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IOA STANDARDS OF PRACTICE

PREAMBLE

The 1A Standards of Fracrice ase based upon and derived from the ethical principies stated in the {0A Code of Echics,

Each Ombadsman office shoukd have an organizuional Charter or Tarms of Refon es of the Qmbudsman funcrion

b organiation and thelr consistency with the TOA Siadands of Practha

we, approved by serior masagement, antinlaing e pringip

STANDARDS OF PRACTICE
INDEPENDENCE

The Craabugdsman Uffice and the Ombudsman are independent from other organizagonal entiries,

The Crubudsman kolds no other position within the arganizttion which ms;;in compromise independence.

The Ombudsman exercises vole disaretion over whether oy how o acs regarding an Tndividuals concern, 2 wend or concerns of mudtiple individuals over time, The
Ohpbudsman may also initate actdon on a concer idendfied throagh the Orbudsiman’ direct abservation.

14 The Ombudsman has nccess to al inkermation and ol individuads i the srganization, as permised by
1.5 The Cmbudsman has auchority o select Ombudsman Office staff and manage Ombudsman Office budget and operations,
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NEUTRALITY AND IMPARTIALITY

2.1 The Ombudsman is rewrral, impardad, and wnaligned,

2.2 The Owbudsman serives for impartinfity, fivness and objectviry in e rreatmens of people and the consideradion of issues, The Ombudsman advocates for faiz and
equitably adminisrered processes and does not advouate an bebali ol any individhial within i orpanizatian,

2.3 The Ombudsman is a designated neutral epordng w dhe higl possible fevel of the siganbuation and operading independent of ordinary line anet saff structures,
The Ombudsman sheald not report to nov be structurally affiliated with any corphiance function of the organization.

2.4 The Ombudsman zerves in no additianad role within the organization which wanld compromise the Omabadbman seaoaling. The Ombudsman should not by
with any formal or informal assoviations within the crganization in 2 way that might create acrual or pereeived eonflics of interest for the Ombodsman, The
should have no personal interest ov stake iny and incur no gain or Togs Bom, the ouwame of an issue.

2.5 The Ombdsman bas a responaibility fo consider the lexitimare concerns and interests of all individuals affecred by the mateer under wongideration.

2.6 The Gmbudsman helps develop 2 range of responsible eptions wr resolve prablems and facilicare discussion o identify the best opnions,
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Ovnfsudsinan

CONFIDENTIALITY

sions with thase seeking msistance in sirict confidence aod abies ol reassiable steps o safeg

3.1 The Cmbudsman holds wlf communic arid confidendizliny, including
che following:
The Ombudsman docs ast disclose confidential communicadsns unless given permission w do so in the course of informul discussions with the Ombudsmarn, and even
then ac the sole diseretion of the Ombudsnsa; the Ombudsma does not reveal, and misst not be required 1o reseal, the identity of any iudividua conasting the
Ombudsman Office, mor does the Ombuadsman seveal infarmation pm‘m teed i covfidence thar could lead to the idenifaarion of any individual contacring the Ombudsman
Office, without that individual’y express permission the Ombudsman specifie action related to an individuals fssue only with the individual: eapress permission and
only 1o the extent germirted, anless such action can be taken in a way di safoguards the Jdentity of the individual conacting the Grabudsman Office. The only exception w
this privitege of confidenoality is where there appears o be immingnt risk of serious harmy, and whese ssonabide option. Whether this risk exists is a
determination w be wade by the Ouwbudso,

3.2 Communieations between the Omibudsman and others imade while the Ombudsman is serving in that capaciny) are considered privifeged. The privilege belongs w the
Ombudsman and the Ombudsrman Office, rather thas 1o sy pargy 10 0 isoe. Others wnnt waive this privilege.

3.3 The Ombudsnan daes aot testify in any formal process inside the organizadon and resists westilying in any ©rmul pracess suwside of the vrganization, even if given
permission or requested e do so.

34 T the Ombudsman pursues an Bstiw systemivally leg., provides feedback on trends, issues, policies and praciics) die Omibudsnmn does 5o 10 0 way that safeguads te
identity of individuals.

3.3 The Ombudsnan keeps no rec

there is no other rey

Zarion.
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contining identdiving information on tehall of the orgs

The Gmbudsman maintains information {eg phone messages. appointment calendarsy in asecure

(including management), and has 4 vonsi ,ami stamedard practioe for the destrueron of such informaricn.

3.7 The Crmbudsman prepares any data and/or reports in a manner that prosects youdidencabity.

3.8 Commuonicanons made (0 the ombudsman are net notice w the organizaten. The smbudstian veitier a0 a o nization
and shall not serve in 3 position or role diat is designared by dwe organization a5 4 plcs 0 recvive notice on behall o the organeation. Hawever, the ombudsm s miy
vefer individuals to che apprapriate place where formal notice can bee made.

wion and manen, prorected from mspection by others
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INFORMALITY AND OTHER STANDARDS

4.1 The Ombudsman functions on an informal basis by such means a8 Ustening, p(‘m‘i(iiﬁg and revelving infornyation, identifying and reframing issues, developing a roge of
sespansible aprions, and ~ sith permission and at Ombudsman discretion - enpaging in informal third-party interventien. When possible, the Ombudsoman helps people
develop new ways 1o solve problems themselves,

42 The Ombudsman as o informal and of-the-record wsour
wheno appropriam.

4.3 The QOmbudsman does not make binding decisions, randatw policies, o7 o m.l.i} adjudicare issues for the (‘-rgm?mrion.

4.4 The Ombudsman sugplements, but does net replace, any formal channels, Use of the Ombudstnan Office is volunc
or erganizational poficy.

4,5 The Ombudsman does not pacticipars in any formal investigative or adjudicative procedures. Formal investigations should be conducted by orhers, When a formal investigadon
is requested, the Ombudsman refers individuals 1o the approprinee offices or individual,

 pursues tesolution of conserng and lpoks into procedural iregulirides and/or broader systemic problems

wd s pot & requived step o wty grievance process

4.6 The Ombudsman identifies mrends, issues and woncerns about polidies and procedures, incuding potendial furare issues and concerns, without breaching confidentialivy or
anonyinity, and provides recommendations for responsibly addressing them,
4.7 The Ombudsman acis in accordance with the IOA Code of Erhics and Standards of Practice, keeps professionally current by pussuing continuing edusazion, and 3

epportunities for sraff w pursue professional tr 2

4.8 The Ombudsmasn erdeavors tw be warthy of the trust placed in the Ombudsman Office.
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