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EXECUTIVE SUMMARY

E>ecutive summary

This 11" annual report of the CERN Ombud covers the period 1 January 2021 &c8inber 2021.

This year sawhe endof the mandate of the former Ombud, Pierre Gildemyn, and the beginning of

the mandate of the current Ombudlaure Estevertywho was appointedo this roleas of15 April
2021.

Ombuds are change agents when they help promulgate good practices and help mitigate bad

practices. This includes advocating for fair proegsgetting the information where it needs to be,
inform policydevelopments exfficio, identify and report trends and patterns. Thésthe spirit with
whichthis annual reports written.

100 member2 ¥ G KS / 9wb O2YYdzyA e @A alalivSiRanditheprasady 6 dzR Q a

136 issues classified according to the UniforReporting CategoriésThis represent2% of the

reference populatiod. However,in approachinghe readingofi KS h Y6 dzZRQa NB L2 NI =

in mind thatall visitors havahought carefullyand hesitatedbefore they contacted the Ombud and
that they shareissues that have a very significant negative impact on their work environraig.
gives specialeightto those issuesvhichmayhave not surfaced by other channels.

The analysis of th& A & Adénfoddd@pliicsshow two peaksn their age early(between25 and 30)

careers and latgdbetween 50 and 60. With respect to the gender distribution in the reference

population, twice as many female visitors reach out to the Ombuditors in administrative
professional categorieseem b be slightly over represented.

34% ofissues raise@oncernrelationships with the hierarchy where visitors felea lack of respect
attention and understandindgrom their hierarchy, and qusion their supervisor effectiveressand
the way decisions are takecommunicated Another 15%of issuesdeal with peer and colkgues
relationshipsvhere communications difficultieare at the origin of most conflict.

MM Ol asSa 2F ffS3ISR KFENIaavySyid ¢SNBE RAaOdzaaSR

that conflicts, misconduct andck of respect impact many more persons than the tparties
involved, but extend to the whole tearwhere theyhave a negtive impact onmotivation and
productivity.

13% of issues raised deal with career progression and development and, in the maijirityeo€ases,
the issue is blocked internatobility for holders of indefinite contract in theimid-to-late careers.

In addition to supporting visitors the informal resolution of issuethe Ombudiedicatesa significant
effort to his/hertraining anddevelopmentso as to provide quality servicasline withthe standards
of the profession. He/shis helped in this endeavor by tivariousprofessional networkof Ombuds.
Although all interactions were held omlg, like many activitis of the Laboratory they were essential
resources in this first year as CERN QGdnb

In 2021, a lot of effort went to raising awareness of the role ofdh#ud and the support provided,

2y

Ay
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1 See profile ahttps://www.linkedin.com/in/laure-esteveny0177999/
2 Classification proposed by the International Ombuds Association, see annex D
3 Defined in annex B
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EXECUTIVE SUMMARY

The discussions held with visitors reveasetineencouraging trends

ThelargeCollaboratiostuser communitiesare awareof the services provided by tembudand

use them: 18%of visitors are ders and 29% of isssieare mised in the context othese
Collaboratiors.

12% of visitors came to share an issue which did not impact them personally but a colleague whom
they wanted to help. This outlines thele of by-standersin the prevention of misconduct or
harassment.

When the Ombud was authorized to intervene (onl@% of theissue$, the colleagues in charge
whom | contactedeacted immediately and very effectivelywhich fixed the issue to the relief of

the visitor concerned.

On the less positive sid#his report highights a numberf concerns many of whichwere raised
repeatedly in formerh Y 6 dzR & Q . TheéSelag Kdif@dngeneralbut the impactof these problems,
in terms of motivation, climate and functioning of the teams, productivity, and reputationlghmot
be underestimatedSome of the main concerns are:

Many visitors complain abouhe lack of communicatiorwith their managersThey hesitatd to
talk about their issu@f concern andwhen they did, theydid not feel listened toor supported.
Internal mobility is a longstanding issue of concesspecially for indefinite contract holders in
their mid to late careerlocked in the job they have held for many yedisis results isignificant
indirectincumred costsin terms of productivity, egagement and motivation, which should not be
underestimated.

Early career colleagues, mostly students and fellmesyplain fromlack of supervisionGiven
what is & stake for them the responsibility that the Laboratory h&s them and the important
NREfS GKS& LI I & theyneédSpetialaind chddd dention. A 2 y =

The Ombud was allowed to intervene inpA% ofssues raisedMsitors do not want anyone else
to know about the issue they afacing. Theyear retaliation, egpecially when they ar awaiting

a decision impactintheir career

Golleagues especially the younger generatioset a higher price to theuality of their work
environment,work life balance, anthe socal responsibility of the @anization. Wen they leave
andthey did not find this, thegannegativelyinfluencethe reputation of CERN

CNRBY KAAKKSNI gl { OKpropogeQamedid2aitivriRo the k&in concesndzabbserved
namely

Fully ntegrateindividualinternal mobilityrequestsin the manpower plan

Sudy with managerghe difficulties of combining operatiomand managerial objectives and
outline possible solutions

Run a campaign on psychologicaafety, possiblyas part of a 360degrees respect@CERN
campaign

Improve the follow up of fellows and students pyogramme coordinators and the support of
colleagues at the end of their contracts, as theykegA Yy Tt dzZSY OSNAE 2F / 9wbQa
Revise the communication material on theany availableesponsechannels and promote them.
Design a brochure, with amline equivalent, to promote thnformal resolution of disputeand
help navigate through the legal framework applicabbedeal with misconduct, conflicts and
problems in geneal.

Finally, he Ombud will seek all opportunitiés contribute to these effortsn 2022.

NJ
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INTRODUCTION

Introduction

dTheOmbudshall issue an annual report on his/her activities to the DireGemeral.
This report shall contain anonymous, statistical information with respect to matters
brought to his/her attention, including their nature and status or outcome, as well as
a genenl assessment of the operation of the Office of@mbudé?

Thisisthe 1 yy dzt £ NBLR2 NI FNBY GKS h Yo caR&@i20d FIA OS =
December 202TThe Ombud positiomwas created at CERN In Julst@0at the same time as tHeEERN

Gode of Conduct was introduced:he main function othe Ombud is to provide a zetuarrier,
informal, independent,neutral and confidentiathannel for all members of the Personnel as well as
everyone working on behatif CERN texpress theconcerns whichmpact them at the workplace.
Through various means suck active listeningadvice/coaching and mediation, the Ombud helps
everyvisitor to explore ways to move forward from a blockadconflictual sit@tion. Annex A recalls

the mandate and working principles of the CERN Ombud.

Pierre Gildemng, who started to serve as CERN Ombuod. November 2017, left for retirement on 14
April 2021. Laure Esteveny was appointed as his successor 15 April2021. This dcument is
therefore a report on the activities and the achievements of the twobDds during theperiod
covered

The first section of this report preserttse demographicsof the populationwho visited the Ombu@ a
Officein 2021, 100 persons, 141 visifginex B presents the terminology used in this report.

The second sectioof this report presentananalysis of the issueshich were shared by the visit®

(136 issuesin total). The CERN Ombud uses the classification of reported issues proposed by the
International Ombuds AssociatigiOA) in order to follow trends and systemic issues across the years
and to allowthe comparison of data witheerorganizations Annex D presents the Uniform Reporting
categories proposed by the AXince 200. Followinga gereral overview of the issues, thisport
focuses on each categooy issues.

When presenting the data, | make few remarkswhich the data calls for, without ppmsing an
interpretation as so manyifierent factorscome into play

In addition to thediscussions held witthe visitors, the Ombudnvests significant time in other
activities : a)training, development and networkingwith peer professionals b) nurturing the

oF

relationships withinternal stakeholdersand ¢) & &ALISOAFASR Ay (rdisiBg h Y 0 dzR ¢

awarenes®on the role ofthe Ombud andtie NI A a2y RQsGNBE 2F G4KS / 9wb
The third section of this report presents thester endeavors.

The combination of alhctivities of theOmbudallows him/herto make observations and provide
insights to thereader and in particularto those whoare in a positn to make or influence change
i.e. the management at dktvels.These observations anihsightsare laid out in the fourth section of
this report.

“QEGNF OG FNRY (KS -20000808 16\Dkcgnber2ZBAC  / / t
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INTRODUCTION

The Ombu@ FNRBY KA &k KS Mina positidi tepoint Oul failuds® i firocesses and to
propose simple and practicalctions whiclcouldimprove theoverallworking environmenand allow
all members of the community to give their 100% bégteseproposed remedial actionsnay be
found in the fifth section of this report.

Finally the report gives a few conclusions and an outbdk G KS h Y 0 dzRh@ jearl2@%. A GA (G A S

This eport is available to- £ f / 9wb aSYOoSNB 2F tSNA2YyYySft>X TN
https://ombud.web.cern.ch/
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VISITORS DEMOGRABHIC

Visitors demographics

Visitors to the Ombud's Office per year

140
120
100
80
60
40

20

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021

In 2021,100 members of the CERSommunityK @S @A & A (i S Bfficé (k& 00), Yodalizg Q
141 visits These visitorsaised136different issuesas 28% of them raigaore than one issuePlease
see Annex B for an explanation of the various terms used.

The total number of visitorsepresents 2% of the reference populatfoifthe same percentage was
jd2 SR Ay TepMSNI hYodzRaQ

While considering the number ofisitora (2 (GKS hYodzRQa hFFAOSEI 2yS Y
realities: a)no one comes to see the Ombud on an impulBBere is a great deal of thinking and
KSaAAGFGA2Y O0STF2NB® hTFTiSy Yeé OAailiiefraiselae ¥f aA G A
significant concern and | witness a great deal of suffering in the discussions.

Therefore one shouléteep in mindwhen reading the reporthat the Ombud receives thosesues

that have not surfaced by any other channels and which impact the visitors in a significantly negative
way.

5 Defined in Annex B



VISITORS DEMOGRABHIC

Registered gender of visitors Registered gender in reference population

46% of visitors are femal€onsideringhe gender distributiorof the reference populatiorgt the end
of the year 20294, we have twice the numberfdemale visitors than one coulekpect to see.

I would like tounderline that these figures abased on the gender which is registeredc&RN upon
presentation of an IDdocumentand not on self reported gender. CERN, so daes not registeself
reported gender | would like to underline thattte Ombud servethe whole CERN community aali
genderd NB 4SSt 02YS Ay .0KS hYodzRQa h¥FFAOSO®

Visitors by contract type
PDAS

Contractor's staff
Student 1%

2%

Fellow
7%

Staff, LD
22%

69% of all visitors aremployed members of personnel gtaff and fellows). The majority efsitors
(44%) are staff holdingn indefinite contractNotably, 18% of visitors areséls.

6 See annex B
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VISITORS DEMOGRABHIC

<=50<55

16
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Visitors by age range

We observe two peaks in the age range of visitthrsse in theirearly career (between 251 30) and
those in theirmid to late career fetween 50 and 55), and the following graph gives the composition
of these two peaksin terms of contract typeThe type of contract influences the nature of the issues
broughtforward.

Visitors by age range and contract type

16
14
12
10

[ B = o T = o]

0
<=20<25 <=25<30 <=30<35 <=35<40 <=40<45 <=45<50 <=50<55 <=55<60 <=60

H|C mLD ®mFellow ®WUser MStudent MWMPDAS M Contractor M Other

There is indeed a lot at stake for early career colleagaspgcially junior fellowsnd doctoral
students during their work experience at CERNheT issues which theyace take significant
proportions especially in these COVID times, where isolationezkates them.

Similarly, colleagues aged between 50 and ¥5adten on IC contract, have held the same position
for a number of yearand need to discuss their career in terms of conterteyelopment mobility
etc.

11



VISITORS DEMOGRABHIC

) 1- Theoritical &
>B - Office & experimental
administrative P .
physics
work 930
11% °
Visitors by
SA - .
Administrative professional category
work
16%
3- Tec“;"“" 2 - Scientific &
"’;‘EE; engineering work
° 36%
Professional categories of visitors compared to
reference population
100%
90%
80% M 5B - Office & administrative work
70% N
W 5A - Administrative work
60%
50% m 3 - Technical work
40%
30% m 2 - Scientific & engineering work
20% W 1- Theoritical & experimental
10% physics
0%
Visitors Reference population

50% of all visitar are engineers or technicians, while 23% are physidistlation to the distribution

by professional category of the reference population, engineers anbriciangd A a A (i
Office less, while colleagues holding administrative fioms areslightly over represented

12
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ANALYSIS OF ISSUESED

Analysis of issues raised

General overview and trends

During the period 201t 2020, issues have been clagsif according to categories inspired by the
Uniform Reporting categors§ URCproposed by the I0Abut different in some aspects. For example,
harassmenissues were classified undér- Safety, health anghhysical environment, why the URC
classification places such issues under categetyegal Regulatory and compliance.

These are only conventions, however they are also meant to allow comparison of data and trends with
relevant other organizationsn addition the URC classificationar a level of detadld subcategories

whichare usefutotakeA yii2 I OO02dzyi G(KS RAGSNERAGE 2F GKS Aaad

For this reason|, classified the issues reported 2021 accordingo the actual URC categories and |
applied a conveien mechanism to the data of previous years, so as to allow comparisons across the
years.

In addition to using a differerdlassification, my predecesson theh Y 6 dzBffizé have used various
ways to keep track of issueBrior to 2014, issues were idtfied separately from visitors. So the
number of issues differed from the number of visitoiring the period20142020, they used the
concept of a primary issue and secongl@asuesand only reported omrimaryissues This waythe
number of issuesvas equal to the number of visitorBrom 15 April, 2021, | have identified issues
separately from visitors as this appears to me more accurate and relevant.

Distribution of issues

per categories
1.- Compensation and
benefits [136]
1%

7.- Services/administrative
issues
3%

9. - Values, ethics and
standards
1%
6. - Safety, health and
physical environment

8.- Orgaﬁ?g’ational,
strategic and mission
related
9%

2. - Bvaluative relationship
34%

4. - Career progression and
development
13%

5.- Legal, regulatory and 3.- Peers and colleagues
compliance relationships
15% 15%

136 issues raised by 100 visitors in 141 visits

7”See annex D
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ANALYSIS OF ISSUASED

In 2021,49% of the issueseported aredifficulties in relationships with the hierarciiypwardsor
downwards) as well asvith peers and colleagueklierarchy mcludes organizational hierarghproject
KASNI NODK& FyR |/ 2ZThif is & @Mihuatibrefibrraviousye@NandNisibkoe @

SELISOGSR | & roleKsSprinmanifyo tdzRr@vide support faarly and informalconflicts
resolution.

The two graphs belowhowthe relative importance of each category of issues, in % and in numbers

since 2011. They demonstrate again thatleasive relationship§ as well as relationships with peers

and colleagues are the main conceuof the visitors over the whole periodlhis is to be expected as
KSftLAY3a (GKS NBazfdziAz2y 2F AYOGSNLISNB2YIFf O2y ¥t AOi

One camalso note the relative importance of cajery 5 - Legal, regulatory and compliancghich
now includeslleged cases d¢farassment

100%
90%

80%

70%
60%
50%
40%
30%
20%
10%

0%

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021
B 1. - Compensation and benefits B 2. - Evaluative relationship B 3. - Peers and colleagues relationships
m 4. - Career progression and development B 5 - Legal, regulatory and compliance 6. - Safety, health and physical environment
B 7. -Senvices fadministrative issues W 8. - Organizational, strategicand mission related W 9. - Values, ethics and standards

8 Evaluative relationships are relationships between persons in a hierarchy ( e.g. supemjdoyee, project
leaderteam member, supeisorstudent

14



ANALYSIS OF ISSUASED

70

60
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=]
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Ll

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021
[172] [218] [173] [91] [108] [103] [117] [104] [74] [65] [136]
B 1 - Compensation and benefits B 2_ - Evaluative relationship B 3. - Peers and colleagues relationships

m 4. -Career progression and development m 5 -Legal, regulatory and compliance 6. -Safety, health and physical environment

B 7. -Services/administrative issues

W 3. - Organizational, strategic and mission related W 9. -Values, ethics and standards

Annex Cdescribes the different types of support which the Ombud may provide. In all cases, a
preliminary discussion takes place. For 33% of issues raised, a discussion is sufficient to help the
visitors explore options at hand to move out of the issue they f&oe.58% of the issues raised and
beyond the discussion which always takes pléoe,Ombud providesidvice guidanceand possibly

coaching.

Only13% of visitors (for 9% of issues) autzed the Ombud to take acticand contact an external
party about theissue (i.e. a manageg colleague, another service etc.)Without this clear
authorization, the Ombud will not intervene in any way. The only exception to the strict confidentiality
of the Ombud is when he/she is firmly convinced that there is immirmlamiger to a person or to
assetsln 2021 no mediation took plagcas was also the case in 2020

Type of support Action

Discussion
25%

Advice/Coaching
62%

15



ANALYSIS OF ISSUASED

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

m Action
= Mediation
B Discussion

B Advice/Coaching

Visitorscomedi 2

¢ KS 3INI LK

i KS h Yo dzR Qa) ishugsTnwbi@heyiaze digeétly iNBlved,e. where
they area PARYto the issue)) issues betwee two or more persons their team, in which case they
come aHIERACHM, c)issueghat impactother colleagues, i.e. where theareWITNESS

0St2¢

aK2ga

0KS RAAGONROdzGAZ2Y 2F GAaAl?

Witness

12%

= Party

Role of visitor in the issue raised

Hierarchy
9%

= Witness

Party
79%

= Hierarchy

Anoticeable 12% of issues ashared by colleagues whase not party to a conflict buvitness it and
want to help. Only 9% of issues aredught by managers (supervisor @apovein the hierarchy).

16



ANALYSIS OF ISSUASED

Context of the issues

Departments
71%

Collaborations
29%

For 29% of the issuethe visitor spontaneously announs¢he ©@llaboration aghe context in which

the issue has emerged

Analysis ofsisues by category

This section gives more déon each category of issues, startingh the most frequently met
category | recall the definition of each category as well as the numb&soks reportedTheactual

ydzYo SN 2F A&dadzsSa

Evaluativeelationships, 34%

Ay SIOK OFGS3a2NER Aa

NBOFftSR Ay

URCcategory 2: Questions, concerns, issues or enquiaesing between people in evaluative

relationships (i.e. supervisemployee, supervisestudent)

In the CERN contextyaluative relationships also include relationships in the hierarchical structure of
projects and CollaborationsThe distribution of evaluative relationship shows th&% of issues

directly relate to lack ofespect, limited supervisory effectiveness and the way in which decisions are
taken and communicated6% of issues are brought by managers who wish to consult about conflicts

in their team.

17



ANALYSIS OF ISSUASED

2.h- Retaliation 2.n- . . .
2% Departmental/Group Evaluative relationships [47]

i 2.r - Equity of treatement
2.c- Trust/Integrity 595
1%

climate
2%

2.m - Performanve
appraisal/Grading ( MERIT)
6%

2.b- Respect / treatment
of employees
24%

2.1- Consultation
6%

2.d - Reputation

6%
2.0- Supervisory

effectiveness

2.g - Diversity related
& ty 17%

9%

2.j- Assignment / 2.e - Taking and
schedule communicating decisions
11% 11%

Peers and colleagues relationships%
URC category Ruestions, concerns, issues or enquineslving peers who do not have a supervisory
employee or supervisostudent relationship

3.j- Other
5%

Peers and colleagues relationships [20]

3.i - Physical violence
5%

3.h - Retaliation
5%

3.d - Reputation
5%

3.e - Communication
40%

2.d - Reputation
5%
2.c- Trust/Integrity
5%

3.f- Bullying, mobbing
10%

3.b- Respect, treatment 2.g - Diversity related
10% 10%

In line with prior years, communication remains the principal (40%) cause of issues between
colleagues Issues related taliversity (10%) in this category were caused by sexismeived by
female colleagues

Bullying, mobbing and lack of respect in treatment &v@resent in 20% of cases. In two cases, such
attitudes have lectolleagues to leave the Organization.

18



ANALYSIS OF ISSUESED

Legal, reglatory and compliancel 5%
URC category Ruestions, concerns, issues or inquiries that may create a legal ri

sk (financial, sanction

etc.) for the organization or its members if not addressed, including issues related to all forms of

harassment, wastdraud or abuse.

5.b- Business and
financial practices
5%

5.a- Criminal activities
(inc fraud)
5%

[20]

5.c- Harassment (all
forms)
90%

Legal, regulatory and compliance

Issues ofillegedharassment are now in this category. 18 issues were raised related to 11 identified
casesb are sexual harassment, 5 are moral harassment. For one issue no information was available

to allow such classificatiom.heseissues may bé&rought by the alleged victim of

harassment, the

alleged harasseithe supervisors of eagharties, but alsgeersand colleaguesnpacted by the issue.

When issues regarding possible fraud are raised, the visitor is referred to the Interdidlservice.

The ombud has no information on whether tisr advice has been followed or not.

Discussions held in this category of issues eeellentopportunities for the Om
information on appkable procedures such as the Operationat@arsm n >
2SNy AYy3I Ay@SadAgbaNRy ORI SENI [d3RK

bud to provide

Gt NAy OALX Sa

LINERO S R dzNEB &

K NI & awitistilelsgecific role of the Ombud in the informal resolution process.

Career progression and developmel8%

URC category ©QQuestions, concerns, issues or inquialesut administrative processes and decisions

regarding entering and leaving a job, what it entails (recruitment, assignme
separation)

nt, job security and

Quite understandably, laissues in thisategory were raised by MPEs (staff and fellows 44% of
thosecases, the issue is relatéalinternal mobility, sometimgimposed and most often blocked.

Forallissues in this category visitordtfa lack of respect in the implementation thie
procedures.

procesesand

In some cases, they complain about unfair treatmé&xamples are lack of honest

communication after selection board, board taking place when the candidate is already chaséd

composition of the boaretc.
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ANALYSIS OF ISSUASED

4.a- LD recruitment
process [ boards 4.b - Job classification and

information description
6% 6%

Career progression and development
[18]
4.k - Career Progression /
Career development and
assignments

11% 4.f- Rotation and duration

of assignment/ Request for
internal mobility

44%
4.h - Termination/Non

renewal ( end or non
renewal of contract)
11%

4.e - Career progression (
promotion,
reappointment, or tenure)
22%

Organizationaktrategic and mission relatef%

URC category &uestions, concerns, issues or inquitieg relate to the whole of some part of the
Organization

8j- Organizational, strategic and mission related
Interdepartmental/interorganizatio [12]
work/territory

8%

8.g- Change management

8% 8.a- Strategic and mission-

related/ Strategic and
technical management
25%

8.d - Communication
8%

8.b - Leadership and
management
9%

8.f - Organizational climate
25%

8.h - Priority setting or
funding
17%

Although the number of issues raised in this sub category is low (12), they are important as they
correpond to risks to thedrganizatiorthat may not havesurfacel by other channelsRsks raised

are, for example,loss of critical organizati@l knowledge, service contraffectiveness,and
perceiveddiscrimination of cerin categories of personnel.

Healh, safety and physicahvironment 6%

URC category ®uestions, concerns, issues or inquitasutsafety, health and infrastructure related
issues
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ANALYSIS OF ISSUESED

Most issues in this categocpncernwork related stress. In all cases, the visitor had not dared to raise
the concern with the supervisor either because the issues touched on the intimacy of the person or
because visitors were afraid that raising the issue could somehow compromise thresrar

Health, safety & physical environment

6.g - Safety [8]
equipment
13%

6.b - Physical
working/living
conditions
13%
| 6.i-Workrelated
stress and work-
6.a- Safety life balance
12% 62%

Values, ethics and standardb

URC category ®Questions, concerns, issues or inquialbsut the fairness of organizational values,
ethics and/or standards, the application of related policies and/or procedures, or the need for creation
or revision of policies, and/or standards.

Few (5) issues were reported in this category and they mainly dealt with iywersts dimension of
gender and beliefs. The visitors made very relevarmggestion®on how to epand the support of
diversity.

Servee/administrative issue8%
URC category 7Questions, concerns, issues or inquiaésut services or administrative offices
including from external parties

Very few(4) administrative/service issuesere raised and the Ombud simply provided information
on procedures or referred the question to the service in cha@wviously, colleagues are aware that
the Service Desk is available toseuer all service related issues.

Compensation and benefjt$%
URC category 1Questions, concerns, issues or inquiaé®ut the equity, appropriateness and
competitiveness of employee commgsation,and other benefits

Only 2 issues we raisedin this sub category and, afterdiscussion, were referred to the other
services in chae.
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This section of theeport deals with the activitisof the Ombudin additionto listeningand providing
support to visitors. These activities are very important as they hale objective tomaximizethe

quality of theservices provided, and to raise awareness on rigponsechannel provided by the
Ombud, as the mandatequires

These activities are also essential to mitgahe top two professional risks for th@mbud:
dcompasion fatigue anddolatiore®.

Training, development and networking

As | enbarked on the role of ERN Ombdi my priorities were to train to the positioning and the
responsibilities of the role. To this effect | followed the following courses during 2021:

1 Foundation course for Ombuds ( June, IOA)

1 Practical mediation skills (April, The TCM Group)

1 UK National Qéficate in Workplace mediation in November (Juls&ptembeythe
TCMGroup)

T C2tt26SR ySgs [/ 9whb
culture of respect.

O 2 deNdmaBagersyn howdtar drehtd 3 3

| ambenefitingfrom the mentoring programme of the IOA andveathe pleasus to be mentored by
a very experienced ombud of a magobal, publicly traded company. The benefits of being mentored
during the first year in the jolre huge.

In order to pass messages that are aligned to the messages given to colleagues when titeg BR

internal course on management and communication, | have followed the new training sessions

organizedby HRL&D. R NJ SEF YLX S 6A (K
focuses omespect in the workplace.

iKS O2dzNBS & owhighA v 3

Most importantly, theCERN @bud benefis from menbership in a number of professional ombuds
networks. These networksffer prime opportunities teshare experience and toglsomparepractices
and discuss challenging issues, always in respebeaonfidentialitygranted to tte visitors

The CERN ombud belongs to the following professional networks

1
T
T
1

Ombuds of International @anizatiors in the Genevaarea - Monthly meetingsn 2021

Ombuds in UNARIO organizatiayg meetings and conferences in 2021

The adhoc working group o®mbuds in EIROforum organizatiand meetings in 2021

COOR, Organization of Corporate Ombuds in Eut@meetings

oa

+ A NI dzl €

hYodR C2dzyRFGAZ2Y
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Finally, CERN is a member of the International Ombud Association. This membership, renewed every
year since 2011, gives access to presiomline resources as well as the support of this global
professional network.

In this era of the COVID19 pandemi¢s,3 h Ysavddd i@ no exception and all meetings, seminars,
courses anather interactionshave taken place onlindor the second year

Nurturinginternalstakeholders relationand raising awareness

Although the Ombud function is an independent and thereforatherisolated function, it haa large
number of stakeholders, represented in the graph below.

HR Head
Office
Users Office HRAs
Legal Senvice Social affairs
Collaboration
D&l and ECS D&l
boards
Collaborations
Management L&D
CERN
Management Doctors
HIP Psychologists
Staff

association

It was both a pleasure and a very useful initiative to propaseeetingto key stakeholders, when |
embarked on the foction. In addition to introducingnyself as the new CERN Ombud, | had an
opportunity to discuss respective responsibilities in the suppbcolleagues facing diffiddituations
and the mechanism for referring visitors to the service which could best serve them.

Very importantly, Isuggested tdDepartment Heads to present th@Ombudfunction and the 2020
annual reportat one d their management boaradneetings Thesewere good opportunities to raise
awareness ofhe role of the Ombud and ofhe services providedAlso, wherthey organize fothese
presentations to take place, the Department Heads gave clear signal that they supp&uhttien
and encourage their teams to use it whenever needed.

Similarly,| was invited to make presgitations to the LHC Collaborations, and to the AC&hichwas
very useful to make the services of the Ombud known to the USERs community.
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Branding andhternalcommunication

Significant efforts were invested into a new branding for the CERN Ombud

new logo, designed by the Design and Visual ldentity team 4BC@G,

represents as four circles, the fowethical principles b the Ombud©, mg
Independence, Impartiality, Confidentiality and Informality. These four circ

create auniguesafe space for visitors to come to the Office of the Ombud ¢ CERN ombud
share their issues of concerns. The logo algakeshe diversity of the visitors

entering the dfice.

The Ombud web site wasvised toreflect the new branding. Posters anddhg were placed in key
areas for people to read and pickip

Since 2011, the Ombud publishes an article in @8N weekly bulletif?. These articles all relate
either to the CERN values, the CERN Code of Conduct, the role of the Ombud ancesploase
channels, topical issues in teorkplace (e.g. teleworkingconflicts inteams etc.)). They are ayreat
opportunity to raise awareness of and promote these. In 2024 sucharticleswere published and
the topics tackled are listed in Annex E.

Finally, to facilitate access to the Ombud, | now hold a permanemtiee Prévessisite every Tiesdy
morning (8651-C12)

10 hitps://www.ombudsassociation.org/assets/IOA%20Code%200f%20Hitics
11 See Annex F
12 hitps://lombuds.web.cern.ch/bulletirarticles
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OBSERVATIONS AND@KT'S

Observations anthsights

Introduction

Visitorsin 2021represent 260f the reference population Formerl Yy dz £ h Yo dzZRQ NB L2 NIi
that this percentage isomparable tahe visitors in peeprganizationsA survey publisheth January

2021, to which the Ombugbf 14 different organizabns from the public and private sectors in Europe
contributed, states an average 2.3% of the served population.

O
No

Mnn Q@AaAAG2NA AY GKS hYodzZRQad hFFAOS MYhedktio oS
O OSNEO2Re 02 dzy (i shoutl Nd agplied thefeh addiflodzy daritéstify that all visitors
have thought thorougly before they come to th®mbudand thatthe issue which they report are of
verysignificant importance tothenOna¥f S¢g 2 OOl aA2ya L KI @S aénpty (2f R
G2 R2 &a2YSGKAYy3 lto2dzi Adé FyR 2y [ttt 200lFairzyaz
visitor.

Considering all ombuis® NI LJ2 NJi &l céuldl yhék&ny ewn mesE of theobservationsmade
repeatedlyin the pasty my predecessors. In particular, the following insigassstated in the original
reports, remain very muclvalid:

- OExcellence in human management and relationships remains to be achieved and managers,
supervisos, at eachlevel, arein a position to show good examgledemonstrating respect
andapplying the code of conduét.

- GAlarge fraction of visitas are indstent that they do not want theiinitiative to contact the
Ombud to be known as they feel it would be badly perceived by their hierarchy and/or
environment and feared retaliatiart

- dThe need for more guidane@ad supervigin is apparent in many casestbie fellows and
students who visited the Ot £

- oCommunication issues were at the heaf the majority of conflicts reported in the peer
relationship céegory. &

- 4/ 2tftSr3dzSazr K2 gAAKSR F2NJ I OKfungtdrSofteh¥ | O A ¢
felt blocked by the difficulties of intdrnf Y2 0 A f A G & D€

- G¢KS A&aadzsSa O2yOSNYyAy3al ! aSNBR IINB FYLXATFTASR 0
sometimes leaves them without any clear framework of accountability within which to address
GKSANI O2y OSNYy & ¢

Therefore, when making an observationtb& same nature, | try to present it from a different aspect
and insis on the consequences of hatlee systemic problem persist

Finally, | made a systematic follow up with my visitors of the issue they raiee@rally 2nonths
after their visit | ampleased to report that the feedback which | received on the usefulness of their
gAaAl G2 0GKS h YdefizicRgositivelViito &e gtatetul thatghiBegponse channel

is provided by CERMs the Host Laboratory, to the entire CERN comityiu
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The positive aspects

+ The visitors com&om all levels ofnanagement oCERN andf the Collaborations. It is great
to see thisidesignated neutralserviceowned by all.

+ 12% of the visitors are not party to an issue but come because they himesged an incident
of misconduct or other breaches of the code of condlicparticular, mobbing and bullying
behaviors always have witness@bese visitorare eitherwilling to help a colleague, whom
they see in distresgr to report a breach of the code which they consider unacceptable.
Another 9%are colleagues in the hierarchy or inacte of activities who also wish to report
issuesThis is not aegligiblenumber and CERN should leverage onwhibngness tareact,
by empowerindoy-standers to do so.

+ {2YS 2F (KS QGAaArAG2NRAI 2FGSy @&2dzy3a O2ftft Sl 3dzsSa:
professional choices, for example when they hesitate on the appropriateness to accept an
extension of contragtwhen the poject is not in line with their career plan®©ther visitors
have already refleetd thoroughly on their optionand they simply vah to have an external
party provide an exteral view on their favorite choiceThe Ombud is here to be that
GAYRSLISYRSRSEFGDORE S ySdziNlI f ©02A0S¢ o

+ 13% of the visitors (for 9% of the issugisle express authorization to the Ombud to intervene
in a difficult situation, for example by contacting a third pary all these cases where |
contacted other colleagues in a positi to solve an issue, they have reacted promptly and
effectively, to the satisfaction and immense relief of the visitor.

<+ Only in one case did | receive negative feedb&dduaCOVID19 measures at CERMry time
the subject was touched, the measures wegyerceived as caring from the part of the
OrganizationHowever, COVID19 has exacerbated the effect of conflicts or other issues on
colleagues. Isolation, the suppression of opportunities tetria a less formal environment,
zoom fatigue have reinforcedhé impact of all types of issues.

+ | have had spontaneous contacts from colleagues after a presentation or following the
LJdzo £ AOF GA2Y 2F Iy INIAOES Ay (GKS hyondwQa O2 Ny
to improve the working environment.he ombud is therefore also a relay for such proposals.

+ It is very good that community members have a number of char(@gthat they may turn to
for support and it shows the high level of commitment of the Organization to not leave anyone
alone with anissue of concern. Which channel they chose to turn to depends on many factors:
prior experience, the degree of information they hawewho does whattrust in particular
individuals level ofconfidentiality expected, and, most importantly the emergenaydahe
nature of the issue.
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OBSERVATIONS AND@KT'S

Concerns

C1. Significant support is available for collaborators facing issues bundtisompletelyclear
who doeswhat and the nature of the support providedhe communicationmaterial on
theseresponsechanneld® should be revised/Nho a visitor turns to is a matter of trust and
what is important is thatwhichever channel is used, the visitor finds someone tottalk
Naturally thevarious support services would refer the visitor to the service which is in the
best position to address their issuégefore any additional point ofontact for reporting
issueds introduced, management should clarifya mandatevhat services are proded as
well as which pnciples direct the functionf¢rmal/informal, confidentiality agreement
power of investigation, agent of notiac.).

C2. Conflicts within the hierarchyrepresent themajority of the issas (34%) Caring and
attentive management not solely focused on achieving operational objectivésa pre
requisite to allow people to give their besh somecases, visitors did natare to talk about
health issuegifficulties to meet workload demands, or conflicts with colleagues as they did
not trust their managers to listen to them and help them handle the isftextively.

C3. One long erm objective of setting up an r@bud functio* was to cultivate conflict
management skillsothat it becomes common practic&nfortunately, his goal is nomet
yet. Some common aspedisr conflicts brought to the Ombud are

- Conflicts often originatein the unclear definition of responsibilities, interface
authorities dutiesor the lack of communication when taking decisions

- Some nanagersmay ignore conicts and maynot realize that ding nothing is not
neutral, it implicitly allows aonflict to worsen and underminkiust in the manager.

- The majority of onflictsbrought to the attentionof the Ombudhaveexistedfor more
than 6 months, in many casesjore than a yearAt this stage the parties are
entrenched on their positions and the conflict is hard to resolve.

- Attempts to solve issueby the partiesthemselvesoften fail. It is possible that
communication difficulties and heawyorkloadpreventthe parties fromaddressing
them effectively.

- Mediation is not yet part ofthe CERN culture. Although the Ombud proposes
mediation, it is hardly ever accepted by both parties. No r@aai took place 2020
and2021.

C4. The impact of conflictsmisconduct, harassment, poor wellbeing extends beyong#rées
to colleagues ando the whole team, including the manag Similarly, problems of well
being for amanagerhave an impact down the lindll harassment cases have an impact
which is muctwider thanon the two partiesconcerned

C5. Internal mobility is an issugespecially for colleagues holding an indefinite contract, in their
mid to late careersin these casestherigidity of the manpower plamandthe impossibility

13 https://cds.cern.ch/record/2725731/files/Inappropriate%20Behaviour%20and%20harass¥h2t
pager%20(Ver¥25%20Feb%2020%20HR%20page).jpg
14 15t Annual report of the CERN Ombuds, 1 July 2010 to 30 June 2011, Vincent Vuillemin
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OBSERVATIONS AND@KT'S

to transfer acollegguewhen no posis available, even if the need is theigat the origin of

the issueln those cases, the internal mobility fund has not providedlution. The costs of
keepngpeople in the same unibn the same jolxespite theiraspiration and need taove

to face new chllenges is high and derestimated i.e. demotivation, loss of effectiveness,
health issuesimpact on the team etc.). Criteria for granting an indefinite contract include
the capacity of the person to develop new skills adnpetences and adapt to evolving
contexts. This seems to be forgottéater in the career when people wish to move within
the OrganizationMore worrying, internal mobility seems impossible even in cases where it
is an urgent measurdor example in casef allegedharassment

C6. Only 13% of visitorallow the Ombudto take action 9% of the issugsThemainreason
given idfear of retaliation, in particular when visitors are on limited duration contract, or
are seeking mobility angthen theyfear that spe&ing up about their issue might endanger
their chanceo stay or moveMore generally, visitors are afraid of being labelled as
GLINPOEf SY LISNE2Yyaé¢ AT (KSe& &LISI 1 dabdypoddt2 dzi A & a
out afailure of the policy of zero terance against retaliation.
In addition to fear of retaliation, there is a general feeling that speaking up will give no
results and that the situation will remain the sanTéis is very regrettable as, in the few
cases where the Ombud was authorizedrntervene, the colleagues in charge were very
quick and effective in helping with the issue.

C7. Visitorslose trustin the processes and in dmagementwhen the reality they experience
every dayistoo distant from the official messages receivagk(a respectful place, the values
of CERN, diversity is an asset, fairness of treatment for all, equal opportunities in boards,
trusted leadershigetc.). Itis all the more a problem whethey see attitudesliverging from
the code of conduct internal politic or power alliances de facto encouragedby
appointment, promotim or additional responsibilities

C8. The context iwhichrecruitment happensoday is changing The younger generations set
a higher price to the quality of thevork environment work life balance and the social
responsibities of recruiting companiesThere were caseof visitors who chose to leave
because ofthe hostile environmentthey were facingand the managemeii Q& | LILJ NB y {
indifference to their situation

C9. Students whether technicaladministrative or doctoraand junior fellowsat the beginning
of their career neednuch attention, guidanceand careful supervisiorfFor these young
people, the pandemics has accentuated the feeling of isolation and the need for very
attentive managementA lot is at stake for them, especially for doctoral studeand they
canhave a large impa@ y / 9 wb Q & whditheldmale(CERNyaredurn homein the
Member Stateslt is inportant to keep this in mind wherever CERi¢ets difficulties to
recruit.

C10.Ends of contractre alwayshallenging timeswhether imposed or chosefThis is where
respect takes special importance. Are decisi@m termination of contracts explained
honestly and carefully? Is the Organization saying properly thank you and good bye to former
colleagues who worke#8, 8 or more years? Such situatiareary the risk that people may
leave with resentment for CERIN whichcase they do not help maintaingmodreputation.

Cl11.If a lot is at stake for people o feel thatthey have been treatedunfairly or whose
difficulties come fromflaws in the system(e.g. abuse oltiser or associate contract&r
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whichthey feel no resporibility for, the risk is non negligibl¢hat they might ggoublicand
dzy RSNXYAYS /9wbQad NBLMzil GAZ2Y

C12.Some visitors camto shareissues which donot impact them only but,rom their point of
view, are systemic issues whidtear significant risks for theOrganization In these cases,
they come to the Ombud after they tried to raise the issue with management but have a
feeling that they were not listenedot Examples of such issues are tts& of losing critical
knowledge, orthe growing discrimination otertain categories of personneCan the
Organizatiorafford that sgnificant riskamay not find their wayfrom bottom up?

C13./ 9 w begnbfrarhework(Staff Rules & regulations, administrative and operational circulars,
policies) is quiteomplexto navigate hrough.In addition to this legal framework, a number
of bodies and roles existith specific functions, formal or informal. The majority of the
GAaAA02NAE (2 (G§KS h YragaRfDanotuly awardd all rufes/add bddied y 3
and how they diculate with each other.

C14.Finally, there arenanymechanisms put in plageat CERN or in the Collaboratidosupport
good governance, fair treatemt of all, respect for diversity etcAre these boards,
committees rolesfunctioning? Some visitors come with issu@gich should have been
handled by these instancin the first place, but have been left unmanaged.
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Proposedemedial actions

Because the Ombud has neandate to investigate facts and because, naturally, visitors share their
own onesided perceptions and experience of a situation, | consider that the Ombud is not in a positon
to make recommendations that definitely address the root cause of an issue.

However, the Ombud is very much in a position to propose simple and practical actions which, in
his/her opinion, couldignificantlycontribute to remedyto the concerns listed in the previous section
and improve the overall working environment:

Al.Reviserapidly the communication materiabn availableresponsechannels in coordination
with all services/roles involved. Regularly raise awareness on these anthiegpormation
up to date

A2. Initiate a discussion with managea all levels, on the diffidties theymayhave to apply the
soft managerial skills required by the job. This could help understand why, despite the
extensive managerial training available, evaluative relationships have remained central issues
Ay (GUKS hYodzRQa hETFAOS F2NJ 20SNJ GSy &SI Na

A3.In the evaluation of managersincluding project leadersintroduce, in addition to the
evaluation of operational objectivean evaluation of their capacity to care ftireir team,
listen, communicate and resolve isstreshe bud. This could belsieved with, amongst other
possibilities an anonymouand weltdesignedjuestionnaire to the supervisees.

A4.Make individualinternal mobility requestsan integral part otthe manpower plan so that
requests to move internally are known to all when the planreppredannually Strengthen
the framework fa internal mobility i.e. htroduceperformance indicatorgyerform skill gaps
analysis angrroducecorrespondingdraining plansin case of urgent needs for mobilitygalth
or harassment issues), alleviate thenpowe plan and finda solution.

A5.Place the accent ofhe next respect@CERN campaitast(one in 2014) o360 degrees
respect.i.e. bottom up, top down respect in the hierarcfwalk the talk) respectbetween
peers andespect inthe application ofprocedures and rules.

A6. Improve theproactivefollow up of fellows andstudents, and especiallgoctoral students by
the programme coordinatorsin liaison with their supervisors, including in their home
institutions.

A7.Consider implementing eampaigrto improve psychological safety.e. éthe belief that one
will not be purished or humiliated for speaking up with ideas, questions, concerns or
mistakeg'®>. The campaign could start with conferenceon the subject and follow with
workshops onpsychological safety. It could send a clearmessage to managers to
systematically follow upn any potential case of retaliation. Such messages would go a long
way into increasing trust in the systemdamaking zero tolerance of retaliati@reality.

I Amy C. Edmondson , The Fearless Organization, December 2018
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A8.Improve the support of colleagseat the end of their catract: give them honest and
constructive feedback, say properly thank you and good bye, take the time for exit interviews
and use the feedback provided, to evaluate the working environment in tbeindr unit.

A9. Design and publish an easyreadand easy to revisesimplebrochure and online equivalent,
to introducethe legal framework andhe channels availablevhen members of personnel
are facing issuesuch as interpersonal conflicts or miscondugtich a document would ke
great opportunity to advertise the informal resolution of disputes.
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Conclusions and outloak 2022

The I0AOmbuds Foundation course states tliebmpassion fatigue and isolati@are the two main
risks for the @bud professiod. None of these risks have materialized for me in the first 8.5 months
in the position.

Certainly no compassion fatigue as it is very rewarding to help collefagirgdifficult situations and
as the feedbck received is quite positivealso escaped isolation thanks to mjernal stakeholders
as well as peers in professional networdsd theirwillingness to sharéheir experience.

CERNas the host lhoratory, demonstratesa real commitment to support all members of the CERN
community who face challenging issues inwark environment and all members of personnel should

be encouraged to use the services of the Ombud, including mediation services, as needed and as early
aspossiblewhen a conflictual situation arises

¢KS hYodzZR KF& AYLRNIFYd AyLdzi G2 LINRGARS G2 /
management. As a zero barrier office, it allows important issues to surface, which have not surfaced
by aher channelsl am fully available to provide input and discussat any time of the year

This report proposes some remedial actions to theaayns raised. The Ombud plamsdertake the
following actions as her contribution to improviggod practicesn 2022:

1 Raiseawareness orthe mediation serviceprovided by the Ombubly organizing a public talk
on what mediation is, possibly, based on a mock mediation.

9 Contribute to the nextespect@CEN campaign (last one in 20i}h accent on 360 degrees
respect.

1 Meet small and mediunCollaboratios to promote the role ofhe Ombud as a service from
the host Laloratory to the CERN community at large

1 Organkze a conference on the benefibf psychological safety for ttf@rganizationand the
Collaborationsspecifically to remedy to the fear of retaliation.

1 Revive the Respongghannels Liaison Group which had béagtiated by VincenvVUILLEMIN
the first CERN Ombudh 2012, with the aimto promote experience sharing and the
effectiveness of th@verallsuppat provided

1 Contribute to revise theommunicatiormaterialon all availablesupport structures

T Ly O2ftftlo02NIGA2Y ¢AlK esigéy comvhanizRienamatériain| SK2 f R
dealing with problems such as conflicts or miscondud€ERN, takingtm account informal
dispute resolution as well as the applicable legal framework.

1 Provide Input to the plannetkvisionof internal justice by an external consultant

1 Design and implement a feedback survey to measure the quality of support prdwdie:
Ombud tovisitors
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ANNEX A: OVERVIEWRGH.E AND PRINCIPLES

ANNEX AOverview of role and principles

The CERN Direct@eneralestablished a fultime position of Ombud, in July 2010. The
creation of the Ombudunction represerd | O2 Y Y A (i Y SWaniagedmeant, tb hevb Q &
well-being of all its collaborators and to the promotion of a respectful workplace
environment.

Ideally, interpersonal issues between those working at, or on behalf of, CERN, should be
resolved between the colleagues concerned. However, sometimes this dialogue is not
successful or is not possible. In these cases, the services of an Ombud may help to resolve
disputes in a consensual and impartial manner, thus promoting the good functioning of the
Organization.

The mandate of the Ombdéiprovides a detailed picture of the specific guidelines of this
function. It may be useful to outline here the most important principles defining the Ombud
role at CERN. These principles are fully in line withGbde of Ethics of the International
Ombuds Association (I0A), which includes Ombuds coming from Universities, Governments,
Companies, and other International Organizations around the world. The I0A is dedicated to
excellence in the practice of Ombud woflhe IOA Code of Ethics provides a common set of
professional ethical principles to which members adhereheir organizational Ombud
practice.

The following foueethical principles are the pillars of the Ombud function and what makes it
uniquein an orgareation

Confidentiality:

The Ombud shall maintain strict confidentiality with regard to the matters brought to his/her
attention. In addition, any reports, recommendations or other documentation issued by the
Ombud shall protect the confidentiality ofl @lersons involved. The only exception to this rule
iswhen the Ombud deemthereisan imminent threat of serious harm to person or property.
Persons involved in a matter brought to the Ombud are also expected to maintain strict
confidentiality regarding thie interaction with the Ombugdunless explicitly authorized by the
Ombud to shae it.

Neutrality/Impartiality:

The interests of both parties araf the Organization are kept in mind. The Ombud shall not
take sides and not favour one person over another. In conflict resolution, he/she shall contact
all parties involvednd treat allparties equally.

Independence:

In performing these services, the Ombud shall be independent. The Ombud is not part of any
departmental hierarchy, but is administratively linked to the DG Unit, while remaining a
neutral interlocutor. The Ombud does not doany other function in the Organizatioand

shall leave the Organization after completion of his/her mandated consequently avoids

16 https://ombuds.web.cern.ch/sites/default/files/reports/ CERN%200mbudsman's%20mandate. pdf
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risks of a conflict of interestShould the Ombud still see a possible conflict of interest in a
given situation, he/shehas a duty to withdraw from providing guidan@» the issue
concerned.

Informality:

The Ombud shall not have any powers of decisraking or formal investigation. The Ombud
attempts to address problems at the earliest opportunity and lowest leveloaiflict. The
Ombud only carries out informal investigations and does not accept notideehalf of the
Organization.

Access to the Ombud is on a voluntary basis. Othancels such as the HR Advisors and
programme coordinatorsthe Medical Service or th Social Affairs Servicghe Staff
Associatiorare also available at CERN and Members of Personnel are free to contact any of
these bodies in seeking support to address their concerns.

¢KS hYodzRQa YIFyRFEGS Aa Ftaz (2 lidte@da®S 3 dz
interpretation of the Code of Conduct and to offer confidential assistance in the informal
resolution of interpersonal issues. The Ombud is there to listen, share and examine
preoccupations or problems. Conflict resolution may only take plete the agreement of

the parties involved. By relying on the responsibility and autonomy of thigggathe Ombud

seeks a fairethicaland effectivesolution to the problems.

Everyone working at CERN or on behalf of CERN is entitled to assistancadr@mibud.
However, the services the Ombud may provide must be compatible with the individual status
and/or employment relationship of the person(s) concerned, as well as the nature of the
issue. It is also important to note that the Ombud has direct acioeall personnel, including

the Directorate. However the Ombud can only have access to the personnel records with the
agreement of the concerned persons.

The Ombud may furnish additional written reports in order to promote organizational and
operational dficiency. In this spirit, the present Annual Report contains some general
observations and recommendations.

The Director General appoints the Ombud. The nomination runs for a-freaeterm, which

may be renewed by the Director General for an additiotvab-year period. Both the
nomination and renewal shall be made after consultation with the Staff Association (SA) and
the Human Resources Department (HR). Upon completion of his/her service as Ombud, the
Ombud shall separate from the Organization and mai/ serve in any other capacity as a
member of personnel.

A longterm goal of the Ombud function is to help make sound conflict management skills
become common practice at CERN. All efforlsfwf 06S RS@St 2LISR G2 ai
alternate dispute resolution and mediation capability so as to reinforce the important role of
informal resolution, and to promote a respectful workplace environment.
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ANNEX BTerms and Terminology

In order to ensure a full and corred understanding of the data and observations
presentedin thisreport, some key ternsare defined below

Reference population

This is the total number of employed members of personnel (staff and fellows) plus the
number of associated members of personnel with a registered percentage of presence
of 100%.

On 14/01/2022, the reference population amounted to 5320 members: 2646 staff
members, 779 fellows and 1895 associated members of personnel whose percentage of
presence at CERN is 100%

Visitor
A visitor is anyone who comes to see the Omtmsgharean issuef concern Whereas
most visitors come to adéss issues that are ebncernto themselves, som&vish to

address issues that close lezlgles are facing, with a desire to helpdaquestions on
how they may best do so

Issue

Issues are concerns, which are brought to the attention of the Ombud.

Addressing issues camvolve simple discussion, advice and coaching, action, or
mediation between parties. Not all issuase related to interpersonal confligts
some of them may consist only of providing informadioprocedures or available
support, or coaching visitors in the actions they intend to pursue.

In reality,many visitors sharseveral issues. For example, an abuse of power, in addition
to being linked to a violation of the Code of Conduct, may also involve difficulties with
supervisos, a psychological threat, or be related to health and safety. So while the
number ofvisitorsand the number of visiteepreser an indication of the level of activity

of the Ombud during the reference period, the number and kinds of issues may be
considered a more accurate indicator of the conditions of employment, working
conditions and relations between supervisees and supervisors, colleagues or groups of
people.

This Report makes reference to the I0A (Intenatid®nbuds Association)
classification of issues and outlines nine major categories of issues. Eacltategury
of issue is gb-divided in several subategories which permits a better identification of
the problems encountered.
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Visit
Thesamevisitoy @ @A &AG GKS hYodzRQa hTFAiDddera SPS NI €
to reach a resolution of a particul&gsues or to raise different issues.

Identified case

A single case for which sufficient information is available to distinguish it from others.
When a case is identified, it allows the ombud to link visitors who expresseoas to
this specific case. Generally used for cases of alleged harassment.
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ANNEXC- Possible outcomes
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described below:

Discussion:

A simple discussion with the Ombud where the visitors have gpodunity totell their
storyand be listened tavithout fear of being judged. This in itself isydelpful in that
people knowthat someone in the Organization listens to them, they are able to
externalise theiconcerns anéh many cases, the simple fact they have been heard helps
to release tension andllows themto be more open to search for solutions.

In some cases, visitors have already considered possible solutions and the Ombud serves
asl Waz2dx RNK¥Q FT2NJ 0KSY G2 GSad 2dzi GKSANI ARSI

Advice/GuidanceCoahing:

Advice is limited to providing factual information as needed. Coafdudance refer

to a more focussed discussion where the Ombud helps the visitors to clarify their
objectives and identify options by which to achieve them. The role of the Ombudsere

essentialljto empowerthe visitors to help themselves by encouragingrthto consider
alternativesandi 2 GKAY | W2dzi 2F GKS 62EQ Ay 2NRSNJ (2
issues they face.

Mediation:

A more formal and structured process where the Ombud facilitates a discussion
between the parties conceed, who agree to take part in the processith the aim of
reaching a mutually acceptable solutioMediation may involve more than two parties.

CKAA AYyOHAFRA FHLILINEZA YK GKFG Aa FdzidmeB 2NR Sy
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presenceof the Ombud or a shuttle mediation where the Ombud talks to bodities

separatelyin order to help them reach a solution.

In all mediationinstances the role of the Ombud iso be a confidentialimpartial
resource responsible for ensuring fair and equal process without entering tinéo
actualcontent of the dispute.

More information on the mediation process may be found at
https://ombuds.web.cern.ch/mediation

Intervention:

An action taken by the Obud with the explicit permissionf the visitors ¢ this may
involve contacting other people to obtain more information, accompanying or
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representing the visitor in aiven situation or requesting a follow up action as
appropriate.

Referral:

A recommendation for the visitor to take upé issue with another service,g. HR or
the Medical Service, etc., as appropriate.
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ANNEJD - Uniform Reporting &tegories from the I0A
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