQLWLHV©WR©LQFUHDVH©$(,©
DUH©DYDLODEOH©WR©QHZ©DQG©HVWDEOLVKHG©SURJUDPV©DOLNH�©7KRVH©RUJDQL]DWLRQV©MXVW©EHJLQQLQJ©WR©FRQVLGHU©
D©SURJUDP©KDYH©WKH©FKDQFH©WR©±GHVLJQõLQ²©$(,�©(VWDEOLVKHG©SURJUDPV©FDQ©HQKDQFH©WKHLU©$(,©WKURXJK©
FKDQJLQJ©SURJUDP©PDQDJHPHQW©DFWLYLWLHV�©ZLWK©WKH©LQWHQW©WR©LPSURYH©DQG©H[SDQG©FRPPXQLFDWLRQV�©
UHODWLRQV©DQG©SHUFHSWLRQV�©)RU©HLWKHU©D©QHZ©RU©HVWDEOLVKHG©SURJUDP©WKH©RUJDQL]DWLRQV́©PLVVLRQ�©JRDOV©
DQG©REMHFWLYHV©DUH©WKH©VWDUWLQJ©SRLQW©WR©GHYHORS©D©SURJUDPV́©$(,�©7KHVH©HOHPHQWV©DOVR©LQIRUP©WKH©
YDOXH©DGGLWLRQ©PHDVXUHPHQW©FULWHULD�©±:KHUH©SHUIRUPDQFH©LV©PHDVXUHG�©SHUIRUPDQFH©LPSURYHV�©
:KHUH©SHUIRUPDQFH©LV©PHDVXUHG©DQG©UHSRUWHG©WKH©UDWH©RI©LPSURYHPHQW©DFFHOHUDWHV�²36
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,QWHQWLRQDOLW\©DGGHG©WR©WKLV©SUHVFULSWLRQ�©DV©WKH©½HOG©RI©YLVXDOL]DWLRQ©KDV©UHSHDWHGO\©GHPRQVWUDWHG©
\LHOGV©HYHQ©JUHDWHU©RXWFRPHV�©6HYHUDO©HVVHQWLDO©DFWLRQV©ZKLFK©UHTXLUH©FDUHIXO©RUJDQL]DWLRQDO©DQG©
2PEXGV©SURJUDP©LQWHUIDFH©H[LVW�©LQ©RUGHU©WR©FUHDWH©YDOXH�©7KHVH©SRLQWV�©OLVWHG©LQ©)LJXUH©��©FRXOG©EH©
FRQVLGHUHG©WKH©DQWHFHGHQWV©RI©FRQWULEXWLRQ©DQG©YDOXH©DGGLWLRQ�©How these activities are enacted and 

DFKLHYHG©HVWDEOLVKHV©WKH©WRQH©DQG©FRPPLWPHQW©RI©D©SURJUDPV́©$(,�

:LWK©WKHVH©HVVHQWLDO©HOHPHQWV©LQ©SODFH�©D©IRXQGDWLRQ©H[LVWV©IRU©SURJUDPV©WR©HQJDJH©LQ©WKH©IROORZLQJ©
½YH©DFWLYLWLHV©WR©VXSSRUW©DQG©HQKDQFH©WKHLU©FRQWULEXWLRQV�

1. Talk About Value
:KLOH©DQ©RUJDQL]DWLRQ©LGHQWL½HV©WKH©YDOXH©DGGLWLRQ�©WKH©2PEXGV©QHHGV©WR©LQLWLDWH©WKH©GLDORJXH©
GLDORJXH�©ZKLFK©ZLOO©HVWDEOLVK©ZKDW©YDOXH©LV©SRVVLEOH�©6R©FRQWULEXWLRQV©FDQ©EH©IXOO\©UHFRJQL]HG�©
2PEXGV©PXVW©FRPPXQLFDWH©ZLWK©XVHUV�©SRWHQWLDO©XVHUV�©WKH©DXWKRUL]LQJ©HQYLURQPHQW�©DQG©RWKHU©
VWDNHKROGHUV©ZKDW©SRWHQWLDO©YDOXH©WKH©SURJUDP©FRXOG©FUHDWH�©5HFRJQL]LQJ©FRQWULEXWLRQ©DV©D©
YDOXH©DGGLWLRQ©LV©PRUH©OLNHO\©ZKHQ©WKH©H[SHFWDWLRQ©WKDW©LW©PLJKW©KDSSHQ©DQG©WKH©IUDPHZRUN©WR©
DSSUHFLDWH©LW©DOUHDG\©H[LVWV�©7KLV©FRPPXQLFDWLRQ©RFFXUV©RSWLPDOO\©DV©SDUW©RI©WKH©SURJUDP©GHVLJQ©
DQG©LPSOHPHQWDWLRQ�©EXW©FDQ©EHJLQ©DW©DQ\©SRLQW�©7KLV©GLDORJXH©VKRXOG©EH©UHSHDWHG©FRQVLVWHQWO\�©DV©
SDUW©RI©D©SURJUDPV́©LQWURGXFWLRQ©DQG©DW©UHJXODU©LQWHUYDOV�©MRLQWO\©UHõH[DPLQHG©ZLWK©WKH©DXWKRUL]LQJ©
HQYLURQPHQW�©

3URYLGLQJ©D©FRPSLODWLRQ©RI©SRWHQWLDO©SURJUDP©YDOXH©�VHH©)LJXUH©��©DQG©HQJDJLQJ©VWDNHKROGHUV©LQ©
GLVFXVVLRQV©RI©WKH©RUJDQL]DWLRQDO©JRDOV�©DV©ZHOO©DV©ZKDW©ZRXOG©±HYLGHQFH²©WKH©YDOXH©DGGLWLRQ©�L�H�©KRZ©
ZRXOG©WKH\©NQRZ©LW©ZDV©RFFXUUHG�©SUHSDUHV©DQ©RUJDQL]DWLRQ©WR©ERWK©H[SHFW©FRQWULEXWLRQV©DQG©WR©
UHFRJQL]H©KRZ©WKH©2PEXGV©SURJUDP©GLUHFWO\©RU©LQGLUHFWO\©IDFLOLWDWHG©WKHVH�©

Essential Elements To Position Program for Contribution and Value Addition

Structural
Communications & 

Information Management

 

�©© ©&KDUWHU©RU©7HUPV©RI©5HIHUHQFH�©ZKLFK©LV© 
FURVVõUHIHUHQFHG©DQG©FRQJUXHQW©ZLWK©RWKHU© 
RUJDQL]DWLRQ©SROLFLHV

•   3URJUDP©GHVLJQ©SURFHVV©DOLJQHG©ZLWK©PLVVLRQ�©
values and culture of the organization

•   3URJUDP©GHVLJQ©SURFHVV©FRQGXFWHG©XWLOL]LQJ©
HVVHQWLDOV©RI©2PEXGV©SUDFWLFH�©GLDORJXH©EDVHG�©
RSHQ©LQYROYHPHQW©LQFOXGLQJ©YROXQWHHUV�© 
FRQ½GHQWLDOLW\©IRU©FULWLFDO©LQSXWV�©DQG©EURDG© 
RUJDQL]DWLRQDO©UHSUHVHQWDWLRQ

•   Protocols and materials tuned to organizational 

YDOXHV�©FXOWXUH�©DQG©REMHFWLYHV

•   Program governing body established

�©© $(,©LQIRUPHG©SURJUDP©GDWDEDVH

�©© ©,QIRUPDWLRQ©6SHFLDOLVW©SRVLWLRQ©FKDUJHG©WR© 
FRQQHFW©WKH©SURJUDPV́©NQRZOHGJH©JDLQV©ZLWK© 
WKH©RUJDQL]DWLRQ�©DV©DSSURSULDWH

 

 •   2UFKHVWUDWHG�©VWUDWHJLF©FRPPXQLFDWLRQV©SODQ�©
LQFOXGLQJ©ZD\©WR©DGGUHVV©FULVLV©VLWXDWLRQ

•   ,QWUDõQHW©ZHE©VLWH©SDJH�©ZKLFK©XSGDWHV©ZLWK©QHZ©
LQIRUPDWLRQ©DQG©HQJDJHV©SDJHõYLHZHUV

•   ([WHUQDO©IDFLQJ©ZHE©SDJH

•   2PEXGV©UHIHUHQFHG©DQG©OLQNHG©RQ©RWKHU© 
IXQFWLRQV©,QWUDõQHW©SDJHV�©PDWHULDOV©DQG©SROLFLHV©
DV©DSSURSULDWH©DQG©SRVVLEOH

•   2WKHU©IXQFWLRQV©UHIHUHQFHG©DQG©OLQNHG©RQ© 
2PEXGV©LQWUDõQHW©SDJHV�©PDWHULDOV©DQG©SROLFLHV©
DV©DSSURSULDWH©DQG©SRVVLEOH©

•   5HJXODU©FRQQHFWLRQ©PHHWLQJV©DW©SUHGHWHUPLQHG©
DQG©DJUHHG©WR©LQWHUYDOV©ZLWK©H[HFXWLYH©DQG©
PDQDJHPHQW©OHYHO©KHDGV©RI©IXQFWLRQDO©DUHDV©°©
HVSHFLDOO\©WKRVH©ZLWK©ZKRP©SURJUDP©GRHV©QRW©
RWKHUZLVH©UHJXODUO\©PHHW

Figure 1
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2. Target Current Concerns / Communicate Selected Focus
:KHWKHU©LQLWLDWLQJ©RU©UHIUHVKLQJ©D©SURJUDP�©XQGHUVWDQGLQJ©WKH©RUJDQL]DWLRQDO©FRQFHUQV�©ZKLFK©WKH©
2PEXGV©SURJUDP©FRXOG©LPSDFW©DQG©GHVFULELQJ©WKRVH©DV©D©IRFDO©HIIRUW©IRU©WKH©SURJUDP�©KHOSV©XVHUV�©
SRWHQWLDO©XVHUV©DQG©WKH©RUJDQL]DWLRQ©WR©XQGHUVWDQG©ZK\©WKH©SURJUDP©H[LVWV�©$©VLPSOH©VWDWHPHQW©RI©
±VXSSRUWLQJ©HQJDJHPHQW©HIIRUWV²©RU©±DXJPHQWLQJ©HWKLFV©DQG©FRPSOLDQFH©FDSDFLW\²©FDQ©PRYH©WKH©
VRPHWLPHV©QHEXORXV©SURJUDP©LQWR©D©PRUH©XQGHUVWDQGDEOH©VKDSH�©0RVW©SURJUDPV©DUH©GHVLJQHG©WR©
UHFHLYH©DQ\©ZRUN©SODFH©LVVXH©RU©FRQFHUQ�©%XW�©ZLWK©OLPLWHG©UHVRXUFHV�©LW V́©DGYDQWDJHRXV©IRU©D©SURJUDP©
WR©FRQFHQWUDWH©LWV©DWWHQWLRQ©�H�J�©UHVRXUFHV�©PDUNHWLQJ©PDWHULDOV�©HGXFDWLRQDO©VXEMHFWV©HWF��©WR©WKH©
DUHDV©RI©PRVW©QHHG�©

$©SURJUDP©FDQQRW©IXOO\©IXQFWLRQ©LI©LW©RSHUDWHV©LQ©D©YDFXXP�©'RLQJ©VR©WKUHDWHQV©D©SURJUDPV́©ORQJõ
WHUP©VXVWDLQDELOLW\©DQG©OLPLWV©DQ©2PEXGV´©FDSDFLW\©WR©UDLVH©RU©VXSSRUW©DQ\©UHFRPPHQGHG©V\VWHPLF©
FKDQJH�©,Q©WKH©PDMRULW\©RI©LQVWDQFHV�©RQH©SHUVRQV́©LVVXH©LV©D©WRSLF©RI©FRQFHUQ©IRU©RWKHUV�©$V©DQ©
2PEXGV©SURJUDP©KDV©WKH©FDSDFLW\©WR©KHDU©DOO©W\SHV©RI©FRQFHUQV�©SURFODLPLQJ©WKRVH©RI©SDUWLFXODU©
LQWHUHVW©WR©WKH©RUJDQL]DWLRQ©ZULW©ODUJH©LV©TXLQWHVVHQWLDOO\©DQ©±DOLJQLQJ²©DFWLYLW\�©6XFK©WDUJHWV©DUH©EHVW©
GH½QHG©DQQXDOO\©LQ©FRQFHUW©ZLWK©WKH©RUJDQL]DWLRQ�©7KH©RUJDQL]DWLRQV́©JRDO©DQG©DQQXDO©REMHFWLYHV©
RIIHU©D©VWDUWLQJ©SRLQW�©

3. Broaden and Deepen Relationships
:KHQ©XQGHUVWRRG�©FKDPSLRQHG©DQG©LQWHQWLRQDOO\©OLQNHG©WR©DOO©WKH©VWDNHKROGHUV�©EXW©HVSHFLDOO\©WKH©
DXWKRUL]LQJ©HQYLURQPHQW�©D©SURJUDP©LV©QRW©RQO\©ZHOO©VXSSRUWHG�©EXW©$(,©UHLQIRUFHV©DQG©VXVWDLQV©
SURJUDP©LQGHSHQGHQFH©DQG©QHXWUDOLW\�©7RR©IHZ©SURJUDPV©KDYH©EHHQ©$(,©GHVLJQHG©IRU©DQ\©FRQFOXVLYH©
UHVHDUFK©DW©WKLV©WLPH�©$QHFGRWDO©HYLGHQFH�©KRZHYHU�©VXJJHVWV©DQ©$(,©SURJUDP©JHQHUDWHV©JUHDWHU© 

Framework of Potential Ombuds Program Value Additions

Economic Organizational Humanistic

 

•   ([SDQGHG©SURGXFWLYLW\

•   ,QFUHDVHG©UHWHQWLRQ

•   Preserved management time

•   (QKDQFHG©RSHUDWLRQDO© 
HI½FLHQF\

•   Advanced individual and 

WHDP©GHYHORSPHQW

•   5HGXFHG©GLVSXWLQJ©SURFHVV©
and outcome costs 

•   ,PSURYHG©UHSXWDWLRQ�EUDQG© 
SURWHFWLRQ

•   5HGXFHG©LQFLYLOLW\© 
�VDERWDJH�©WKHIW�

�©© ©/RZHUHG©RU©HOLPLQDWHG© 
insurance costs

 

•   6XSSOHPHQWHG©SURJUDPV

•   1DYLJDWHG©V\VWHPV

•   +HLJKWHQHG©WUDQVSDUHQF\

•   Enhanced accountability

•   3URWHFWHG©DQG©PD[LPL]HG©
SHUVRQDO©UHVSRQVLELOLW\©

•   ,QFUHDVHG©HWKLFDO©DQG© 
FRPSOLDQW©EHKDYLRU©

•   $GYDQFHG©SUH�SURõYHQWDWLYH©
FRQ¾LFWõSRVWXUH

•   Advantaged under the  

Federal Sentencing  

*XLGHOLQHV©LI©ZURQJ©GRLQJ© 
LV©SURYHQ

 

•   ,QFUHDVHG©HQJDJHPHQW

•   Strengthened organizational 

trust

•   ([SDQGHG©IDLUQHVV

•   Enhanced creativity and risk 

taking 

•   Augmented individualizedõ
FDUHHU©GHYHORSPHQW©

•   +HLJKWHQHG©UHVSHFW

•   ,PSURYHG©DQG©SUHVHUYHG©
ZRUNLQJ©UHODWLRQVKLSV©

•   5HGXFHG©LQFLYLOLW\©�EXOO\LQJ�©
PREELQJ©�©LVRODWLQJ�

Figure 2
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SURJUDP©DZDUHQHVV�©XQGHUVWDQGLQJ©DQG©WUXVW�©HVSHFLDOO\©ZKHQ©VXSSRUWHG©E\©D©JRYHUQLQJ©RU© 
RYHUVLJKW©ERG\�©7KH©JRYHUQLQJ©ERG\©VHUYHV©VHYHUDO©SXUSRVHV©LQFOXGLQJ©WR�

�© 6XSSRUW©DQG©PRQLWRU©SURJUDPV́©DGPLQLVWUDWLYH©UHVSRQVLELOLWLHV
�© ©&RQVLGHU©DQG©GH½QH�©LQ©FRQMXQFWLRQ©ZLWK©WKH©SULQFLSDO©2PEXGV�©WKH©SURJUDPV́©DQQXDO© 

REMHFWLYHV©DQG©WKH©GHJUHH©WR©ZKLFK©REMHFWLYHV©DUH©REWDLQHG�
�© 5HYLHZ©WKH©SULQFLSDO©2PEXGV´©SURJUDP©�QRW©FDVH�©PDQDJHPHQW©SHUIRUPDQFH
�© $XJPHQW©SURJUDP©FRPPXQLFDWLRQV�
�© ©,GHQWLI\©DQG©HQDEOH©RSSRUWXQLWLHV©IRU©WKH©SURJUDP©WR©LPSURYH©LQWHJUDWLRQ©ZLWK©DQG©WKH© 

RUJDQL]DWLRQ�©DQG
�©© ©(QVXUH�©ZKHUH©DSSURSULDWH�©WKH©SURJUDP©DQG©LWV©VWDII©SUDFWLFH©LQ©DFFRUGDQFH©ZLWK©WKH©,2$©

6WDQGDUGV©RI©3UDFWLFH©DQG©&RGH©RI©(WKLFV©�623&2(��

7KLV©FURVVõIXQFWLRQDO©FRPPLWWHH�©FRPSULVHG©RI©VHYHQ©WR©HOHYHQ©PHPEHUV�©LQFOXGHV©YDU\LQJ©
RUJDQL]DWLRQDO©OHYHOV©�LQFOXGLQJ©WRSõWLHU©OHDGHUVKLS�DQG©RWKHU©SHUVRQDO©DWWULEXWHV�©ZKLFK©DUH©
UHSUHVHQWDWLRQDO�©)XQFWLRQDO©UHSUHVHQWDWLRQ©IURP©WKH©RUJDQL]DWLRQV́©FRUH©DFWLYLWLHV©�H�J�©PHGLFDO©VWDII©
IRU©KHDOWKFDUH©RUJDQL]DWLRQV�©WHDFKLQJ©VWDII©IRU©HGXFDWLRQDO©RUJDQL]DWLRQV�©HWF��©QRW©RQO\©WKH©UHODWHG�©
IRUPDO©IXQFWLRQV©�OHJDO�©KXPDQ©UHVRXUFHV�©HWF��©LV©HVVHQWLDO�©7KLV©JURXS�©VXSSRUWHG©DQG©SUHSDUHG©ZLWK©
WUDLQLQJ©LV©IXOO\©NQRZOHGJHDEOH©DERXW©WKH©UHVSRQVLELOLWLHV©DQG©OLPLWDWLRQV©RI©RUJDQL]DWLRQDO©2PEXGV©
SURJUDPV�©WKH©623&2(�©VR©LW©FDQ©FRQWULEXWH©WR©GH½QLQJ©LQWHQGHG©DQG©GHVLUHG©LPSDFWV�©

:LWK©D©JRYHUQLQJ©ERG\�©D©SURJUDPV́©YLDELOLW\©LV©OHVV©OLNHO\©WR©EH©GHWHUPLQHG©E\©D©VLQJOH©SHUVRQ©RU©
IXQFWLRQ�©$©JRYHUQLQJ©ERG\©HQVXUHV©JUHDWHU©UHDFK©YLD©LQWHUSHUVRQDO©QHWZRUNV�©7KLV©JURXS©DOVR©
SURYLGHV©DQ©±DGYRFDWH©YRLFH²©WR©VXSSRUW©WKH©SULQFLSDO©2PEXGV©DQG©WKH©SURJUDP�©ZLWK©UHVSHFW©WR©
DGGLWLRQDO©UHVRXUFHV�©H�J�©GLIIHUHQW©RI½FH©ORFDOH�©RU©RWKHU©QHHGV©WKDW©PLJKW©QHHG©WR©EH©±IRXJKW²©IRU�©
+DYLQJ©WKLV©ERG\©SXUVXH©WKHVH©GLVFXVVLRQV©RU©QHHGV©KHOSV©SUHVHUYH©WKH©SHUFHSWLRQ©RI©2PEXGV©DQG©
SURJUDP©QHXWUDOLW\©DQG©LQGHSHQGHQFH�

7KLV©JURXS©LQ©QR©ZD\©UHSODFHV©WKH©HVVHQWLDO©FRQQHFWLRQ©WR©WKH©3UHVLGHQW©RI©WKH©8QLYHUVLW\�©&(2�©RU©
DQ©RUJDQL]DWLRQV́©SLQQDFOH©OHDGHU�©DV©UHFRPPHQGHG©E\©WKH©,2$©6WDQGDUGV©RI©3UDFWLFH�37©+RZHYHU�©
D©SURJUDP©EXLOW©ZLWK©RQO\©WKLV©GRWWHG©OLQH©WR©WKH©SLQQDFOH©OHDGHU©HIIHFWLYHO\©OLPLWV©WKH©SURJUDPV́©
RSSRUWXQLW\©WR©LQWHJUDWH©IXOO\©DQG©WR©JDLQ©DGGLWLRQDO©DQG©GLYHUVH©VXSSRUWLYH©YRLFHV�©:LWK©D©UHSRUWLQJ©
VWUXFWXUH©RQO\©WR©RQH�©D©SURJUDP©FDQ©EH©MHRSDUGL]HG©ZKHQ©WKLV©UHODWLRQVKLS©IDOWHUV©RU©WKH©LQGLYLGXDO©
OHDYHV©WKH©RUJDQL]DWLRQ�©

4. Establish a Mechanism to Manage Perceived Ombuds or Program Shortcomings
$OPRVW©QR©2PEXGV©SURJUDPV©KDYH©EHHQ©GHVLJQHG©RU©RSHUDWH©ZLWK©D©PHFKDQLVP©WR©DGGUHVV©
FRPSODLQWV©RU©FRQFHUQV©DERXW©DQ©2PEXGV©RU©WKH©SURJUDP©LWVHOI�©+RZ©GRHV©WKLV©HIIHFW©SHUFHSWLRQV©
DERXW©D©SURJUDP"©&RXOG©ORZ©SURJUDP©XVDJH©UDWHV©DOVR©EH©DQ©LQGLFDWRU©RI©ODFN©RI©WUXVW©RU©FRQ½GHQFH©
LQ©D©SURJUDP©ZLWK©QR©FRPSODLQW©PHFKDQLVP©IRU©LWV©RZQ©DFWLRQV"©2PEXGV©DUH©KXPDQ©DQG©WKH©
SRVVLELOLW\©H[LVWV©IRU©PLVMXGJPHQW©RU©PLVFRQGXFW�©,W©LV©FULWLFDO©WR©HVWDEOLVK©D©SURWRFRO©WR©PDQDJH©
VXFK©VLWXDWLRQV�©+XPDQ©5HVRXUFHV�©/HJDO©RU©&RPSOLDQFH©DUH©LOOõHTXLSSHG©WR©UHFHLYH©VXFK©DQ©LVVXH�©
SDUWLFXODUO\©LI©WKH©SHUVRQ©FRPLQJ©IRUZDUG©UHTXLUHV©DQRQ\PLW\©RU©FDQQRW©DIIRUG©IRU©RWKHUV©WR©NQRZ©
WKH\©ZRUNHG©ZLWK©DQ©2PEXGV�©7KH©JRYHUQLQJ©ERG\©GHVFULEHG©DERYH©LV©DQ©DSSURSULDWH©ORFXV©IRU©
UDLVLQJ©DQG©DGGUHVVLQJ©VXFK©D©FRQFHUQ�
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(YHQ©LI©WKH©PHFKDQLVP©LV©QHYHU©XVHG©WR©UDLVH©DQ©LVVXH�©ZKLFK©LV©WKH©FDVH©WR©GDWH©ZLWK©WKH©SURJUDP©
NQRZQ©WR©KDYH©WKLV©PHFKDQLVP�©KDYLQJ©DQG©FRPPXQLFDWLQJ©WKH©H[LVWHQFH©RI©VXFK©D©SURFHVV©FRXOG©
SURYLGH©UHDVVXUDQFH©IRU©VRPH�©WKXV©LQFUHDVLQJ©WKH©FRPIRUW©DQG©FRQ½GHQFH©IRU©WKRVH©VHHNLQJ©KHOS©
IURP©D©SURJUDP�©7KLV©PHFKDQLVP©DOVR©DOOHYLDWHV©RWKHUV´©FRQFHUQV©WKDW©DQ©2PEXGV´©LQGHSHQGHQFH©
DQG©FRQ½GHQWLDOLW\©FRXOG©FRYHU©2PEXGV©PLVEHKDYLRU�

5. Leverage Learning
2PEXGV´©RIWHQ©VLWH©DV©D©SXUSRVH©±WR©KHOS©HPSOR\HHV©KHOS©WKHPVHOYHV�²©$FFRUGLQJO\�©VHUYLQJ©DV©DQ©
HGXFDWLRQDO©GHYHORSPHQW©DQG©LQIRUPDWLRQ©UHVRXUFH©RIIHUV©DQRWKHU©ZD\©WR©EXLOG©D©SURJUDPV́©$(,�©
'HYHORSLQJ©WUDLQLQJ�©ZKHWKHU©LQ©FRQFHUW©ZLWK©RWKHU©IXQFWLRQV©RU©LQGHSHQGHQWO\©EDVHG©RQ©LGHQWL½HG©
LVVXHV©HPHUJLQJ©IURP©2PEXGV©FDVHV©DOORZV©DQ©2PEXGV©WR©VKRZ©WKH\©UHFRJQL]H©WKH©QHHGV©RI©XVHUV�©
SRWHQWLDO©XVHUV©DQG©WKH©RUJDQL]DWLRQ©DV©D©ZKROH�©:KHWKHU©DXWKRULQJ©WKH©FRQWHQW©IRU©D©ZHEõEDVHG©
WUDLQLQJ�©UHYLHZLQJ©DUWLFOHV�©DQG©SRVWLQJ©VXJJHVWLRQV©RQ©WKHLU©RZQ©ZHEVLWH�©2PEXGV©SURJUDPV©FDQ©
SURYLGH©QXPHURXV©OHDUQLQJ©DQG©GHYHORSPHQW©DFWLYLWLHV�©

7KHVH©OHDUQLQJ©YHKLFOH©H[DPSOHV�©DV©OLVWHG©LQ©)LJXUH©��©VHUYH©VHYHUDO©SXUSRVHV�©/HDUQLQJ©FUHDWHV©FRQWULõ
EXWLRQV�©ZKLFK©FDQ©EH©UHFRJQL]HG©DV©YDOXH�©DV©WKH\©HQKDQFH©NQRZOHGJH©DQG©VNLOOV�©6HFRQGO\�©WKHVH©LQõ
WHUDFWLRQV©DIIRUG©DQRWKHU©RSSRUWXQLW\©IRU©HPSOR\HHV©WR©NQRZ©DQG©IXUWKHU©WKHLU©WUXVW©LQ©WKH©SURJUDP©
DQG©SUDFWLWLRQHUV�©7KH©FKDQFH©WR©PHHW©DQG©WDON©WR©DQ©2PEXGV©RXWVLGH©WKH©SDUDPHWHUV©RI©FRQ¾LFW©RU©
GLI½FXOW\�©FDQ©VLJQL½FDQWO\©SHUVRQDOL]H©WKH©2PEXGV�©
(YHQ©WKLV©OLPLWHG©VHW©RI©½YH©QHFHVVDU\©DFWLYLWLHV©FRXOG©FKDOOHQJH©WKH©VWDI½QJ©OHYHOV©RI©HYHQ©PXOWLõ

PHPEHU©2PEXGV©SURJUDPV�©OHW©DORQH©D©VROH©SUDFWLWLRQHU�©7KHUH©LV©QR©GRXEW©WKDW©EHFRPLQJ©DQG©
PDLQWDLQLQJ©DQ©$(,©SURJUDP©UHTXLUHV©DGGLWLRQDO©VWHSV©DQG©PRUH©DWWHQWLRQ©WKDQ©WKH©FXUUHQW©VWDQGDUG�©
5HVRXUFH©QHHGV�©LQFOXGLQJ©VWDI½QJ©SUHVHQW©DQ©RSSRUWXQLW\©WR©DGYDQFH©LQWHJUDWLRQ�©,QYROYLQJ©
RWKHU©SDUWV©RI©WKH©RUJDQL]DWLRQ�©LQFOXGLQJ©WKH©UHFRPPHQGHG©JRYHUQLQJ©ERG\�©FDQ©OHDG©WR©PRUH©
FRQQHFWLRQV©DQG©XQGHUVWDQGLQJ�©,Q©PRVW©RUJDQL]DWLRQV�©DFFHVV©WR©JUHDWHU©UHVRXUFHV©LV©EHVW©DVVXUHG©
E\©FUHDWLQJ©YDOXH�©

Figure 3

Learning & Development Opportunities for Increased Integrationn
 

•   +RVW©ZHELQDUV©IRU©NQRZOHGJH©DQG©VNLOO©GHYHORSPHQW©RQ©QHJRWLDWLRQ©DQG©RWKHU©FRQ¾LFW©PDQDJHPHQW©DUHDV

•   5HFRPPHQG©DQG�RU©GHOLYHU©WUDLQLQJ©RQ©WRSLFV©ZKLFK©HPHUJH©IURP©REVHUYHG©WUHQGV©DQG©LVVXHV

•   3URYLGH©OLEUDU\©RQ©FRPPXQLFDWLRQ©VNLOOV�©FRQ¾LFW�©QHJRWLDWLRQ�©SUREOHP©VROYLQJ�©HWF�

•   'HYHORS©DQG©LQVWLWXWH©HõOHDUQLQJ©PRGXOHV�©ZKLFK©FRXOG©¾H[LEO\©FRYHU©PXOWLSOH©VXEMHFWV

•   3DUWLFLSDWH©LQ©QHZ©KLUH�©QHZ©PDQDJHU©RULHQWDWLRQV©DQG©GHYHORSPHQW©

•   ([SDQG©SUDFWLRQHUV´©RZQ©SURIHVVLRQDO©GHYHORSPHQW©WR©JDLQ©FRPSHWHQF\©LQ©UHODWHG©DUHDV©VXFK©DV�© 
,QWHUFXOWXUDO©&RPPXQLFDWLRQV�©$SSUHFLDWLYH©,QTXLU\�©7UDLQLQJ©GHVLJQ�©2UJDQL]DWLRQDO©'HYHORSPHQW�©HWF�

•   8VH©SURJUDPV́©ZHEVLWH©RUJDQL]DWLRQV́©SXEOLFDWLRQV©DQG©RWKHU©YHQXHV©WR©SURYLGH©LQIRUPDWLRQ�© 
UHVRXUFHV©DQG©JXLGDQFH©DERXW©UHODWHG©WRSLFV
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,W©PD\©EH©QHFHVVDU\©IRU©H[LVWHQW©SURJUDPV©WR©UHõH[DPLQH©WKHLU©WLPH©DOORFDWLRQV©WR©YDULRXV©WDVNV©DQG©
UHDOORFDWH©DFWLYLW\©WR©WDVNV©LQWHQGHG©WR©H[SDQ©$(,�©$©³OHDG´©2PEXGV©RI©D©SURJUDP©FRXOG©VSHQG©XS©WR©
��©SHUFHQW©RI©WKHLU©WLPH©RQ©$(,õUHODWHG©DFWLYLWLHV�©7KLV©LV©D©VWDUN©FRQWUDVW©WR©WKH©��©SHUFHQW©UHSRUWHG©
LQ©D©����©6LPRQ©DQG©5RZH©SUHVHQWDWLRQ©DW©WKH©,2$©DQQXDO©PHHWLQJ�38 More recently, over half of the 

209«3HWURP«����«2UJDQL]DWLRQDO«2PEXGV«3UDFWLFHV©6XUYH\©UHVSRQGHQWV©GLG©QRW©LQFOXGH©±)HHGEDFN©
DQG©5HSRUWLQJ²©LQ©WKHLU©WRS©WKUHH©DFWLYLWLHV�39©$GGLWLRQDOO\�©WKH©VLJQL½FDQW©LQFUHDVHG©GDWD©QHHGV©RI©DQ©
$(,©SURJUDP©UHFRPPHQG©D©GHGLFDWHG©LQIRUPDWLRQ©VSHFLDOLVW�©7KLV©LQGLYLGXDO V́©UHVSRQVLELOLWLHV©LQFOXGH©
FRQQHFWLQJ©ZLWK©RWKHU©SDUWV©RI©WKH©RUJDQL]DWLRQ©WR©HVWDEOLVK©VKDUHG©GH½QLWLRQV©DQG©GHIHQVLEOH©GDWD©
VKDULQJ©SURWRFROV�©ZKLOH©PDQDJLQJ©GDWD©EDVLQJ�©LQIRUPDWLFV©DQG©UHSRUW©SURGXFWLRQ�©7KH©H[SHUWLVH©
DQG©GHPDQGV©RI©WKLV©SRVLWLRQ©PHDQ©WKH\©DUH©QRW©DYDLODEOH©IRU©FDVHõUHODWHG©ZRUN�©7KLV©SRVLWLRQ©LV©
EHJLQQLQJ©WR©DSSHDU©LQ©ODUJHU©2PEXGV©SURJUDPV©DQG©FRXOG©EHFRPH©DQ©HVVHQWLDO©HOHPHQW©RI©WKH©IXOO\©
DOLJQHG�©HPEHGGHG©DQG©LQWHJUDWHG©2PEXGV©SURJUDP©RI©WKH©IXWXUH�

THE ASCENDING SPIRAL OF VALUE RETURN FROM AN AEI PROGRAM
$©FRPSDQ\©WKDW©FRPPXQLFDWHV�WKURXJKRXW©WKH©ZRUN©SODFH©LQ©DQ©HIIHFWLYH©
PDQQHU©LV©PRUH©OLNHO\©WR©DYRLG©SUREOHPV©ZLWK�FRPSOHWLQJ©WKH©GDLO\©SURFHGXUHV�©
DQG©OHVV©OLNHO\©WR©KDYH©D©SUREOHP©ZLWK©LPSURSHU©RFFXUUHQFH�DQG©ZLOO©
JHQHUDWH©D©VWURQJHU©PRUDOH©DQG©D©PRUH©SRVLWLYH©DWWLWXGH©WRZDUGV©ZRUN�©
:KHQ�HPSOR\HHV©FRPPXQLFDWH©HIIHFWLYHO\©ZLWK©HDFK©RWKHU�©SURGXFWLYLW\©
ZLOO©LQFUHDVH©EHFDXVH�HIIHFWLYH©FRPPXQLFDWLRQ©PHDQV©OHVV©FRPSODLQWV©DQG©
PRUH©ZRUN©JHWWLQJ©GRQH��40 

2UJDQL]DWLRQDO©2PEXGV©SURJUDPV©SURSHUO\©SRVLWLRQHG©DQG©VWUXFWXUH�©IRVWHU©HIIHFWLYH©
FRPPXQLFDWLRQ©WR©GHOLYHU©DOO©WKH©EHQH½WV©DQG©WKH©LQKHUHQW©YDOXH©GHVFULEHG©DERYH�©$V©ERWK©LPSOLFLW©
DQG©H[SOLFLW©FRPPXQLFDWLRQ©PXOWLSOLHUV�©2PEXGV©DXJPHQW©ERWK©WKH©SHUIRUPDQFH©DQG©KXPDQLW\©RI©
RUJDQL]DWLRQV�©

$QG\©2´'RQQHOO©FKDPSLRQHG©WKH©GHYHORSPHQW©RI©WKH©R��©%DNHU©+XJKHV´©2PEXGV©SURJUDP�©8SRQ©
½UVW©OHDUQLQJ©DERXW©WKH©FRQFHSW�©KH©WKRXJKW©WKH©SURJUDP©FRXOG©EH©D©XVHIXO©VDIHW\©YDOYH©WR©UHOLHYH©
SUHVVXUH©IRU©SHRSOH©ZKHQ©WKH\©KDG©D©SUREOHP©DQG©DV©DQRWKHU©ZD\©WR©UHVROYH©LVVXHV©ZLWKRXW©KDYLQJ©
WR©UHVRUW©WR©OHJDO©SURFHGXUHV�©WZR©W\SLFDO©GHVFULSWLRQV©RI©ZKDW©SURJUDPV©FDQ©SURYLGH�©

1RZ©PRUH©WKDQ©D©\HDU©LQWR©RSHUDWLRQV�©2´'RQQHOO�©WKH©½UVW©&KDLU©RI©WKH©2PEXGV©*RYHUQDQFH©
&RPPLWWHH�©VWLOO©VHHV©SUHVVXUH©UHOHDVH©DV©DQ©LPSRUWDQW©SRLQW©IRU©WKH©SURJUDP�©EXW©KH©DOVR©VHHV©RWKHU©
FRQWULEXWLRQV©DV©D©NH\©YDOXH©DGGLWLRQ©PDGH©E\©WKH©R��©WKH©FUHDWLRQ©RI©D©PRUH©SRVLWLYH©HQYLURQPHQW�©
±¨LW©VHWV©DQ©DWPRVSKHUH©WKDW©WKH©FRPSDQ\©FDUHV©DQG©YDOXHV©LWV©HPSOR\HHV�²©

+H©DGGHG�©±,W V́©DOVR©D©FKDQQHO©IRU©OHDGHUVKLS©WR©OHDUQ©WKLQJV©LW©GRHV©QRW©NQRZ�©KDYH©DQ©H[SDQGHG©
XQGHUVWDQGLQJ©RI©ZKHUH©SHRSOH©DUH©DQG©ZKDW©WKH\©DUH©WKLQNLQJ�©(VSHFLDOO\©IURP©WKRVH©ZKR©IHHO©
GLVHQIUDQFKLVHG�©$OO©RI©WKLV©KHOSV©PDQDJHUV©EH©PRUH©LQIRUPHG©VR©WKH\©FDQ©PDNH©EHWWHU©GHFLVLRQV�²©

7KLV©H[DPSOH©VKRZV©KRZ©DV©D©SURJUDP©PRYHV©WRZDUG©LWV©$(,©LW©JDLQV©JUHDWHU©RSSRUWXQLWLHV©WR©DGG©
UHFRJQL]HG©YDOXH©WKURXJK©PRUH©GLYHUVH©DFWLYLWLHV�©ZKLFK©WLH©LQWR©WKH©RUJDQL]DWLRQV́©EURDG©QHHGV�
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$OLJQPHQW�©HPEHGPHQW�©DQG©LQWHJUDWLRQ©VHW©D©FRQWH[W©ZKHUH©PRUH©SHRSOH©LQ©WKH©RUJDQL]DWLRQ©ZLOO©
EH©DZDUH©RI©WKH©SURJUDP�©XQGHUVWDQG©WKH©SURJUDPV́©LQWHQW©DQG©DFWLYLWLHV©RQ©D©KLJKHU©OHYHO�©DQG©
WKHUHIRUH©±WUXVW²©WKH©SURJUDP©PRUH�©7KHUH©LV©HYHU\©LQGLFDWLRQ©WKDW©WKLV©ZLOO©OHDG©WR©KLJKHU©FDVHõORDGV�©
+LJKHU©FDVHõORDGV�©LQõWXUQ©JHQHUDWH©JUHDWHU©RSSRUWXQLWLHV©IRU©PRUH©SURJUDP©FRQWULEXWLRQ�©LQ©D©
KLJK©$(,©VHWWLQJ�©WKHVH©EHFDPH©UHFRJQL]HG©DV©YDOXH©DGGLWLRQV�©7KLV©RUJDQL]DWLRQDO©UHFRJQLWLRQ©ZLOO©
LQFUHDVH©ERWK©WKH©SHUFHLYHG©YDOXH©RI©WKH©IXQFWLRQ©DQG©DOPRVW©FHUWDLQO\©WKH©UHDO©YDOXH©DGGLWLRQ�©7KRVH©
LQ©RUJDQL]DWLRQV©WDON©DERXW©WKDW©ZKLFK©WKH\©YDOXH�©WKDW©ZKLFK©WKH\©EHQH½W©IURP�©WKDW©ZKLFK©DLGV©
WKHP©LQ©DGYDQFLQJ©WKHLU©PLVVLRQ©DQG©DFKLHYLQJ©WKHLU©LQWHQGHG©JRDO�©7KH\©EXLOG©SURFHVVHV©WR©VHFXUH©
DQG©HQVXUH©YLDELOLW\©IRU©VXFK©IXQFWLRQV�©,Q©VR©GRLQJ�©WKH\©JXDUDQWHH©JUHDWHU©DZDUHQHVV�©DQG©SURYLGH©
JUHDWHU©UHVRXUFHV�©ZKLFK©IXUWKHU©VWUHQJWKHQ©WKH©DOLJQPHQW©DQG©LQWHJUDWLRQ©DQG©FRQWLQXDOO\©HQYDOXH©
WKH©HPEHGGLQJ�©7KHQ�©WKH©F\FOH©EHJLQV©DJDLQ©DQG©DVFHQGV�©$Q©DVFHQGLQJ©VSLUDO©WKDW©PLUURUV©WKH©
RUJDQL]DWLRQV©DVSLUDWLRQ©DVFHQW©LV©WKH©GHPRQVWUDWLYH©LPDJH©IRU©WKLV©SURFHVV�©

CONCLUSION
7KH©ODVW©GHFDGH V́©LQFUHDVLQJ©LQWHUHVW©LQ©GHWHUPLQLQJ©RUJDQL]DWLRQDO©2PEXGV©SURJUDP©FRQWULEXWLRQ©
DQG©YDOXH©FUHDWLRQ©LV©D©PXFK©QHHGHG©GHYHORSPHQW�©7R©EH©D©ZLGHO\©UHFRJQL]HG©DQG©ZHOO©XQGHUVWRRG©
SURIHVVLRQ�©ZLWK©DQ©LQFUHDVLQJO\©FRPPRQ©SUHVHQFH�©SUDFWLWLRQHUV©DQG©WKH©½HOG©QHHG©D©EURDGHU©
FRPPLWPHQW©WR©DOLJQ�©HPEHG©DQG©LQWHJUDWH©SURJUDPV©LQ©RUGHU©WR©½UVW©EHWWHU©VHUYH©SURJUDP©XVHUV©
DQG©VHFRQG©WR©DFFRXQW©IRU©WKHLU©FRQWULEXWLRQV©DQG©IXOO\©PHDVXUH©WKHLU©YDOXH�©

/HJLWLPDWH©FKDOOHQJHV©FOHDUO\©H[LVW�©7KH©SDUWLFXODU©FXOWXUDO©FRQWH[W©RI©2PEXGV©SURJUDPV©ZLOO©DOZD\V©
PHDQ©GLYHUVH©RSHUDWLQJ©UHDOLWLHV©DQG©VSHFL½F©DGMXVWPHQWV©RUJDQL]DWLRQ©WR©RUJDQL]DWLRQ�©5RZH©ZULWHV�©
±7KHUH©LV©QR©VLQJOH©¨©PHWKRG©RI©PHDVXULQJ©FRVW©HIIHFWLYHQHVV�²41 And, there is no single method for 

DQ©2PEXGV©SURJUDP©WR©EH©SURSHUO\©DOLJQHG�©HPEHGGHG©DQG©LQWHJUDWHG�©$QG�©WKHUH©LV©QR©VLQJOH©ZD\©
WR©DFFRXQW©IRU©DOO©2PEXGV©SURJUDPV´©FRQWULEXWLRQV©DQG©YDOXH©DGGLWLRQV�©(DFK©SURJUDP©PXVW©XQGHUõ
WDNH©RUJDQL]DWLRQ©VSHFL½F©DFWLYLWLHV©WR©EHFRPH©$(,©LQ©RUGHU©WR©LQYHQWRU\©WKHLU©FRQWULEXWLRQV©DV©YDOXH©
DGGLWLRQV©DQG©UHSRUW©ZKDW©LV©GLVFRYHUHG�©
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)XOO©DQG©SURSHU©YDOXH©UHFRJQLWLRQ©DFWXDOO\©SURWHFWV©DQ©2PEXGV©SURJUDPV́©GH½QLQJ©FKDUDFWHULVWLFV�©
5HFRJQL]LQJ©YDOXH©UHLQIRUFHV©WKH©LPSRUWDQFH©RI©WKH©GH½QLQJ©FKDUDFWHULVWLFV�©E\©JHQHUDWLQJ©IRU©WKH©
VWDNHKROGHUV©D©FOHDU©XQGHUVWDQGLQJ©DQG©FRUUHODWLRQ©RI©WKH©RUJDQL]DWLRQDO©EHQH½W�©DV©ZHOO©DV©LQGLYLGXDO©
2PEXGV©SURJUDP©XVHUV´©JDLQ�©WKURXJK©WKH©XQLTXH©YDOXH©SURSRVLWLRQ©RI©WKH©FKDUDFWHULVWLFV�©7KH©
GH½QLQJ©FKDUDFWHULVWLFV©UHTXLUH©SUDFWLWLRQHUV©WR©EHKDYH©GLIIHUHQWO\©WKDQ©DOO©RWKHU©PHPEHUV©RI©D©JLYHQ©
RUJDQL]DWLRQ�©7KLV©RUJDQL]DWLRQDOO\©SURYLGHG©SULYLOHJH©°©WKH©DELOLW\©WR©GR©WKDW©ZKLFK©QR©RQH©HOVH©
PD\©°©LV©UDUH©DQG©YDOXDEOH�©,W©PXVW©EH©±WUDGHG�²©7KH©RUJDQL]DWLRQ©EROG©HQRXJK©WR©DOORZ©RQH©RI©LWV©
IXQFWLRQV©DQG©D©QXPEHU©RI©LWV©PHPEHUV©WR©EHKDYH©±RXWVLGH©WKH©QRUPV²©°©WR©WKH©H[WHQW©WKDW©2PEXGV©
PXVW©°©GHVHUYHV©WR©H[SHFW©JDLQV©IURP©WKH©IXQFWLRQ©DQG©WR©XQGHUVWDQG©FOHDUO\©DQG©DFFXUDWHO\©MXVW©
ZKDW©FRQWULEXWLRQV©DQG©YDOXH©KDYH©EHHQ©PDGH�©

/LNHZLVH�©WKH©2PEXGV©UROH©DV©D©YRLFH©RI©FRQVFLHQFH�©D©PRQLWRU©RI©RUJDQL]DWLRQDO©IDLUQHVV�©GRHV©QRW©
UHTXLUH©WKH©SURJUDP©WR©GLVFRQQHFW©IURP©WKH©RUJDQL]DWLRQ©IRU©±SHUVSHFWLYH²©RU©KROG©KLJK©PRUDO©
JURXQG©ZKLFK©GHWHUPLQLQJ©FRQWULEXWLRQ©ZRXOG©GLPLQLVK�©:LWKRXW©OHJLWLPDWH©DQG©GHIHQVLEOH©
SURFHVVHV©WR©GHWHUPLQH©DQG©GHPRQVWUDWH©YDOXH©DGGLWLRQV�©WKH©2PEXGV©SURJUDP©EHFRPHV©DQFLOODU\©
DQG�©WKXV�©GLVSHQVDEOH�©+RZHYHU�©DQ©DOLJQHG�©HPEHGGHG�©DQG©LQWHJUDWHG©2PEXGV©IXQFWLRQ�©ZKLFK©
H[SHQGV©WKH©QHHGHG©HQHUJ\©WR©KHOS©D©EURDG©LQWHUQDO©FRQVWLWXHQF\�©DQG©HVSHFLDOO\©WKRVH©VKDUHKROGHUV©
LGHQWL½HG©DV©WKH©DXWKRUL]LQJ©HQYLURQPHQW�©KDV©D©ZRUNDEOH©SUHFRQFHSWLRQ©RI©SRVVLEOH©YDOXH©DORQJ©
ZLWK©LQWHQWLRQDO©SUHGHWHUPLQHG©GHVLUHG©HIIHFWV�©DQG©ZLOO©EH©EHVW©DEOH©WR©UHFRJQL]H©2PEXGV©SURJUDP©
FRQWULEXWLRQV©DV©YDOXH©DGGLWLRQV�©7KLV©SURJUDP©ZLOO©EHFRPH©WKH©W\SH©RI©VRXJKW©RXW©DQG©WUXVWHG©
DGYLVRU�©FDSDEOH©RI©UHWXUQLQJ©WKH©JUHDWHVW©SRVVLEOH©YDOXH�©7KLV©HPHUJHQW©SDUDGLJP©LV©FXUUHQWO\©
GHPRQVWUDWLQJ©LWV©ZRUWK©LQ©OLPLWHG©DSSOLFDWLRQV�©$GGLWLRQDO©UHVHDUFK©�VXFK©DV©52,©VWXGLHV�©OHDGHUVKLS©
VXSSRUW©VXUYH\V�©DQG©DVVHVVLQJ©SRWHQWLDO©XVHU©SHUFHSWLRQV©RI©DZDUHQHVV�©XQGHUVWDQGLQJ©DQG©WUXVW�©
DQG©HVSHFLDOO\�©DGGLWLRQDO©HQDFWPHQW©RI©WKLV©$(,©IUDPHZRUN©DUH©QHHGHG©WR©GHPRQVWUDWH©WKDW©LW©LV©
UHSHDWDEOH©DQG©XQLYHUVDOO\©YDOXDEOH�
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��© ©±5HVSRQVLEO\©SRVLWLRQ²©UHIHUV©WR©WKH©

,QWHUQDWLRQDO©2PEXGVPDQ©$VVRFLDWLRQ©
Standards of Practice and Code of Ethics 

RU©623&2(�©7KH©DXWKRUV©LQ©WKHLU©RZQ©
SUDFWLFH©UHVSHFW©DQG©XSKROG©WKH©623&2(©
DQG©UHTXLUH©WKH©VDPH©RI©DQ\©FOLHQW©RU©
FROODERUDWLQJ©SDUWQHU�©7KH©DXWKRUV©GR©
QRW©FRQGRQH©RU©SURPRWH©DQ\©DFWLRQ©
RU©LQDFWLRQ©WKDW©LQ©IDFW©RU©DSSHDUDQFH©
ZRXOG©XQGHUPLQH©RU©GLPLQLVK©WKH©
623&2(�

��© ©7KLV©DUWLFOH©GLVWLQJXLVKHV©EHWZHHQ©DQ©
2PEXGV©program©DQG©DQ©2PEXGV©
practitioner�©7KRXJK©HDFK©DUH©TXLWH©
GLIIHUHQW�©LW©LV©FRPPRQ�©HYHQ©ZLWKLQ©
WKH©½HOG�©WR©XVH©2PEXGV©°©L�H�©WKH©
SUDFWLWLRQHU©ZKHQ©RQH©DFWXDOO\©PHDQV©
WKH©SURJUDP�©(VSHFLDOO\©ZKHQ©RQO\©RQH©
SHUVRQ©VWDIIV©D©SURJUDP�©FRQIXVLQJ©
WKH©SURJUDP©ZLWK©WKH©SHUVRQ©LV©
XQGHUVWDQGDEOH�©7KURXJKRXW©WKH©
DXWKRUV´©GLVFXVVLRQV©DQG©LQWHUYLHZV�©DV©
ZHOO©DV©ZULWLQJ©WKLV©DUWLFOH�©WKH©DXWKRUV©
too found they sometimes used 

±2PEXGV²©ZKHQ©WKH\©LQWHQGHG©2PEXGV©
SURJUDP�©,W©LV©LPSHUDWLYH©WR©GLVWLQJXLVK©
WKH©SURJUDP©IURP©WKH©SUDFWLWLRQHU�©
as each has distinct roles and 

UHVSRQVLELOLWLHV�©7KLQNLQJ©RI©ERWK©DV©RQH©
in the same creates rate limiting factors 

RQ�©:KDW©D©SUDFWLWLRQHU©FDQ©GR©IRU©XVHUV�©
:KDW©D©SURJUDP©FDQ©FRQWULEXWH©WR©LWV©
RUJDQL]DWLRQ�©DQG©+RZ©WKH©RUJDQL]DWLRQ©
UHFRJQL]HV©WKH©YDOXH©DGGHG�©DV©ZHOO©
DV©WKH©JHQHUDO©SXEOLF V́©XQGHUVWDQGLQJ©
RI©WKH©½HOG�©$©SURJUDP©VKRXOG©QRW©
EH©D©SHUVRQ�©DQG©D©SHUVRQ©LV©QRW©D©
SURJUDP�©)RU©RQH�©WKH©623&2(©PDQLIHVWV©
GLIIHUHQWO\©IRU©ERWK�©)RU©H[DPSOH�©ZKLOH©
D©SURJUDP©VKRXOG©QHYHU©EH©SRVLWLRQHG©
RU©SODFHG©VXFK©WKDW©LW©WDNHV©±D©VLGH²©�DQG©
QRU©VKRXOG©WKH©2PEXGV©SUDFWLWLRQHU�©
D©SURJUDPV́©H[LVWHQFH©LV©QRW©WR©EH©
±QHXWUDO�²©:KDW©WKHQ�©ZRXOG©EH©WKH©

SRLQW"©$Q©RUJDQL]DWLRQ©LPSOHPHQWV©DQ©
RUJDQL]DWLRQDO©2PEXGV©SURJUDP©IRU©D©
variety of reasons, but the underlying 

H[SHFWDWLRQ©LV©WKDW©LW©ZLOO©FRQWULEXWH©WR©
FUHDWLQJ©D©EHWWHU©HQYLURQPHQW©IRU©DOO�©
7KLV©DUWLFOH©HPSKDVL]HV©SURJUDPPDWLF©
QHFHVVLWLHV©°©DOLJQPHQW�©HPEHGGLQJ©
DQG©LQWHJUDWLRQ©°©LQ©RUGHU©WR©H[SDQG©
contributions and the recognized value 

DGGLWLRQV©D©SURJUDP©FDQ©PDNH�©2I©
FRXUVH�©WKHVH©DFWLYLWLHV©DUH©H[HFXWHG©E\©
SHRSOH�©WKH\©GR©QRW�©KRZHYHU�©DOO©KDYH©
WR©EH©H[HFXWHG©VROHO\©E\©WKH©2PEXGV�©
2UJDQL]DWLRQDO©OHDGHUV�©SHUVRQQHO©
from related functions, administrators, 

PDQDJHUV�©DQ©2PEXGV©SURJUDPV́©
JRYHUQLQJ©ERG\�©DQG©HYHQ©H[WHUQDO©
consultants can contribute, and may, 

LQ©IDFW�©EH©EHWWHU©SRVLWLRQHG©LQ©VRPH©
instances, to ensure some of these 

SURJUDPPDWLF©DFWLYLWLHV©RFFXU�©DQG©LQ©
VR©GRLQJ�©SURWHFW©WKH©LQGHSHQGHQFH�©
QHXWUDOLW\�©FRQ½GHQWLDOLW\©DQG©LQIRUPDOLW\©
RI©WKH©2PEXGV©SUDFWLWLRQHU�

��© ©)UDQN©)RZOLH©DQG©-RKQ©:�©=LQVVHU�©
±(YDOXDWLQJ©2PEXGVPHQ©2I½FHV²©
�SUHVHQWDWLRQ�©����©,QWHUQDWLRQDO©
2PEXGVPDQ©$VVRFLDWLRQ©$QQXDO©
&RQIHUHQFH�©%RVWRQ�©0$�©$SULO©���©������

��©  ,Q©KLV©����©8QLYHUVLW\©2PEXGV©
2I½FH©$QQXDO©5HSRUW�©-DPHV©6�©:RKO�©
2PEXGVSHUVRQ©DQG©SURIHVVRU©DW©
$XEXUQ©8QLYHUVLW\©QRWHG�©±$SSUR[LPDWH©
HPSOR\HH©XVDJH©UDWHV©RI©2PEXGV©RI½FHV©
at colleges and universities range from 1 

SHUFHQW©WR©�©SHUFHQW©RI©WKH©FRQVWLWXHQF\©
SRSXODWLRQ�©7KH©HPSOR\HH©XVDJH©UDWH©LQ©
the current year of the Auburn University 

2PEXGV©2I½FH©ZDV©����©SHUFHQW�²
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��© ©7KH©WKUHH©IROORZLQJ©ZRUNV©FRPELQH©WR©
SUHVHQW©D©SLFWXUH©RI©WKH©PRGHUQ©ZRUN©
HQYLURQPHQW�©(DFK©RIIHUV©SDUWLFXODU©
DGYDQWDJHV©DQG©DOO©DUH©ZRUWK©SXUVXLQJ�©
HYHQ©LI©QRW©DOO©GDWD©FRUUHVSRQGV�

© ©5LFKDUG©+�©*LUJHQWL�©±.30*©����©
,QWHJULW\©6XUYH\�²©.30*©�����©
KWWSV���ZZZ�NSPJ�FRP�&1�HQ�
,VVXHV$QG,QVLJKWV�$UWLFOHV3XEOLFDWLRQV�
3DJHV�,QWHJULW\õ6XUYH\õ����õ2õ�������
DVS[ 

© ©(�©2´%R\OH�©-LP©+DUWHU�©±*DOOXSV́©����©
6WDWH©RI©WKH©*OREDO©:RUNSODFH�²©
*DOOXS�©�����©KWWS���ZZZ�JDOOXS�FRP�
VWUDWHJLFFRQVXOWLQJ��������VWDWHõJOREDOõ
ZRUNSODFH�DVS[

© ©±1DWLRQDO©%XVLQHVV©(WKLFV©6XUYH\©RI©WKH©
8�6�©:RUNIRUFH�²©(WKLFV©5HVRXUFH©&HQWHU�©
�������©KWWS���ZZZ�HWKLFV�RUJ�QEHV�
GRZQORDGõUHSRUWV�

 

  For further consideration of the 

FRQWLQXLQJ©LPSDFW©RI©GLVFULPLQDWRU\©
EHKDYLRU©LQ©WKH©ZRUNSODFH�©±$©:RUNSODFH©
'LYLGHG²©LV©XVHIXO©LQ©LWV©FODULW\�

© ©.�$�©'L[RQ�©'XNH©6WRUHQ�©DQG©&DUO©(�©
9DQ©+RUQ�©±$©:RUNSODFH©'LYLGHG�©+RZ©
$PHULFDQV©9LHZ©'LVFULPLQDWLRQ©DQG©5DFH©
RQ©WKH©-RE�©:RUN©7UHQGV�©$PHULFDQV´©
$WWLWXGHV©DERXW©:RUN�©(PSOR\HUV©DQG©
*RYHUQPHQW�²©-RKQ©-�©+HOGULFK©&HQWHU©
IRU©:RUNIRUFH©'HYHORSPHQW�©5XWJHUV�©
7KH©6WDWH©8QLYHUVLW\©RI©1HZ©-HUVH\�©1HZ©
%UXQVZLFN�©1-©DQG©7KH©&HQWHU©IRU©6XUYH\©
5HVHDUFK©DQG©$QDO\VLV�©8QLYHUVLW\©RI©
&RQQHFWLFXW�©6WRUUV�©&7�©-DQXDU\©�����©
HULF�HG�JRY�"LG�('������

��© ©:KLOH©WKH©QXPEHU©RI©2PEXGV©SURJUDPV©
in higher education has continued to 

JURZ©DQG©WKH©PRVW©UHFHQW©GHFDGH©KDV©
VKRZQ©LQFUHDVHV©LQ©WKH©8�6�©)HGHUDO©
JRYHUQPHQW©DQG©KHDOWK©FDUH�©FRUSRUDWH©
VHFWRU©2PEXGV©SURJUDP©JURZWK©LV©
HVVHQWLDOO\©¾DW�©DQG©GUDPDWLFDOO\©ODJV©
behind other functions such as ethics 

DQG©FRPSOLDQFH�©

��© ©0�©/�©:DJQHU�©±7KH©2UJDQL]DWLRQDO©
2PEXGVPDQ©DV©&KDQJH©$JHQW�²©
Negotiation Journal�©������¯����©
GRL����������M�����õ����������WE������[©
:DJQHU V́©LQWHUHVW©LQ©VHHLQJ©2PEXGV©
change and advance organizations 

through rigorous connective 

FRPPXQLFDWLRQV©SURYLGHG©WKH©DXWKRUV©
ZLWK©VXSSRUW©IRU©WKH©FRQFHSWV©SUHVHQWHG©
LQ©WKLV©DUWLFOH�©6KH©HQFRXUDJHG©DOO©
2PEXGV©WR©WDNH©DFWLRQ©DQG©WR©LQWHUIDFH©
RQ©D©KLJK©OHYHO©ZLWK©WKHLU©RUJDQL]DWLRQV�

��© ©±���ZLWK©XWLOL]DWLRQ©DW©WKH©�©SHUFHQW©
OHYHO©SUREDEO\©FORVHU©WR©QRUPDO�²©
&KDUOHV©/�©+RZDUG�©The Organizational 
Ombudsman: Origins, Roles, and 
Operations A Legal Guide©�&KLFDJR�©
$PHULFDQ©%DU©$VVRFLDWLRQ�©������©����

��©  Alignment relates to the connection and 

FRPPLWPHQW©DQ©2PEXGV©SURJUDP©KDV©
ZLWK©WKH©SXUSRVH©RU©PLVVLRQ©RI©WKH©KRVW©
RUJDQL]DWLRQ�©$OLJQPHQW©LQFOXGHV©WKH©
UHFRJQLWLRQ©E\©WKH©2PEXGV©SURJUDP©
SHUVRQQHO©WKDW©WKH\©KDYH©VRPHWKLQJ©
to add to the organization, something 

ZKLFK©PDNHV©WKH©RUJDQL]DWLRQ©EHWWHU©
WKDQ©LW©ZRXOG©EH©ZLWKRXW©WKH©SURJUDP�©
but also moves the organization ahead 

to achieving the organizational mission, 

YLVLRQ©DQG©JRDOV�©,GHDOO\�©DOO©LQ©WKH©
RUJDQL]DWLRQ©SHUFHLYH©DQG©DSSUHFLDWH©
WKLV©DOLJQPHQW©RI©SXUSRVH©°©HVSHFLDOO\©
WKRVH©ZKR©XVH©WKH©SURJUDP�©
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To be clear, the authors are advocating for a 

SURJUDPPDWLF©DOLJQPHQW�©7KDW©LV�©WKH©2PEXGV©
SURJUDP©QHHGV©WR©EH©DOLJQHG�©ZKLOH©WKH©
2PEXGV©SUDFWLWLRQHU©UHPDLQV©LQGHSHQGHQW�©
QHXWUDO�©LQIRUPDO©DQG©FRQ½GHQWLDO�©(VSHFLDOO\©
DV©UHJDUGV©±QHXWUDOLW\²©WKHUH©PXVW©EH©FODULW\�©
1HXWUDOLW\©SHUWDLQV©WR©2PEXGV´©PDQDJHPHQW©
RI©D©FDVH©RU©LQWHUIDFHV©LQ©WKH©SXEOLF©YHQXH©
�VXFK©DV©DQ©2PEXGV©QRW©EHLQJ©DQ©RI½FLDO©
voting member of a committee or taking 

SDUW©LQ©D©IRUPDO©SURFHVV��©7KH©SURJUDP©
must be a functional addition to the 

RUJDQL]DWLRQ�©,W©PXVW©SURYLGH©D©FRQWULEXWLRQ�©
ZKLFK©WKH©RUJDQL]DWLRQ©VHHV©DV©YDOXH�©,I©WKH©
SURJUDP©LV©MXGJHG©WR©EH©QHXWUDO�©DV©UHJDUGV©
its contribution and value addition, the 

RUJDQL]DWLRQ©ZLOO©E\©QHFHVVLW\©MHWWLVRQ©LW�©

�©©(PEHGPHQW©LV©WKH©SURSHU©VWUXFWXUDO©
SODFHPHQW©RI©DQ©2PEXGV©SURJUDP©
throughout the organization, including 

mechanisms for oversight or governance, 

DFFHVV©WR©DOO©W\SHV©RI©SRZHU�©PHDQV©RI©
FRUUHFWLRQ©DQG©UHGUHVV©IRU©2PEXGV©DFWLRQV�
LQDFWLRQV�©(PEHGGLQJ©LV©DOVR©DLGHG©E\©D©
SURSHU©GHVFULSWLRQ©RI©WKHVH©DVSHFWV©LQ©WKH©
WHUPV©RI©UHIHUHQFH©RU©FKDUWHU�

 

�©©,QWHJUDWLRQ©UHIHUHQFHV©WKH©PDQ\©ZRUNDEOH©
FRQQHFWLRQV©EHWZHHQ©DQ©2PEXGV©
SURJUDP©DQG©WKRVH©RWKHU©IXQFWLRQV©LQ©WKH©
RUJDQL]DWLRQ�©HVSHFLDOO\©WKRVH©ZLWK©ZKLFK©
there is the greatest need to interact to 

DFKLHYH©WKH©2PEXGV©SURJUDPV́©PLVVLRQ©
DQG©JRDOV�©'LIIHUHQW©RUJDQL]DWLRQV�©KDYLQJ©
different needs and desires from an 

2PEXGV©SURJUDP�©ZLOO©OHDG©WR©WKH©SURJUDP©
LQWHJUDWLQJ©ZLWK©GLIIHUHQW©IXQFWLRQV©DW©
YDULRXV©OHYHOV©�H�J�©DQ©RUJDQL]DWLRQ©GHVLULQJ©
DQ©LQFUHDVH©LQ©ZRUNIRUFH©HQJDJHPHQW©
PLJKW©OHDG©WKH©2PEXGV©SURJUDP©WR©
LQWHJUDWH©PRUH©KLJKO\©ZLWK©2UJDQL]DWLRQDO©
'HYHORSPHQW©DQG©/HDUQLQJ©WR©D©JUHDWHU©
H[WHQW©WKDQ©WKH©RUJDQL]DWLRQ©ORRNLQJ©WR©WKH©
2PEXGV©SURJUDP©IRU©D©GUDPDWLF©LQFUHDVH©
LQ©HWKLFV©DQG©FRPSOLDQFH©UHSRUWLQJ��©
,QWHJUDWLRQ©ORRNV©OLNH©DSSURSULDWH©UHJXODU©
communications, the establishment of 

DSSURSULDWH©VKDUHG©FULWHULD©IRU©HYHQWV©
DQG©GDWD©H[FKDQJH�©VR©WKDW©D©FRRUGLQDWHG©
XQGHUVWDQGLQJ©RI©ZKDW©HDFK©IXQFWLRQ©°©
2PEXGV©DQG©HWKLFV©IRU©H[DPSOH©°©UHFHLYH©
DQG©H[SHULHQFH©IURP©WKH©RWKHU�

���© ©-DPHV©7�©=LHJHQIXVV�©±3HUVSHFWLYHV©
on Costs and Cost Effectiveness 

RI©2PEXGVPDQ©3URJUDPV©LQ©)RXU©
)LHOGV�©&DVH©��©+RVSLWDO©&DVH©�D©FOLHQW©
2PEXGVPDQ��²©Journal of Health and 
Human Resources Administration©���©QR�©�©
�-DQXDU\©������©���õ����

���© ©©7�©5�©+DUULVRQ�©±:KDW©,V©6XFFHVV©LQ©
2PEXGV©3URFHVVHV"©(YDOXDWLRQ©RI©
D©8QLYHUVLW\©2PEXGVPDQ�²«&RQÀLFW«
Resolution Quarterly©�6SULQJ©������©����

© ©+DUULVRQ©ZULWHV�©±$OWKRXJK©WKHVH©
GHVFULSWLRQV©WHOO©XV©ZKDW©VNLOOV©DUH©
QHFHVVDU\©IRU©RQH©WR©EH©DQ©2PEXGV�©
WKH\©GR©OLWWOH©WR©WHOO©XV©ZK\©RU©LI©WKH\©
DUH©HIIHFWLYH�©(YDOXDWLRQ©RI©2PEXGV©
SURFHVVHV©FRPHV©SULPDULO\©IURP©VXUYH\V©
DQG©VHOIõUHSRUWV©RI©SUDFWLFLQJ©2PEXGV©
DQG©IRFXVHV©SULPDULO\©RQ©WKH©QXPEHU©RI©
JULHYDQFHV©KHDUG©DQG©UHVROYHG©�1HWWLQJ�©
3DWRQ�©DQG©+XEHU�©�����©=LHJHQIXVV�©
5RZH�©DQG©0XQ]HQULGHU�©������©FRVW©
HIIHFWLYHQHVV©�5RZH©DQG©=LHJHQIXVV�©
�����©3HUQHVNL©DQG©5RZH�©�����©+DOO�©
�����©5RZH�©����D�©=LHJHQIXVV�©����D�©
/X[�©������©DQG©2PEXGV´©SHUFHSWLRQV©RI©
GLVSXWDQW©VDWLVIDFWLRQ©�5REELQV�©������²©

© ©7KLV©DSWO\©FDWFKHV©WKH©2PEXGVõ
centric nature, and the absence of an 

RUJDQL]DWLRQDO©DOLJQPHQW�
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���©  Mary 6LPRQ©DQG©0DU\©5RZH�©
±%HQFKPDUNLQJ©DQG©0HWULFV©IRU©
2PEXGV©3URJUDPV©RU©2I©:KDW©8VH©
$UH©:H©$Q\ZD\"²©�SUHVHQWDWLRQ�©����©
$QQXDO©&RQIHUHQFH©RI©7KH©2PEXGVPDQ©
$VVRFLDWLRQ�©3KRHQL[�©$=�©$SULO©������

© ©7KLV©SUHVHQWDWLRQ©SUHVHQWHG©DQ©
H[WHQVLYH©OLVW©RI©VWDNHKROGHUV�©0DU\©5RZH©
KDV©VSHQW©FRQVLGHUDEOH©WLPH©DQG©HQHUJ\©
HPSOR\LQJ©KHU©VLQJXODU©DELOLW\©WR©EXLOG©
ZKDW©PXVW©EH©FRQVLGHUHG©WKH©GH½QLWLYH©
OLVW©RI©RUJDQL]DWLRQDO©VWDNHKROGHUV©ZKR©
FRQQHFW©ZLWK©WKH©2PEXGV©DQG©2PEXGV©
SURJUDPV�

���© ©2Q©7KXUVGD\�©0D\©���©�����©DW©WKH©
VHPLõUHJXODU©PHHWLQJ©RI©WKH©(DVW©
&RDVW©2PEXGV©*URXS�©D©ZKROH©JURXS©
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