
Accompanying text to the Report 2019-2020 Ombudsperson; 'APPRECIATION’ 
 

To: U-Council/EUROPA 

From: EB 

 

With interest we have taken note of the first written report of the EUR Ombudsperson (OP), entitled 

'Report 2019-2020 Ombudsperson'. The report consists of two parts: 1) a description of the experiences of 

the OP in the first year of the Pilot Ombudsman', and 2) an annual report from July 2019 to June 2020.   

 

The report is used by HR, as 'Pilot Holder', as one of the sources to base the 'Intermediate Evaluation Pilot 

Ombudsman', next to interviews with stakeholders and a short questionnaire (delivery planned Q4 2020). 

 

General reaction to the report:  

 In our view, the report gives a nuanced and honest picture of the EUR. We recognize the 

identified bottlenecks, they have regularly been part of the monthly progress talks between OP 

and HR director and between OR and the policy officer(s) involved. It is the first time that we see 

all bottlenecks and suggestions for further improvement in one document. We are also pleased 

with the insight that OP gives in this way in its working method, which gives confidence and is a 

starting point for a follow-up discussion on the way in which this role will be fulfilled in the 

second pilot year. 

 We see four main lines in the report:  

o The need for a "calm" Executive Board (stable, consistent, comes to well-considered 

decisions). 

o The reports are concentrated in three organizational units: 87% of the reports (106 of 

122) are made by employees of "Professional Services", RSM and ESL. The conclusion 

in the report that the 'higher numbers of requests at Professional Services (PS), RSM and 

ESL can be explained in part by the higher number of employees' (p. 17) is not sufficient, 

because then more reports would also have to have been made at other, larger 

organizational units (ESE, ESSB) and this is not the case. This requires further analysis. 

Further analysis is also needed as to which services the reports within PS in particular 

come from. 

o The division of roles and cooperation between actors needs attention: the cooperation 

between the various actors on social security ("the house of legal protection" in the 

report) can and must be improved. This was one of the reasons for starting the pilot OP 

and this reason is still valid. The OP should be able to refer to other actors in confidence 

and with appropriate openness, or refer back to the line. The latter requires leadership 

development in line management. Above all, the OP should have room to focus on its 

most important added value: the research mandate. This also means a focus on cross-

cutting individual cases. In this way, it also becomes clearer when an OR can complete 

the case, so that the hourly workload per case decreases.  

o The organization of the ombuds function needs attention: the administrative support 

of the OP should be arranged quickly, as well as the secure registration of reports and 

their follow-up. There are insufficient agreements on how the OP's IT procedures are 

secured (e.g. email address outside the EUR on personal laptop and Excel file with 

reports on the same laptop). 

Follow-up process 

1. The report is discussed with the EB, OP and HR.   

2. The report will be sent to the U-Council and to EUROPA for information and, if desired, the 

content of the report will be discussed between EB and UC/EUROPA.  

3. HR is asked to take the suggestions from this report into account in the EUR-evaluation of the 

pilot OP and in consultation with the OP no later than Q1 2021 to make a proposal for 



improvements and adjustments of 1) the interpretation of the function of OP (the pilot) and 2) of 

the already identified 'pain points' in the organization with regard to social safety.  

4. An interview with Erasmus Magazine may be organized; theme social safety in relation to the 

Ombuds function (pilot).   

5. The deans and directors will receive the report and the accompanying text, supplemented by a 

specific request to the deans and directors (e.g. attention to the role of the managers). 

6. The Supervisory Board is informed by the Executive Board about the progress of the pilot OP and 

the initial findings. 


