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ABSTRACT

BERNARD E. ANDERSON
FACTORS THAT INFLUENCE JOB SATISFACTION OF COLLEGE 
AND UNIVERSITY OMBUDSMEN: A PHENOMENOLOGICAL 
EXPLORATION
Under the direction o f OLIVIA M. BOGGS, Ed.D.

This phenomenological study sought to address the problem o f low job 

satisfaction of college and university ombudsmen as evidenced by predictors of high 

attrition. Data show that within the next six years, a preponderance o f ombudsman 

practitioners with one to five years o f experience plan to depart from the profession. 

Using Kalleberg’s Theory of Job Satisfaction (1977) as a lens, the researcher will explore 

the lived experiences of college and university ombudsmen within the first five years of 

their employment so as to ascertain their insights into factors that contribute to their job 

satisfaction or lack thereof. Further, the study explored the interpretations of each 

ombudsman’s lived experience regarding job satisfaction. A qualitative, 

phenomenological approach was used to address the research questions o f the study. The 

researcher employed telephone interviews and a demographic questionnaire as the major 

data collection instruments o f the study. The interviews were transcribed verbatim, which 

allowed the researcher to code each transcript and identify emergent themes.

The central research question posed by this study is: What factors influence the 

job satisfaction o f college and university ombudsmen within their first five years in the 

position?



Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?

The researcher identified six themes—categorized as positive influencers and 

negative influencers— which answered the central research question as well as the two 

ancillary research questions presented in the study. The two themes that were categorized 

as positive influencers are 1) Making a difference through helping and empowering 

others; and 2) Establishing meaningful interactions with campus colleagues. These two 

positive influencer themes addressed the first ancillary research question. The researcher 

identified and categorized four themes as negative influencers, which are 1) Uncertainty 

regarding job security; 2) Inadequate compensation; 3) Perceived lack of support from 

senior administration; and 4) Institutional and ombudsman-specific barriers. These 

negative influencers spoke to the second ancillary question. Ultimately, the aggregate o f 

the positive and negative influencers answered the central research question posed in the 

study.

xiv



CHAPTER 1 

INTRODUCTION TO THE STUDY 

Institutions of higher education in the United States, in part due to their diverse 

and complex nature, are environments that are ripe for conflict. Contentious situations 

that are improperly handled or left unresolved can have devastating effects on the work 

environment. There are a number o f “organizational costs” associated with unresolved 

conflicts, including, but not limited to, low morale, increased attrition rates, litigation and 

grievances, decreased health and wellness, and diminished levels o f  productivity 

(Skelton, 2012; Theiss & Ward, 2006).

Although conflict is most commonly viewed as destructive and unfavorable, it can 

serve as a signal for potential positive change within an institution (Cloke & Goldsmith, 

2005; Weeks, 1992), particularly with respect to the development and utilization of 

internal conflict-resolution mechanisms (Bradley, Postlethwaite, Brown, 2012; Theiss & 

Ward, 2006). To that end, in 1966, a new professional position emerged on the campus of 

Eastern Montana College that was charged with the receipt and resolution o f campus 

conflicts—the ombudsman (Howard, 2010, p. 10). In 1967, Michigan State University 

became the first major academic institution to adopt an ombudsman program (Howard, 

2010). Five years after the first academic ombudsman position appeared in the United 

States, and one year after the Kent State University massacre, Janzen (1971) noted that 

“in the midst of worldwide student demonstrations and campus unrest, there is a growing 

interest in the role of the campus mediator—an ombudsman” (p. 19). Since the 

ombudsman’s inception in academia more than 40 years ago, there has been a
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proliferation of organizational ombudsman roles on college and university campuses 

across the United States (Beck, 1976; Demirdjian, 2002; Field & Barnes, 2003; Griffin, 

1995; Hewitt, 1972; Howard, 2010; Janzen, 1971; Ziegenfuss & O ’Rourke, 2011).

Background of the Problem 

The ombudsman role originated in Sweden in 1713 as a governmental entity to 

monitor the laws and governmental affairs in the absence o f the king (Orton, 2001, p. 1). 

The ombudsman as defined in the classical sense by the American Assembly is “an 

independent, high-level officer in civil government who receives complaints from 

citizens, inquires into the matters involved, and makes recommendations for suitable 

action. His remedial weapons are persuasion, criticism, and publicity” (Report o f the 

Thirty-second American Assembly, 1967; as cited by Janzen, 1971, p. 19). Although the 

focal point of the study is on college and university ombudsmen, the ombudsman role 

exists within a number o f other venues including government, corporations, health care, 

and news organizations (International Ombudsman Association, 2012). The origins of the 

ombudsman function will be explored in greater depth in the literature review of this 

dissertation.

The ombudsman has a long-standing tradition o f  providing a means o f protecting 

against abuse, bias and other improper treatment or unfairness. According to the 

International Ombudsman Association (IOA), organizational ombudsmen are senior-level 

officials that ideally report directly to the highest level o f their organizations, which in 

the case o f academic ombudsmen, is traditionally the president or provost. Ombudsmen 

adhere to four standards o f practice: independence, neutrality, confidentiality, and 

informality (IOA, 2009), and the issues they address are complex and myriad.
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Howard (2010) outlines four broad categories regarding the work o f an 

ombudsman: “communications and outreach, issue resolution, identification of areas for 

systemic change, and issue prevention” (p. 75). Serving as a designated neutral, the 

ombudsman is an advocate neither for any individual nor for the institution. Rather, the 

ombudsman advocates for fairness, acts as a source o f information and referral, aids in 

answering individual questions, and assists in the resolution of concerns and critical 

situations. Ombudsmen are also required, on occasion, to challenge the highest levels of 

administration in an effort to foster fair and just practices. Thus there is a certain degree 

of risk associated with the role. Given the complexities, hectic pace, and varied tasks of 

the job, challenges and stress are ever-present realities faced by ombudsman 

practitioners. Ziegenfuss & O’Rourke (2011) contend that stress management is a key 

survival tool for ombudsmen: lacking this tool, they may not last in the role. “This is 

clearly because the job is high stress. Those in it for any period o f  time must leam stress- 

coping skills” (Ziegenfuss & O ’Rourke, 2011, p. 185).

Statement o f the Problem

The study focused on the critical problem o f poor job satisfaction and high 

attrition among college and university ombudsmen that portends serious institutional 

losses, including forfeiture of human capital, unresolved disputes, and costly litigation. 

Research informs that practitioners in helping professions are especially vulnerable to 

job-related ailments such as burnout and low levels o f job satisfaction (Brewer & 

Clippard, 2002; Han, Lee, & Lee, 2012; Kirk-Brown & Wallace, 2004; Uetz, 1993; 

Wilkerson, 2009). Additionally, Lincoln, Rowe, & Sebok (2009), several long-serving 

ombuds practitioners who are widely considered to be luminaries in the field, posit that 

more research is needed to fill currently existing gaps in the scholarly ombuds-related
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literature, particularly with respect to “how and why do we [ombudsmen] leave the 

profession” (p. 6). To that end, this phenomenological study investigated job satisfaction 

o f college and university ombudsmen, in response to national data that forecast high 

attrition rates in the field over the course o f the next five to six years.

This phenomenon was identified by Egdorf, Kweems, Rowe & Sponsler (2012), 

who conducted a professional practice and compensation survey o f  members of the IOA 

and reported the results o f a professional practice survey from the 2010 calendar year.

The data elicited from the respondents {n = 163) suggest that within the next six years, 

approximately 53% expect to leave the profession. According to the data, five percent 

expect to leave in fewer than 12 months; twenty percent expect to leave within one to 

three years; and twenty-eight percent expect to leave within four to six years. Such 

turnover is problematic as “turnover in senior roles can stress and disrupt organizations as 

well as the staff and faculty who work within them” (Kuk, King, & Forrest, 2012, p.

176). Figure 1 provides a description of the respondents’ expectations regarding future 

ombudsman employment.
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Figure 1. Respondents’ Expectations Regarding Future Ombudsman Employment 
(N=163). Data source: 2010 IOA Remuneration Survey: Questions 8 & 9

What makes these data points disturbing is the fact that the preponderance o f the survey’s 

respondents are ombudsmen with one to less than five years o f employment in the 

position. It is important to note that academic ombudsmen featured prominently in the 

survey: fifty-eight percent of the survey respondents (n=94) are employed in the 

academic sector. Table 1 will provide a snapshot o f the number o f  ombudsmen by sector.
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Table 1

Number o f  Ombudsman Respondents by Sector

Sector U.S. Canadian Outside 
North Am.

Total % o f Total

Academic 89 2 3 94 58%

Corporate 25 4 4 33 20%

Government 15 4 1 20 12%

Non-
Profit/Other

12 0 4 16 10%

Total 141 10 12 163 100%

% of Total 87% 6% 7% 100%
Note. Data source: 2010 IOA Remuneration Survey: Question 65

Such attrition rates of academic ombudsman have tremendous productivity and

financial implications for colleges and universities. Jacobs (2011) states:

The cost to replace and hire new staff may be as high as 60% o f an employee’s 
annual salary, whereas total costs o f replacement, including training and loss of 
productivity, can range from 90% to 200% of an employee’s annual salary, (p. 1)

According to the IOA study conducted by Egdorf et al. (2012), the average salary for an

academic ombudsman is $98,700 (p. 39). For illustrative purposes, given the average

salary of the academic ombudsman as it relates to the above-mentioned turnover metrics

provided by Jacobs (2011), it would cost colleges and universities approximately

$157,920 based on salary alone to replace a departing ombudsman. If training and

productivity are factored into the equation, it would approximately cost between

$187,530 and $296,100 to replace an ombudsman earning the average of $98,700 per

year.



The survey results from the IOA study do not provide data that explain the 

reasons why this significant number o f ombudsmen expect to depart from the profession 

altogether. In the absence o f explicit data to explore this phenomenon more deeply, an 

argument was made that job satisfaction or lack thereof is a contributor to the expected 

turnover of academic ombudsmen. In keeping with the earlier mentioned notion of high 

stress associated with the ombudsman position, Paille (2011) posits that “stressful work 

environments increase job dissatisfaction... thereby motivating decisions to quit” (p. 2). 

This assertion is supported by Aydogdu & Asikgil (2011), who indicate that “job 

satisfaction has effect on to determine staying in or leaving the organization [s/c]. If 

personnel are dissatisfied with their work, they are likely to leave from the organization” 

(p. 44). The notion o f job satisfaction as a contributor to job turnover is further grounded 

in the literature o f a number o f studies (Arnold & Feldman, 1982; Paille, 2011; Pepe, 

2010).

Studies have documented that institutions that employ ombudsmen have fewer 

incidents o f litigation than institutions without this function (Harrison, 2004). The loss of 

an ombudsman results in the absence o f a designated official to impartially resolve 

disputes in a confidential and neutral manner. The institution loses an advocate for 

fairness, a source o f information and referral, and a facilitator for resolving concerns and 

critical situations.

Purpose o f the Study 

The purpose o f this phenomenological study was to explore the lived experiences 

of college and university ombudsmen within the first five years o f  their employment so as 

to ascertain their insights into factors that contribute to their levels o f job satisfaction.

The researcher also explored the interpretations o f  each ombudsman’s lived experience
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regarding job satisfaction and will be guided by several research questions. Ultimately, it 

was hoped that the findings of the study would provide insights to assist with combating 

the problem presented in the study.

Research Questions

The central research question posed by this study is: What factors influence the 

job satisfaction of college and university ombudsmen within their first five years in the 

position?

Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?

Theoretical Framework

Arne Kalleberg’s Theory of Job Satisfaction (1977) is the framework upon which 

this study was built. Kalleberg posits that job satisfaction is impacted by “six dimensions 

o f work—intrinsic, convenience, financial, relations with co-workers, career 

opportunities, and resource adequacy” (p. 124). The intrinsic dimension addresses the 

degrees to which individuals find their work interesting, and to which their skills and 

abilities lend themselves to job duties. The convenience dimension speaks to issues such 

as the commute an individual makes to and from work; the number o f hours one is 

required to devote to work; the aesthetic quality o f the work environment; and job 

demands that are not excessive or conflicting. The financial dimension refers to the 

monetary aspects associated with an individual’s job function. The relations with co

workers dimension refers to an individual’s interpersonal interactions with colleagues.
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The career opportunities dimension addresses an individual’s perception o f one’s 

promotional and career advancement opportunities. Finally, the resource adequacy 

dimension represents whether or not an individual is equipped with the requisite 

resources to perform well in the role.

Regarding Kalleberg’s (1977) six dimensions o f work as those dimensions relate 

to job satisfaction, he posits that, of the six dimensions, the intrinsic dimension and the 

financial dimension are the two most influential indicators o f job satisfaction. With 

respect to the intrinsic dimension, Kalleberg states: “whether workers obtain intrinsic 

satisfaction... will have the greatest single effect on their satisfaction with their jobs as a 

whole” (p. 135). He goes on to offer that “the financial dimension has the second greatest 

effect on job satisfaction” (p. 136). The rationale o f compensating employees well and 

providing benefits as a mechanism to decrease employee turnover is well-documented in 

the sociological literature (Kalleberg, Reskin, & Hudson, 2000). Kalleberg’s more 

contemporary work introduces the notion o f precarious work, which is “employment that 

is uncertain, unpredictable, and risky from the point of the view o f the worker” 

(Kalleberg, 2009, p. 2). Given the aforementioned risks and challenges associated with 

the role, the ombudsman position seems to fall into alignment with Kalleberg’s concept 

o f precarious work.

Procedures

The researcher undertook a qualitative research design, specifically, a 

phenomenological approach, to execute the dissertation research. A study designed using 

the phenomenological approach seeks to elicit and to understand participants’ 

interpretations of their lived experiences o f a particular phenomenon (Creswell, 2007). 

Given that this study sought to explore the lived experiences of college and university
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ombudsmen as those experiences relate to their levels o f job satisfaction, the 

phenomenological approach was appropriate. By adopting this approach the researcher 

was able to probe deeply into a common experience of participants.

The researcher engaged in “purposeful sampling” (Creswell, 2008, p. 214) among 

those members o f the IOA who serve in the academic sector. The intent of this sampling 

technique is to select only those individuals who can speak to the central phenomenon o f 

the study (Creswell, 2007), which is job satisfaction. After obtaining Institutional Review 

Board approval from Mercer University, the researcher sent out a request via the official 

electronic list o f the IOA. This request served as an invitation to academic ombudsmen 

who met three criteria for inclusion in the study: 1) respondents must be ombudsmen 

within a U.S. college or university; 2) respondents must be ombudsmen with one to five 

years o f experience; and 3) respondents must be employed as organizational ombudsmen 

rather than as classical ombudsmen. Once the sample was selected, the researcher made 

arrangements to conduct audiotaped telephone interviews with the research participants 

by using an interview protocol developed around the theoretical framework o f the study. 

From the audiotapes, the researcher transcribed verbatim the interview proceedings. 

Following the transcription process, the researcher coded each interview transcript and 

identified emergent themes. Subsequently, the researcher reported the research findings.

Significance of the Study

It was anticipated that the findings o f this study would be significant in terms o f 

addressing the problem of job satisfaction o f college and university ombudsmen. Lincoln, 

Rowe, and Sebok (2009), who proposed the notion o f establishing a research agenda for 

the IOA, posed the question “How and why do we [ombudsmen] leave the profession?”
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(p. 6). Directly addressing this question, the study explored factors that influence the job 

satisfaction of academic ombudsmen.

In reviewing the scholarly literature related to job satisfaction, the researcher 

uncovered numerous studies, o f which most are quantitative in nature. However, it was 

not evident that exploratory research currently exists that provides qualitative insights 

into the job satisfaction o f individuals who are employed in the ombudsman role. To that 

end, the research will fill a critical void in the scholarly body o f knowledge surrounding 

the organizational ombudsman position by addressing the dearth o f  information available 

on college and university ombudsmen (Newhart, 2007).

The goal o f this research was to make contributions to the knowledge, theory, and 

practice related to organizational ombudsman practitioners, particularly those 

ombudsmen who are employed in the academic sector. This research presented 

information expanding the knowledge base o f individuals interested in learning about the 

ombudsman function within colleges and universities. With respect to theory, the 

findings o f this study were examined through the lens provided by Kalleberg’s (1977) 

Theory of Job Satisfaction, in which he presented “six dimensions o f work.” Regarding 

practice, this research was anticipated to yield valuable information to three key 

audiences: 1) aspiring academic ombudsmen, who can use this information to identify 

specific points of ombudsman job satisfaction or lack thereof; 2) new academic 

ombudsmen, who can also use the findings o f this study to identify implications for job 

satisfaction as provided by the ombudsman practitioners who participated in this study; 

and 3) college and university presidents, provosts, and chief human resources officers
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who can use this information to guide the job design process, particularly for those 

institutions who have newly-created ombudsman positions.

Limitations and Delimitations o f the Study 

Participation in this study was voluntary, and the results o f the study were heavily 

dependent upon the researcher’s ability to secure interviews with ombudsman 

practitioners. Further, it is not possible for the researcher to extrapolate all factors of job 

satisfaction from participants, as responses were subjective and dependent upon memory 

and current mindset. As a potential way in which to mitigate the limitation o f participant 

subjectivity, the researcher provided each participant with a copy o f  the interview 

transcript as well as the preliminary themes. This allowed each participant to clarify or 

correct the researcher’s interpretation o f the data.

With respect to delimitations, the study was purposefully restricted to 

organizational ombudsmen who work within the academic sector; corporate and 

governmental ombudsmen were not included in this study. Also, the study was restricted 

to those ombudsmen who are employed within U.S. institutions o f  higher education; 

those ombudsmen employed outside o f the United States were not studied.

Definition o f Terms

A number of specialized and operational terms are defined for this study as follows: 

Organizational Ombudsman: Wesley (2004) defines the organizational 

ombudsman as

a designated neutral who is appointed or employed by an organization to facilitate 
the informal resolution o f concerns of employees, managers, students, and, 
sometimes, external clients o f the organization. The organizational ombuds 
neither conducts formal investigations nor advocates on behalf o f  (or represents) 
individuals, (p. 6)
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While the position may be interchangeably referred to in this study as ombuds, 

ombudsman, or ombudsperson, the researcher elects to use the traditional and historical 

term of ombudsman. The term “organizational ombudsman” is used to refer to college 

and university ombudsmen in the United States as these professionals do not practice 

according to the classical ombudsman model.

Classical Ombudsman: A classical ombudsman is an official who “typically is 

appointed by a legislative body to represent the public with regard to concerns about the 

conduct of governmental agencies; they conduct formal investigations” (Wesley, 2004, p. 

6).

Job Satisfaction: Job satisfaction is defined as “the pleasurable emotional state 

resulting from the appraisal of one’s job as achieving or facilitating the achievement of 

one’s values” (Kalleberg, 1977, p. 127).

Summary

This phenomenological study sought to address the problem o f low job 

satisfaction of college and university ombudsmen as evidenced by predictors o f high 

attrition. Data show that within the next six years, a preponderance o f ombudsman 

practitioners with one to five years o f experience plan to depart from the profession. 

Using Kalleberg’s Theory of Job Satisfaction (1977) as a lens, the researcher will explore 

the lived experiences of college and university ombudsmen within the first five years of 

their employment so as to ascertain their insights into factors that contribute to their job 

satisfaction or lack thereof. Further, the study explored the interpretations o f each 

ombudsman’s lived experience regarding job satisfaction. A qualitative, 

phenomenological approach was used to address the research questions o f the study. The 

researcher employed telephone interviews and a demographic questionnaire as the major
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data collection instruments of the study. The interviews were transcribed verbatim, which 

allowed the researcher to code each transcript and identify emergent themes. It was 

anticipated that the findings would significantly contribute to the body of literature on job 

satisfaction as well as to the available discourse on college and university ombudsmen.

Participation in this study was voluntary, and the results were heavily dependent 

upon the researcher’s ability to secure interviews with ombudsman practitioners. Further, 

it was not possible for the researcher to extrapolate all factors of job  satisfaction from 

participants, as responses were subjective and dependent upon memory and current 

mindset. With respect to delimitations, the study was purposefully restricted to 

organizational ombudsmen who work within the academic sector; corporate and 

governmental ombudsmen were not included in this study. Also, the study was restricted 

to those ombudsmen who are employed within U.S. institutions o f  higher education; 

those ombudsmen employed outside o f the United States were not studied. Definitions o f 

terminology used in this study were presented, which included organizational 

ombudsman, classical ombudsman, and job satisfaction. In the next chapter, readers will 

be provided with a review of literature that is relevant to this study.



CHAPTER 2 

REVIEW OF RELATED LITERATURE 

The purpose o f this study was to explore the lived experiences of college and 

university ombudsmen within the first five years o f their employment so as to ascertain 

their insights into factors that contribute to their levels o f job satisfaction. Further, the 

researcher also explored the interpretations o f each ombudsman’s lived experience 

regarding job satisfaction. The central research question posed by this study is: What 

factors and experiences influence the job satisfaction o f college and university 

ombudsmen within their first five years in the position?

To provide a contextual framework for the research problem of this dissertation, 

this chapter will provide a thematic literature review related to ombudsmen in addition to 

the scholarly discourse pertaining to job satisfaction. Specifically, in conducting this 

literature review, the researcher categorized research that is germane to the context o f this 

study as follows: 1) a brief historical account o f the ombudsman; 2) roles and purposes of 

university ombudsmen; 3) benefits o f an ombudsman office and 4) challenges faced by 

university ombudsmen. The chapter will include a review o f the demographic variables 

that are related to job satisfaction, as well as discuss several variables that are the end- 

result o f job satisfaction or dissatisfaction.

15
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Historical Account o f the Ombudsman 

Within the body of literature on ombudsmen, several authors have provided 

substantial background and historical information related to the role and its origins (Beck, 

1976; Hewitt, 1972; Howard, 2010; Janzen, 1971; and Newhart, 2007). The term 

ombudsman literally means “representative” (Mirriam-Webster, n.d.). The role was 

created “to investigate complaints against people in authority. The position is designed to 

give those with less power—“the little people”—a voice in the operation o f large 

organizations” (The American Heritage New Dictionary, 2005; as cited by 

Dictionary.com, n.d.).

The origin o f the ombudsman role traces back to 1713, the year in which Charles 

XII of Sweden instituted the position o f “King’s Highest Ombudsman” (Orton, p. 1, 

2001). This ombudsman, also known as the “Crown Provost” (Beck, 1976, p. 28), was 

charged with ensuring that government officials and citizens abided by the laws and 

regulations o f the country. Additionally, as Charles XII was absent from Sweden for 13 

years on a military campaign against Russia, the king entrusted the ombudsman to 

monitor and supervise the affairs of the country in his absence (Orton, 2001). Following 

King Charles’ death in 1718, the Swedish Parliament retitled the position in 1719 to the 

“Chancellor of Justice, Justitiekanslern” (Orton, 2001). Thus, the ombudsman function 

was removed from the purview of the crown and instead became associated with 

Parliament. Beck (1976) noted that Sweden adopted a formal constitution in 1809 

through which the role and powers o f the Justitieombudsmanneu were established.

Sweden’s ombudsman function later influenced the establishment of an 

ombudsman role for numerous countries (Beck, 1976; Janzen, 1971). Janzen (1971) 

provided the following insights:
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Following the success o f the ombudsman institution in Sweden, the institution 
was adopted nationally in various forms in Finland in 1919, Denmark in 1954, 
New Zealand in 1964, Norway in 1963, the Republic o f Tanzania in 1965,
Guyana in 1966, the United Kingdom in 1967, and India in 1971 ....Three 
Canadian Provinces have also adopted it—Alberta and New Brunswick in 1967, 
and Quebec in 1969. (pp. 43-44)

With respect to the ombudsman role’s transition into academia, Janzen (1971) noted that

the Danish ombudsman model most closely represents the ombudsman model that was

adopted by U.S. universities in the 1960s.

Roles and Purposes of University Ombudsmen

The environment and social climate o f the 1960s was tumultuous for colleges and

universities as well as for American society at large. Michigan State University’s long-

serving ombudsman, Carolyn Stieber, during the 1960s shared the following insights as

to how the signs of the times created an atmosphere in which the ombudsman concept

was easily adopted into higher education:

1967 was a different world in many ways. The concept o f in loco parentis was in 
its terminal stages. Virtually every campus o f any size was traumatized by 
repeated demonstrations against the Vietnam War. A military draft was in effect. 
In 1968 disorder spilled over to the streets o f Chicago at the Democratic National 
Convention, undoubtedly influencing the presidential election. Yellow ribbons 
belonged only to a corny song; military recruiters came on campus at their 
peril...Recurrent political protests, which involved faculty as well as students, 
were joined to other complaints about bureaucratic indifference and professorial 
casualness toward teaching responsibilities...There was a generalized sense that 
no one cared about major, much less minor, injustices, system glitches, 
organizational errors, or unclear rules and regulations with arbitrary if not 
capricious enforcement...(Stieber, as cited by Howard, 2010, p. 11)

Given Stieber’s rich and vivid depiction o f the strife-ridden campus climate of

universities at that time, it became evident that universities were in need o f a designated

official to assist with addressing concerns and issues from campus constituencies. To that

end, the role o f university ombudsman was established. Harrison and Morrill (2004)

noted that the major roles of the university ombudsman are that o f  “counselor,
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investigator, mediator, and advisor (at a minimum)” (p. 319). The roles elucidated by 

Harrison and Morrill clearly lend themselves to the daunting tasks o f  handling much of 

the campus unrest mentioned by Stieber. Working in tandem with the role o f the 

ombudsman, Rowe (1995) highlighted that the purpose of the ombudsman “is to foster 

values and decent behavior—fairness, equity, justice, equality of opportunity, and 

respect” (p. 2).

Institutional Benefits o f an Ombudsman Office 

The literature related to ombudsmen speaks to a myriad o f institutional benefits 

associated with the role. The Office o f the Ombudsman is seen as a  safe and accessible 

place with no bureaucratic barriers (Rowe, 2009, p. 285) that provides a voice for 

disenfranchised employees (Harrison & Doerfel, 2006, p. 131; Levine-Finley & Carter, 

2010, p. 116; McCabe & Lewin, 1992, p. 116), thus assisting employees with rebuilding 

their sense o f trust in and commitment to the organization (Harrison & Doerfel, 2006, p. 

149). As a systemic change agent (Bloch & Erbe, 2010, p. 74; Wagner, 2000, p. 103), the 

ombudsman works to “increase employee productivity, communication, and 

participation, and to improve the quality o f working life” (Ziegenfuss & O ’Rourke, 2011, 

p. 72) while also providing “balance or symmetry of power between the parties”

(Alcover, 2009, p. 280) who are involved in conflict. As an early warning system to the 

organization (Ziegenfuss & O’Rourke, 2011, p. 140), the ombudsman serves as a 

mechanism to help prevent litigation and reputation damaging attention from the media.

In carrying out these various duties, the ombudsman function is value added for 

management in terms of troubleshooting, saving time, and cost-effectiveness (Conrick, 

2000, p. 53).
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Challenges Faced by University Ombudsmen 

Just as there are myriad institutional benefits associated with the ombudsman role, 

so too are there a plethora o f challenges that practitioners must face. At a foundational 

level, there are some ombuds practitioners who are plagued with a “ lack o f resources and 

a weak or unclear mandate” (Soderman, 2004, p. 5). In addition, though confidentiality is 

a key cornerstone o f the profession, the lack o f a shield law to protect ombudsman 

confidentiality poses a tremendous threat to professional practice (Hasenfeld, 2011; 

Howard, 2011; Levine-Finley & Carter, 2010). In terms of reporting lines, the best 

practice for the profession is that the ombudsman report to the highest level o f the 

organization. To that end, Stieber (2000) notes the challenge that “ some ombudsmen 

even in academe have a precarious hold on their own positions—they may report to 

several layers beneath the top administrative hierarchy” (p. 54). Without a viable 

reporting structure, ombudsmen may encounter resistance and a lack o f support from 

faculty and administrators (Speck, 1971, p. 5). Ombudsmen also have responsibility for 

effective complaint-handling and conflict resolution at all levels without decision-making 

or enforcement authority (Koster, 1973; Howard, 2010; Rowland, 1970; Shelton, 2000; 

Wagner, 2000). Finally, as a profession that maintains no records, as well as operates 

under confidentiality and outside o f the traditional line o f management, ombudsmen are 

challenged to provide on-going assessment o f their value and effectiveness to the 

leadership o f the organization (Levine-Finley & Carter, 2010; Park, 2008; Rowe, 2010). 

All of these challenges can limit or negate the effectiveness o f the ombudsman.
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Kalleberg’s Theory o f Job Satisfaction

Arne Kalleberg’s Theory of Job Satisfaction (1977) is the theoretical framework 

upon which this study is built. Kalleberg posits that job satisfaction is impacted by “six 

dimensions o f work— intrinsic, convenience, financial, relations with co-workers, career 

opportunities, and resource adequacy”. The intrinsic dimension addresses the degree to 

which individuals find their work interesting, and whether the individual’s skills and 

abilities lend themselves to job duties. The convenience dimension speaks to issues such 

as the commute an individual makes to and from work; the number o f hours one is 

required to devote to work; an aesthetically pleasing work environment; and job demands 

that are not excessive or conflicting. The financial dimension refers to the monetary 

aspects associated with an individual’s job function. The relations with co-workers 

dimension refers to an individual’s interpersonal interactions with colleagues. The career 

opportunities dimension addresses an individual’s perception of their promotional and 

career advancement opportunities. Finally, the resource adequacy dimension represents 

whether or not an individual is equipped with the requisite resources to perform well in 

their job role.

Regarding Kalleberg’s (1977) six dimensions o f work as those dimensions relate 

to job satisfaction, he posits that, o f the six dimensions, the intrinsic dimension and the 

financial dimension are the top two greatest indicators o f job satisfaction. With respect to 

the intrinsic dimension, Kalleberg states: “whether workers obtain intrinsic 

satisfaction...will have the greatest single effect on their satisfaction with their jobs as a 

whole” (p. 135). He goes on to offer that “the financial dimension has the second greatest 

effect on job satisfaction” (p. 136). Although this study utilized Kalleberg’s theory as its 

framework, the researcher must acknowledge the earlier and more well-known work of
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Herzberg (1968) and his theory o f job satisfaction, which seems to have influenced the 

later work developed by Kalleberg. Herzberg’s motivator factors— “achievement, 

recognition for achievement, the work itself, responsibility, and growth or advancement” 

(Herzberg, 1968, p. 57)— and the hygiene factors— “company policy and administration, 

supervision, interpersonal relationships, working conditions, salary, status, and security” 

(Herzberg, 1968, p. 57)— are similar in nature to the six dimensions o f work presented by 

Kalleberg.

Demographic Variables Related to Job Satisfaction

For the purposes o f this study, the researcher identified several demographic 

variables related to job satisfaction. Those variables are age, compensation, education 

level, gender, and race. Each of the demographic variables is explored in this study.

Age

Within the scholarly body o f literature, a number o f researchers have written 

about the variable o f age and how it relates to job satisfaction (Bellou, 2010; Bernal, 

Snyder, & McDaniel, 1998; Jepsen & Sheu, 2003; Kalleberg & Loscocco, 1983). Using 

regression, Kalleberg and Loscocco (1983) investigated age differences as they relate to 

job satisfaction. The researchers utilized extant data from a Quality o f Employment 

Survey conducted in 1972-73. Through their examination of the QES data, which was 

comprised of a sample o f 1,391 individuals, the researchers found that job satisfaction 

varies by age. The ages o f the individuals in the QES ranged from 16 to 61 and beyond. 

Their study showed that with age comes a general increase in job rewards. The authors 

posited that individuals in the QES experienced an increase in intrinsic rewards at the 

ages of 40 and after 61; those individuals between the ages o f  41 and 60 experienced flat 

levels of intrinsic rewards. From a theoretical perspective, it is important to reiterate that
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Kalleberg’s (1977) theory ofjob satisfaction contends that the intrinsic dimension has the 

greatest impact on job satisfaction. To that end, the researchers ultimately report that 

there is a positive relationship between age and job satisfaction.

In a related study conducted 15 years after the Kalleberg and Loscosso (1983) 

study, Bernal, Snyder, and McDaniel (1998) also examined age and its relationship to job 

satisfaction. The researchers analyzed data from the national 1977 Quality of 

Employment Survey, from which the sample consisted o f 1,095 individuals. Regarding 

the demographics of the QES participants, 63% were male and 37% were female; 89% 

were White, 8% were African American, and 3% were other. According to the 

researchers, the sample consisted o f five age categories: “ 16-25 years (24%); 26-35 years 

(31%); 36-45 years (17%); 46-55 years (16%); and 56 years and older (12%)” (p. 288). 

Using factor analysis, the researchers examined five elements o fjob  satisfaction: “Co

worker satisfaction, supervisor satisfaction, pay satisfaction, promotion satisfaction, and 

work satisfaction” (p. 288). Ultimately, Bernal et al (1998) found that there is “a 

significant but weak positive linear age-job satisfaction relationship” (p. 287). As such, 

the authors inform that job satisfaction cannot be predicted by age. The findings o f the 

Bernal et al. study are in direct contrast to the findings reported in the Kalleberg and 

Loscocco (1983) study.

Jepsen and Sheu (2003) explored the phenomenon ofjob satisfaction as it relates 

to the early and mid-life career stages o f the individuals who participated in the study. 

Three research questions were posed in the study that sought “the accuracy of predictions 

of general job satisfaction for men and women” (p. 164) based on the independent 

variables o f “gender, occupational choice, job tenure, current job, and congruence” (p.
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170). This longitudinal study, which utilized the Occupational Information Inventory, 

surveyed a sample o f 249 participants who were Wisconsin high school graduates in 

1973. The researchers collected data from their participants in three different phases: the 

first phase occurred during the participants’ 12th grade year in 1973; the second phase 

occurred in 1980, which was seven years after the participants graduated from high 

school; and the third and final phase took place in 1998, which was 25 years post-high 

school graduation. The findings o f this research highlighted that “neither choice-job 

congruence nor gender added significantly to predictions ofjob satisfaction at 2 career 

stages” (p. 162). The researchers further noted that the empirical evidence related to job 

satisfaction and life span is mixed. In noting this, the researchers referenced the earlier 

work of Kalleberg and Loscocco (1983) whose findings reported a positive relationship 

between age and job satisfaction.

Bellou (2010) conducted a study to investigate how gender and age, in tandem 

with organizational culture, impact job satisfaction. The researcher, through utilization o f 

the Organizational Culture Profile and the Job Descriptive Index, assessed a sample of 

125 within a hospital setting in Greece. Bellou employed a number o f statistical analyses 

in her study including /-tests, descriptive statistics, and stepwise regression. The 

researcher found that cultural traits such as “fairness, opportunities for personal growth, 

enthusiasm for the job, and good reputation” (p. 4) all serve to amplify job satisfaction. 

She goes on to offer that “ it appears that employee gender and age influence the way that 

the organizational values affect their job satisfaction” (p. 4).

Compensation

In keeping with Kalleberg’s (1977) assertion that the financial dimension is 

among the top two influencers ofjob satisfaction, a number o f studies have been
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conducted that lend themselves to Kalleberg’s claim (Gu & Chi Sen Siu, 2008; Islam et 

al., 2012; King, 2010; Petrescu & Simmons, 2008; Pilonero, 2006). Pilonero (2006) 

provides a cautionary tale with respect to undercompensating employees in a healthcare 

context. In his analysis, Pilonero posits that compensating employees at rates that are 

below market value can contribute to high turnover rates, hiring and recruitment 

challenges, and employee relations concerns. Pilonero’s article indicates that the 

healthcare industry, in general, does not pay wages commensurate with market rates. The 

caveat that Pilonero offers is that underpaid employees may come to feel exploited and 

thus lose their sense of satisfaction and faith in the hospital’s compensation practices as 

well as in the leadership o f their organizations. The article concludes with advice that 

organizations should “fund what is important. Pay for quality in people just as you pay 

for the best state-of-the-art equipment” (p. 15).

Petrescu & Simmons (2008) sought to explore if a relationship exists between 

human resources practices and workers’ job and pay satisfaction. To implement their 

study, the researchers analyzed data from the British “Changing Employment 

Relationships, Employment Contracts, and the Future o f Work Survey (CERS)” (p. 652) 

and the “Workplace Employment Relations Survey (WERS)” (p. 652). The CERS data 

were collected through interviews (n = 2,466) and questionnaires (« = 2,349). The WERS 

data allowed the researchers to analyze a much larger sample (« = 19,890). The authors 

identified and analyzed six variables: “work organization, supervision, employee 

involvement/voice, recruitment and selection, training and learning, and pay practices”

(p. 652). The findings suggest “that HRM practices have a statistically significant, and in 

some cases substantial, effect on workers’ overall job satisfaction and on their
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satisfaction with pay” (p. 663). The researchers conclude that compensation that is 

perceived as “overly dispersed” is related to low job satisfaction (p. 663). The study was 

conducted in a British context; therefore, the results may not be generalizable to the U.S. 

population o f workers.

Gu & Chi Sen Siu (2009) conducted a study that attempted to analyze employee 

performance at work and their job satisfaction to determine if a relationship exists 

between those two variables. The researchers used Macao casino employees as their 

population and sample for the study. Using a convenience sampling technique, the 

researchers administered a 23-item survey to 957 Macao casino employees. Due to 

incomplete responses on a number o f completed surveys, the researchers reported 892 as 

their sample, a 93% response rate. The researchers performed correlation tests to identify 

if a relationship exists between work performance and job satisfaction. “Job satisfaction 

drivers were identified through backward stepwise regression analysis” (p. 561). The 

researchers found that salaries and benefits are the top drivers o fjob  satisfaction of 

Macao casino employees.

The authors note several limitations of their study. They mention the “relatively 

low explanatory power” (p. 575) o f their regression model as well as the fact that the 

study utilized convenience sampling rather than probability sampling. A limitation that 

the researchers did not highlight is the fact that the study cannot be generalized to other 

Macao professions. Also, the study’s results cannot be generalized beyond the Macao 

context.

King’s (2010) article highlights that employees in the financial services industry 

who self-identify as having low job satisfaction are more likely to point to dissatisfaction
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with compensation and advancement opportunities than employees who self-identify as 

being satisfied. The author notes that the 20JO Financial Planning Salary Survey 

indicates that overall, financial planning professionals are highly satisfied, “with only 

14.2% saying they are somewhat or not at all satisfied with their job” (p. 12).

Islam at al. (2012) conducted research that sought to investigate whether 

compensation affects the commitment and job satisfaction of teachers employed with the 

University o f the Punjab in Lahore, Pakistan. The authors pose eight hypotheses in their 

study; the top two hypotheses focus on compensation as it relates to job satisfaction and 

commitment to the job. The population o f the study consisted of approximately 620 

faculty members. Using a multi stage probability sampling technique, the researchers 

distributed 250 questionnaires. A total o f 169 questionnaires were returned, thus 

achieving a 67.6% response rate. The study’s findings suggest that “compensation is 

positively and significantly associated with job satisfaction and teachers commitment 

with their organization” (p. 39). The major limitation, which is not acknowledged by the 

authors, is that the study’s results may not be generalizable to populations outside of 

Pakistan.

Education Level

Several studies in the scholarly literature revolve around the role that educational 

achievement plays regarding job satisfaction (Florit & Vila Lladosa, 2007; Glenn & 

Weaver, 1982). Glenn and Weaver (1982) conducted a regression analysis study to 

investigate two lines of inquiry: “the total effect o f education on job satisfaction” and 

“the effect net of extrinsic job rewards” (p. 48). The authors “hypothesized that the 

estimated effect o f education on job satisfaction net o f extrinsic rewards would be 

negative” (p. 46). The researchers sampled 1,500 white men and women separately who
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held full-time employment at the time in which they participated in several U.S. national 

General Social Surveys in 1974, 1976, 1977, and 1980, respectively. The findings o f the 

study did not support the researchers’ hypothesis for women, and only marginally 

supported the hypothesis for men. To that end, the authors reported that “education seems 

on the average to have little direct effect on job satisfaction, either positive or negative” 

(p. 52). It is important to note that the results o f this study are not generalizable as the 

researchers delimited their study to only white men and women, thus leaving the effect of 

education on the job satisfaction o f men and women of other ethnicities unexplored.

Florit and Vila Lladosa (2007) analyzed both the direct and indirect impacts of 

length o f education as those impacts relate to job satisfaction using the independent 

single-equation model and structural equation model. The sample o f  this study is 4,000 

workers in Spain who participated in the 1998 Spanish Household Survey Panel (SHPS). 

Those individuals were between the ages o f 16 and 64; they were employed for a 

minimum of 15 hours per week; and they were either employees or independent workers. 

The researchers posed two hypotheses in their paper:

(1) Workers’ perception o f the match between education and employment, 
regarding both job level and job domain, may have significant effects on self- 
assured job satisfaction.

(2) The use o f structural equation models (SEMs) may be useful to clarify the 
effects of education investment on job satisfaction because it allows for 
consideration o f the complex links among workers’ schooling, education/job 
match, wages, labor market situation, and workers’ health status, (p. 158)

The researchers concluded that there is an indirect relationship between the participants’

achievement o f higher levels o f education and the subsequent increase in their job

satisfaction. The indirect impact o f education levels in this study is synonymous to the

findings of the Glenn and Weaver (1982) study, which indicated that education on
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average has little direct impact on job satisfaction. The results of this study are limited, 

however, as they are relevant to residents of Spain. Thus, the results may not be 

generalizable to the U.S. population due to cross-cultural differences.

Gender

Gender is a thoroughly explored variable in the literature that relates to job 

satisfaction (Bilimoria, et al., 2006; Callister, 2006; Donohue & Heywood, 2004; Garcia- 

Bemal, Gargallo-Castel, Marzo-Navarro, & Rivera-Torres, 2005; Ghazzawi, 2010; 

Okpara, Squillace, & Erondu, 2005; Olorunsola, 2010; Pearson, 2008). Donohue and 

Haywood (2004) examined the issue o f gender differences and job satisfaction in a cohort 

o f young U.S. professionals. Using data from the U.S. National Longitudinal Survey of 

Youth (NLSY), the researchers analyzed a sample o f “6,017 males and females between 

the ages of 23 and 31” (p. 214). The NLSY survey queried individual’s feelings about 

their jobs. The study found “no gender satisfaction gap, but does find that the job 

satisfaction of women is less sensitive to both actual and comparison earnings than that of 

men” (p. 211).

In a similar study, Okpara, Squillace, and Erondu (2005) conducted research on a 

population o f U.S. college professors in which the researchers sought to determine the 

effect that gender has on the job satisfaction o f the study’s participants. Employing a 

stratified sampling method, the authors examined a population o f  1,100 college 

professors from 80 universities nationwide as found in the “Brain Track Index Directories 

of the United States Colleges and Universities” (p. 181). The researchers received 560 

completed surveys, thus achieving a 51 percent response rate. In terms of the 

respondents’ demographics, 40 percent (225 individuals) were female and 60 percent
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(335 individuals) were male. Regarding the academic ranks o f  the respondents, 46 

percent (258 individuals) were assistant professors; 33 percent (185 individuals) were 

associate professors; and 21 percent (117 individuals) were full professors.

Using equity theory as a lens, the researchers posed seven hypotheses, which they 

analyzed vis-a-vis a /-test. These hypotheses propose that female professors will be more 

concentrated in the lower academic ranks than male professors; female professors will be 

less satisfied than their male counterparts with variables such as pay, promotional 

opportunities, supervision, and overall job satisfaction; and female professors will be 

more satisfied than their male counterparts with variables such as relationships with co

workers and the work itself. The findings o f the study indicate a difference in job 

satisfaction based on gender. The findings highlight that female professors have greater 

satisfaction levels than their male counterparts with their relationships with co-workers 

and the work itself. The male professors exhibited greater satisfaction than their female 

counterparts with salary, promotional opportunities, supervision, and overall job 

satisfaction.

Garcia-Bemal, Gargallo-Castel, Marzo-Navarro, and Rivera-Torres (2005) 

examined empirical factors that impact the job satisfaction o f  Spanish workers. 

Additionally, the researchers sought to identify if job satisfaction differs by gender. The 

research sample consisted of 413 Spanish professionals who worked in government, the 

public sector, the private sector, as well as those individuals who were self-employed. 

The researchers obtained this sample from a “ 1997 ISSP-Work Orientations II database” 

(p. 281). Sixty seven percent o f the respondents were male; 33 percent were female. The 

study utilized an 11-item questionnaire from which the researchers performed a factor
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analysis to group the 11 variables into four factors: “economic aspects”, “ interpersonal 

relations”, “working conditions”, and “personal fulfillment” (p. 279).

The authors presented a total o f seven hypotheses in the study. The first four 

hypotheses were centered on the proposed positive role that the four factors (independent 

variables) play in job satisfaction (dependent variable). The fifth hypothesis proposed that 

there are no statistically significant differences in job satisfaction levels based on gender. 

Hypothesis six proposed that the factors identified for males will positively impact their 

satisfaction. The seventh and final hypothesis suggested that women’s job satisfaction 

would be positively influenced by personal fulfillment, economic aspects, and working 

conditions, while being negatively impacted by interpersonal relationships. In the 

findings, the researchers accept the first three hypotheses, while rejecting the fourth 

hypothesis; the fifth hypothesis was accepted; and hypotheses six and seven could not be 

“totally accepted” (p. 286) according to the researchers. The authors posit that the 

findings o f the study could lend themselves to the development and refinement o f human 

resources policies. The major limitation o f the study is that was delimited to workers in 

Spain.

Bilimoria et al. (2006) conducted a study whose purpose was to identify the roles 

that perceived institutional leadership and mentoring play in the job satisfaction o f male 

and female college professors. Out o f a population o f 3,699 faculty members, the 

researchers received an initial response to the questionnaire from 579 faculty members. 

However, the actual sample o f the study was reduced to 248 as responses from adjunct 

faculty were not included due to a low response rate, and responses from faculty in the
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School of Medicine were dropped as those faculty members do not conduct their daily 

work on campus.

The study posed three research questions:

1. What contributes to the job satisfaction o f male and female faculty in a 
research university;

2. What are the effects o f perceptions of institutional leadership (i.e., 
departmental chairs, school/college deans) and mentoring (from senior 
colleagues within and outside the university) on job satisfaction; and

3. Through what academic processes do these experiences o f institutional 
characteristics influence job satisfaction, and does the perception of these 
processes vary by faculty gender? (Bilimoria et al., 2006, p. 354)

The findings highlight gender differences with respect to job  satisfaction. The 

female faculty respondents experienced greater satisfaction with “their perceptions o f the 

internal relational supports than the academic resources they received” (p. 355). The 

study’s findings suggest that male faculty members were equally satisfied with both 

“their perceptions of internal academic resources and internal relational supports 

received” (p. 355). The researchers acknowledge two major limitations to their study: one 

being the fact that the study was conducted from data at one private research university, 

and two being the small sample size.

Callister (2006) investigated the role that gender and departmental climate plays 

on job satisfaction and intentions to quit o f science and engineering faculty members. The 

problem that prompted this study is that female faculty members in science and 

engineering fields are departing from their positions at higher rates than male faculty 

members in these academic fields. The authors present three hypotheses in the study: the 

first hypothesis posits that gender is a related factor ofjob satisfaction and intention to 

quit of female science and engineering faculty members; the second hypothesis proposes 

that faculty members’ perceptions of departmental climate affects job satisfaction; and
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the third hypothesis suggests that the quality o f departmental climate will have a 

mediating effect on gender and job satisfaction.

The researchers sent surveys to 416 faculty members in all four of the engineering 

and science colleges at a western research university. The authors received 308 

completed surveys, thus achieving a 74 percent response rate. Twenty-one point eight 

percent o f the sample was female; and 78.1 percent of the sample was male, which the 

researcher noted was in line with national percentage data for female science and 

engineering faculty members. Using ANOVA analyses, the researcher found support for 

all three hypotheses. Given the findings o f the study, the researcher suggests that 

universities need to assess the climate o f academic departments in which women are 

underrepresented so as to work toward improving job satisfaction, and thus, retention o f 

female faculty. The study has two limitations: one is that data were collected from one 

survey, which, the author posits, could “create method bias” (p. 374), two being that the 

surveys were confidential but not anonymous.

Pearson (2008) examined “the relationship between role overload, job 

satisfaction, leisure satisfaction, and psychological health for women employed in a 

variety o f occupations” (p. 58). The researcher posed three research questions to guide 

the study. Using convenience sampling, the researcher had 65 master’s-level counseling 

students serve as volunteer recruiters o f all participants for the study. The researcher 

provided the volunteer recruiters with 271 packets; 199 packets were returned to the 

researcher, thus achieving a 73 percent return rate. The researcher noted that 44 o f the 

returned packets were not usable, which reduced the actual sample o f the study to 155. 

The study employed four different instruments to collect data: the Role Overload Scale
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(ROS), the Job Descriptive Index (JDI), the Leisure Satisfaction Measure (LSM), and the 

MHI. Regarding the study’s findings, the researcher noted that “stepwise regression 

analysis indicated that role overload was the strongest predictor of psychological health 

and that job satisfaction and leisure satisfaction, respectively, added significantly to the 

prediction equation” (p. 57). Several limitations are present within the study, including 

the fact that the study was limited only to women who were employed full-time, the 

study’s participants were all located within a small Southeastern region, and the 

preponderance of the respondents was Caucasian. The researcher presents five 

recommendations for future research to address the study’s limitations.

Olorunsola (2010) explored the issue ofjob satisfaction and gender within the 

context o f four South West Nigerian universities. The researcher presents one research 

question that seeks to ascertain the job satisfaction o f those individuals who hold 

administrative roles. The researcher’s null hypothesis suggests that there is no difference 

in the levels ofjob satisfaction experienced by male and female administrators. The 

population o f the study was comprised o f all 5,918 senior administrators employed within 

the four Nigerian universities. The actual sample consisted o f 400 respondents, a seven 

percent response rate. Using a multi-stage sampling approach, the researcher 

administered a Job Satisfaction Questionnaire (JSQ) to the respondents o f the study.

Although the results indicate that the respondents experienced high levels ofjob 

satisfaction, the findings also conclude that the males and females experienced different 

levels ofjob satisfaction, thus the researcher failed to reject the null hypothesis. The 

researcher concludes with the recommendation that senior university administrators 

create an enrichment program designed to cultivate female administrators’ job
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satisfaction to levels that are commensurate with the job satisfaction o f their male 

counterparts. The study’s low response rate and Nigerian setting limit the generalizability 

of the findings.

Ghazzawi (2010) conducted a study to examine if the levels o fjob  satisfaction 

differ between male and female information technology professionals. The researcher 

presents three hypotheses that seek to test the relationship between gender and intrinsic, 

extrinsic, and overall job satisfaction. The author surveyed 165 IT professionals from 

various organizations in southern California using the Minnesota Satisfaction 

Questionnaire; 132 IT professionals responded to the survey, thus achieving an 80 

percent response rate. The researcher performed a chi-square analysis and found “that 

gender does not play a role in job satisfaction in the technology profession” (p. 18). 

Therefore, the researcher failed to reject all three null hypotheses presented in the study.

The author acknowledged several limitations to his study. The first limitation is 

that the study focused exclusively on IT professionals in southern California, thereby 

preventing generalizable results to other U.S. regions. The second limitation is that 

convenience sampling was used; future studies might employ a different sampling 

technique. The researcher notes that qualitative research might be warranted in order to 

probe more deeply into the issue o f gender and job satisfaction. The final limitation is 

that the study was restricted to IT professionals, thus making it infeasible to generalize 

the results to other professions.
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Race

The role that race plays in job satisfaction features prominently in a number of 

scholarly articles (Friday & Friday, 2002; Friday, Moss, & Friday, 2003; Jones, 

Hohenshil, & Burge, 2009; Laden & Hagedom, 2000; Moyes, Williams, & Quigley, 

2000). Laden & Hagedom (2000) explored the issue ofjob satisfaction of 

underrepresented faculty members in academe. The researchers address four research 

questions in their study, all of which are centered on issues pertaining to factors that 

affect job satisfaction. To conduct their study, the researchers performed a one-way 

ANOVA on data obtained from the 1993 National Study of Postsecondary Faculty 

(NSOPF). The sample of the NSOPF study was comprised o f 25,000 faculty members 

across the nation. The study found that faculty of color who perceived that their salary is 

influenced or affected by their minority status were more likely to experience job 

dissatisfaction. An additional point of dissatisfaction is the perception that some faculty 

of color may feel at being labeled as a “minority affairs specialist” as opposed to being 

respected for their expertise in their respective academic disciplines.

Moyes, Williams, & Quigley (2000) conducted a study that sought to investigate 

if a relationship exists between perceived treatment discrimination and job satisfaction o f 

African American professionals employed in the accounting profession. The researchers 

employed a mixed methods approach vis-a-vis a survey and unstructured interviews. 

After pilot testing the survey with 20 African American students studying accounting at 

an Historically and Predominantly Black University (HPBU), the researchers mailed 630 

surveys to African American alumni o f the above-mentioned HPBU. The researchers 

received 213 responses, thus achieving a 33.8 percent response rate. The authors devised 

three groups from the sample o f 213 respondents: highly satisfied (63 respondents),
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moderately satisfied (121 respondents), and not satisfied (29 respondents). The 

researchers performed one-way ANOVA and Scheffe tests “to determine significant 

differences between the responses of the three groups” (p. 30). Additionally, the 

researchers conducted eight interviews with those African American accounting 

professionals who were designated as successful, which meant those who achieved 

partner or manager status at their respective accounting firms. The findings o f the study 

“provide evidence of perceived discrimination by African American accounting 

professionals” (p. 46).

Friday & Friday (2003) explored the issue o f job satisfaction from a “racioethnic” 

perspective. The authors present two hypotheses in their study. The first hypothesis posits 

that a significant difference will be found regarding racioethnically diverse employees’ 

perceptions o f their job characteristics. The second hypothesis posits that a significant 

difference will be found regarding racioethnically diverse employees’ perceptions of their 

job satisfaction. The researchers selected a law enforcement agency in the Southeast 

U.S.A. as their research site. The population in the research setting was diverse: 

approximately 25 percent were white; 25 percent was black; and 50 percent were 

Hispanic. The researchers distributed a voluntary survey to 357 officers in the law 

enforcement agency. The researchers received 291 completed surveys, which achieved an 

81.5 percent response rate. Using ANOVA and MANOVA, the researchers analyzed the 

data obtained from the respondents. The findings suggest that there are “significant 

racioethnic differences in the job characteristics and job satisfaction perceived by the 

officers” (p. 437). Thus, the hypotheses presented in the study were supported.
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In a related study, Friday, Moss, and Friday (2004) examined racioethnic 

differences in job satisfaction through a “socioethnic” (p. 152) lens. Friday defines 

socioethnicity “as identification with the social and cultural characteristics o f a particular 

racioethnic group or groups” (p. 153). The researchers present one hypothesis in the 

study. The research setting and sample for this study appears to be the same setting and 

sample the researchers used in their previous study. Thus, the researchers administered 

357 voluntary surveys to the respondents. The researchers received 291 returned surveys 

for an 81.5 percent response rate. Using ANCOVA, the researchers found that 

“multicultural members of the majority group in a racioethnically diverse work 

environment will be more satisfied with their coworkers than monocultural members” (p.

152). As a result, the hypothesis presented in this study was supported.

Jones, Hohensil, & Burge (2009) conducted a national study that explored the job 

satisfaction of African American counselors (AACs). Three research questions were 

posed in the study. The first research question asked AACs to express their level of job 

satisfaction. The second research question asked AACs to rate themselves based on the 

20 job factors provided by the Minnesota Satisfaction Questionnaire. The third research 

question probed into the demographic variables that impact AACs job satisfaction. To 

gamer their sample, the researchers obtained membership data from the American 

Counseling Association. O f the 54,150 ACA members, 936 were African American 

counselors. The researchers randomly selected 400 out of the 936 AACs to participate in 

the study. The researchers received 182 completed surveys, thus achieving a 46 percent 

response rate. The results indicate that 158 (87% of the respondents) expressed that they
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were satisfied or very satisfied with their jobs. The small sample size and homogeneity o f 

the sample were both limitations to the generalizability of the study’s findings.

Consequences o f Job Satisfaction and Dissatisfaction

Within this study, the researcher identified several factors that serve as 

consequences o f job satisfaction and dissatisfaction. Those factors are burnout, job 

attitudes and perceptions, job stress, job turnover, and organizational commitment. Each 

factor will be explored at length in this study.

Burnout

The variable o f burnout as it relates to job satisfaction features in a number of 

studies in the scholarly body of literature (Brewer & Clippard, 2002; Hayes & 

Weathington, 2007; Kirk-Brown & Wallace, 2004). Brewer & Clippard (2002) conducted 

a study among a population o f Student Support Services personnel (SSSP) in which they 

sought to measure burnout and job satisfaction of those professionals. To guide the study, 

the researchers presented three research questions and four hypotheses. The first research 

question sought to ascertain the job satisfaction o f SSSP; the second research question 

asked about SSSP burnout rates; and the third research question attempted to identify if 

SSSP responses on the Maslach Burnout Inventory (MBI) and Job Satisfaction Scale 

(JSS) were congruent with the scholarly literature on burnout and job satisfaction.

To obtain their sample, the researchers used random sampling among the 

population of 1,702 Student Support Services personnel as identified by the Directory o f  

TRIO Programs. Through random sampling, the researchers selected 250 SSSP to 

participate in the study. The researchers mailed demographic data sheets along with the 

Maslach Burnout Inventory and the Job Satisfaction Scale to the random sample o f 250
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SSSP. The survey respondents returned 166 completed surveys, which yielded a 66 

percent response rate.

Using Spearman rho correlation and regression analysis, the researchers addressed 

the research questions and hypotheses posed in the study. The findings o f the study with 

respect to the four hypotheses indicate that a “significant negative correlation was found 

between emotional exhaustion and total job satisfaction” (p. 181), thus rejecting the null 

hypothesis. Regarding the second hypothesis, the researchers found no significant 

relationship between depersonalization and total job satisfaction, thereby failing to reject 

the null hypothesis. With respect to the third hypothesis, the researchers found a 

significant positive correlation; therefore, the null hypothesis was rejected. The 

researchers rejected the null o f the fourth and final hypothesis as a relationship was found 

“among the three components of job burnout as measured by the MBI and total job 

satisfaction as measured by JSS for SSSP” (p. 181). The researchers acknowledged the 

study’s small sample size and the fact that nonparametric tests were used as limitations to 

the study.

Kirk-Brown & Wallace’s (2004) study sought to ascertain whether burnout and 

job satisfaction could be predicted among workplace counselors. In their study, the 

researchers present five hypotheses: the first hypothesis posits that burnout can be 

predicted by role ambiguity and role conflict; the second hypothesis suggests that there 

would be a negative association between role ambiguity and role conflict with respect to 

the intrinsic job satisfaction o f workplace counselors; the third hypothesis posits that 

there would be a positive association between workplace counselors’ perceptions of 

challenge and their intrinsic job satisfaction; the fourth hypothesis suggests that there
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would be a positive association between workplace counselors’ increased levels of 

knowledge regarding organizational structure and functioning and their intrinsic job 

satisfaction; and the fifth and final hypothesis indicates that there is a negative 

association between workplace counselors’ increased levels o f  knowledge regarding 

organizational structure and functioning and their experiences of burnout.

To obtain their sample, the researchers accessed currently employed workplace 

counselors through the Employee Assistance Professionals Association o f Australia. The 

researchers mailed 110 surveys to the EAP practitioners throughout Australia. The 

surveys consisted of a demographic questionnaire along with the five scales that measure 

burnout levels: “Emotional exhaustion, intrinsic job satisfaction, role stressors (role 

conflict and role ambiguity), job challenge (challenge), and organizational knowledge” 

(p. 31). The researchers received 82 completed surveys, thereby achieving a 74% 

response rate. The researchers tested their hypotheses through use o f  two multiple 

regression analyses. The findings suggest that workplace counselors’ experiences of 

burnout could be predicted by role conflict and also the counselors’ perceptions o f job 

challenge and level o f organizational knowledge could be predicted by intrinsic job 

satisfaction.

Hayes & Weathington (2007) conducted a study that examined the relationship 

between optimism, stress, life satisfaction, and job burnout among a sample of restaurant 

managers in the southeastern region of the United States. The researchers presented three 

hypotheses in the study. The first hypothesis suggests that individuals with low stress 

levels will have correspondingly low job burnout. The second hypothesis posits that the 

relationship between stress levels and job burnout levels can be moderated by optimism.
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The third hypothesis indicates that the relationship between stress levels and life 

satisfaction can be mediated by job burnout.

The researchers conducted the study on a sample o f 120 restaurant managers. The 

article does not provide details as to the population from which the researchers elicited 

their sample, thus it is not possible to ascertain if the researchers received a significant 

response rate. The researchers provided the participants with several research 

instruments: the Life Orientation Test (LOT-R) which assesses dispositional optimism; 

the Perceived Stress Scale (PSS) which measures stress; the Maslach Burnout Inventory -  

General Survey (MBI -  GS) which assesses job burnout; and the Satisfaction with Life 

Scale (SWLS) which measures life satisfaction. Using correlational and regression 

analyses, the researchers’ findings support hypothesis one while failing to support 

hypothesis two and partially supporting hypothesis three. In terms o f limitations, the 

researchers note that the preponderance of the study’s participants were White men in the 

southeastern region o f the United States. Therefore, the study’s findings are not 

generalizable to women and non-White individuals outside o f the southeastern United 

States.

Job Attitudes and Perceptions

A number o f researchers (Alavi & Askaripur, 2003; Kalleberg & Mastekaasa, 

2001; Shahnawaz & Jafri, 2009) have contributed scholarly literature on job attitudes and 

perceptions as they relate to job satisfaction. Kalleberg & Mastekaasa’s (2001) study 

investigated “the impact o f interorganizational (quits and layoffs) and intraorganizational 

(promotions and downward/lateral moves) job mobility on changes in job satisfaction and 

organizational commitment” (p. 183). The researchers present several hypotheses in the
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study. Hypothesis 1A suggests that job satisfaction and commitment can be increased 

through promotional opportunities. Hypothesis IB proposes that job rewards can partially 

explain the effect that promotional opportunities have on job satisfaction and 

commitment. Hypothesis 2A suggests that job satisfaction and commitment can be 

lowered by downward/lateral changes. Hypothesis 2B claims that job rewards can 

partially explain the effect that downward or lateral mobility has on job satisfaction and 

commitment. Hypothesis 3 A posits that job satisfaction increases when people quit their 

jobs. Hypothesis 3B suggests that the effect o f quits with respect to job satisfaction can 

be reduced by controlling for job rewards. Hypothesis 4A states that job satisfaction is 

negatively impacted by layoffs. Hypothesis 4B says that the effect o f  layoffs on job 

satisfaction can be reduced by controlling for job rewards. Hypothesis 5 indicates that 

low organizational commitment results from interorganizational mobility when 

controlling for changes in job rewards.

The researchers analyzed data from the Norwegian Survey o f Organizations and 

Employees conducted in 1989 along with data provided in the follow-up study conducted 

in 1993. The researchers employed probability sampling among 1,010 Norwegian 

establishments that employed two or more employees. Through the sampling, the 

researchers sought a response from 4,494 employees; 3,900 individuals responded, thus 

achieving an 87% response rate. In 1993, the researchers received a response rate from 

3,829 of the 4,494 employees individuals sampled in 1989, thereby achieving an 85% 

response rate. Through a series o f regression analyses, the researchers tested their 

hypotheses and found that promotional opportunities led to increased job satisfaction and 

commitment; lateral and demotion moves had a negative effect on job satisfaction and
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commitment; individuals who quit tended to have higher levels o f satisfaction and 

organizational commitment; and lastly, layoffs did not affect job satisfaction but had a 

negative effect on commitment. Although the authors did not stipulate this in their study, 

the major limitation to the study is its Norwegian context, which means that the study’s 

results cannot be generalized outside o f  Norway.

Alavi & Askaripur (2003) conducted a study that investigated if a relationship 

exists between self-esteem and job satisfaction among governmental employees in Iran. 

The researchers present one main hypothesis and five secondary hypotheses to guide their 

study. The main hypothesis suggests that a relationship exists between self-esteem and 

job satisfaction. Secondary hypothesis one states that a relationship exists between self

esteem and satisfaction based on the nature o f the job. Secondary hypothesis two posits 

that a relationship exists between self-esteem and employees’ satisfaction with their 

manager or supervisor. Secondary hypothesis three states that a relationship exists 

between self-esteem and employees’ satisfaction with their co-workers. Secondary 

hypothesis four suggests that a relationship exists between self-esteem and employees’ 

satisfaction with promotional opportunities. Secondary hypothesis five posits that a 

relationship exists between self-esteem and employees’ satisfaction with their salary 

levels.

The researchers conducted their study among a population o f 620 governmental 

workers in Kerman, Iran. Through a simple random sampling method, the researchers 

chose 310 individuals from the population. A total o f 274 individuals completed and 

returned the questionnaire; thereby the researchers achieved an 88% response rate. The 

researchers’ findings indicate that all hypotheses presented in the study were supported
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and accepted. The major limitation o f this study is that the results cannot be generalized 

outside of the Iranian context in which the study occurred. The variables that were 

measured in this study align well with the six dimensions of work that Kalleberg (1977) 

presents in his theory of job satisfaction.

Shahnawaz & Jafri’s (2009) study investigated if a relationship could be found 

between employees’ job attitudes and their turnover intentions. Using random sampling, 

the researchers collected data from 80 information technology managers from two 

organizations in India. The authors did not provide details regarding the population from 

which they drew their sample, thus it is not possible to determine whether the 80 

managers represent a significant response rate. The researchers collected data from their 

study’s respondents vis-i-vis three instruments: a job satisfaction questionnaire that 

employed a 5-point Likert scale; an organizational commitment scale that measured 

“affective, continuance and normative commitment” (p. 162); and a turnover intention 

scale that used a 5-point Likert scale. The findings o f the study suggest that a significant 

relationship exists between job attitudes and employees’ intent to leave. The study’s 

major limitations are its relatively small sample size as well as the fact that the results 

cannot be generalized beyond the Indian context in which the study occurred.

Job Stress

A number of researchers (Chaudhry, 2012; Chung & Kowalski, 2012; Klassen, 

Usher, & Bong, 2010; Paille, 2011) have made scholarly contributions to the body of 

literature related to job stress and the role it plays in job satisfaction. Klassen, Usher, & 

Bong (2010) conducted a study that examined how the variables o f  teachers’ collective 

efficacy (TCE), job stress, and cultural context impact the job satisfaction o f teachers.
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The researchers indicated that they recruited 500 teachers from elementary and middle

schools in Canada, Korea, and the United States vis-a-vis personal visits to schools in the

United States and conference and workshop attendance for Canada and Korea. The

participants were asked to complete the Collective Teacher Efficacy Belief Scale

(CTEBS) and return their responses to the researchers. The researchers present two

research questions and three hypotheses to guide the study. Research question one asks

“do teachers’ collective efficacy, job stress, and cultural values influence job satisfaction”

(p. 469)? Research question two asks “are there differences in the relative utility/power o f

the predictors o f job satisfaction across geographical/ cultural settings” (p. 469)?

Hypothesis one suggests that job satisfaction and teachers’ collective efficacy will be

positively related across cross-cultural contexts. Hypothesis two proposes that the job

satisfaction of teachers in Korea would be more strongly related to their collectivism

beliefs in comparison to Canadian and United States teachers. Hypothesis three posits

that “job stress will be inversely related to job satisfaction across cultures” (p. 469).

Through use of descriptive statistics, MANOVA, and factor analysis, the

researchers note that hypotheses one and two were confirmed while hypothesis three was

not confirmed. The findings o f the study suggest that

job stress was inversely correlated with job satisfaction for North American 
teachers (as expected) but not for Korean teachers. For Korean teachers, job 
stress was positively correlated with TCE, with the implication that as Korean 
teachers find themselves amidst colleagues whom they perceive as highly 
competent, they experience higher levels o f job stress. The heightened job 
stress, however, did not lower their job satisfaction, (p. 481)

Paille’s (2011) study examined job satisfaction and the degree to which it

mediates perceived job stress, organizational citizenship behavior, and employees’ intent

to leave. The researcher presents three hypotheses in the study. The first hypothesis posits
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that a positive relationship exists between perceived job stress and intent to leave. The 

second hypothesis suggests that a negative relationship exists between perceived job 

stress and organizational citizenship behavior. The third hypothesis indicates that 

perceived job stress and intent to leave can be mediated by job satisfaction. Through a 

review of the literature, the researcher identified two professions— truck driving and 

engineering—as being stressful occupations. As such, these two professions were 

selected for study by the researcher.

For the first sample, the researcher approached 532 truck drivers in Quebec and 

asked them to complete a questionnaire, thereby achieving a 55.3% response rate from 

279 men and 15 women. For the second sample, the researcher contacted 1,000 alumni of 

a French engineering school. The researcher received 138 returned questionnaires, thus 

achieving a 13.8% response rate from 109 men and 28 women. The study’s participants 

completed four measurements: perceived stressful work, job satisfaction, intention to 

leave the organization, and organizational citizenship behavior. Using chi-square 

statistics, the researchers analyzed the data. The study’s findings suggest that “while no 

relationship was found between stressful work and OCB, perceived stressful work 

increased the desire to leave the employer” (p. 8). Perceived stressful work and intent to 

leave were both fully mediated by job satisfaction in both samples. The small sample 

sizes, Quebec research setting, and the preponderance o f  men in both samples were the 

major limitations to this study.

In a national study of nursing faculty, Chung & Kowalski (2012) sought to 

ascertain job satisfaction through examination of factors such as job  stress, mentoring, 

and psychological empowerment. The researchers pose five research questions in their



47

study. To obtain their sample, the researchers used convenience sampling among a 

population of 6,762 full-time nursing faculty members in the United States. From the 

population, the researchers selected 959 nursing faculty as the sample, which represents a 

14% response rate. The researchers compiled four research instruments into a singular 

Survey Monkey: Gmelch’s faculty stress index, the mentoring scale developed by Dreher 

and Ash, psychological empowerment scale developed by Spreitzer, and job satisfaction, 

which was assessed using the National Survey o f Postsecondary Faculty instrument.

Using multiple regression, the researchers found that “job satisfaction was significantly 

influenced by the presence of a mentoring relationship, salary, tenure status, 

psychological empowerment, and job stress” (p. 381).

Chaudhry’s (2012) study sought to identify if a relationship could be found 

between job satisfaction and occupational stress within Pakistani universities. The 

researcher selected six Pakistani universities— three public institutions and three private 

institutions—as the sites in which he conducted his study. The researcher’s population 

included 500 university professors, of which 150 professors were from the private 

universities and 350 professors were from the public institutions. From this population, 

the researcher received 305 usable responses, thus achieving a 61% response rate. Using 

descriptive statistics and Pearson correlation, the researcher indicates that “there is no 

significant relationship found between job satisfaction and overall occupational stress”

(p. 217). The study is limited by its Pakistani context and also the fact that a much greater 

preponderance o f the respondents came from the public universities.
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Job Turnover

The phenomenon o f job turnover and its antecedents has been documented in a 

number o f studies (Iqbal, 2010; Kasimati, 2011; Pepe, 2010). Pepe’s (2010) study 

investigated if a relationship could be found between extrinsic motivational factors and 

the job satisfaction and intent to turnover among a sample o f supermarket retail workers. 

The researcher selected a sample of 46 managers (n=l 7) and clerical workers (n=29) in 

the corporate headquarters of a supermarket chain. The participants were provided with a 

letter that explained the purpose of the study and a survey instrument, which included the 

Affective Commitment Scale (ACS) and Continuance Commitment Scale (CCS), the 

Minnesota Satisfaction Questionnaire (MSQ), the survey o f Perceived Supervisor 

Support, and the Intent to Leave Index scale.

The researcher presents six hypotheses to test the relationship between the above- 

mentioned variables of affective commitment, continuance commitment, job satisfaction, 

perceived supervisor support, and intent to leave. Through Pearson correlation analysis, 

the researcher informs that “the findings indicate that as employees’ perception of 

supervisor support increases, their organizational commitment and job satisfaction 

significantly increase. Also, as employee organizational commitment and job satisfaction 

increase, their intent to leave significantly decreases” (p. 99). The researcher noted 

several limitations to the study including the small sample size, the fact that the 

respondents completed the survey in their homes, and the fact that the researcher is a co

worker o f the study’s respondents.

Iqbal (2010) provides a literature review study aimed at employee turnover and its 

causes and consequences within the context o f Saudi Arabian organizations. In his
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review, the author provides several literature-based definitions o f turnover as well as the

four types and two categories o f turnover. One category o f turnover is involuntary

turnover which consists o f discharge turnover and downsizing turnover. The second

category is voluntary turnover which is comprised o f avoidable turnover and unavoidable

turnover. The researcher notes a number o f causes o f turnover which includes “personal

factors and employee attitudes” (p. 277), “performance appraisal and feedback” (p. 277),

“lack of recognition” (p. 277), “lack o f personal and professional advancement” (p. 277),

and “ineffective communication” (p. 278). The researcher notes that

more efforts should be done to improve retention by taking in consideration 
the many factors like better recruitment efforts, review job content, compensation 
practices, leadership and supervision, career planning and development, 
alternative work schedule, working conditions, non-work factors, team building, 
centralization, organization communication and commitment, proper exit 
interview...(p. 280)

Kasimati (2011) conducted a study that explored person-organization fit and its 

relationship to job satisfaction and turnover intention within Albanian public sector 

organizations. Using random sampling, the researcher obtained a sample o f 100 

participants who were employed in 17 public sector organizations. Each participant 

completed a questionnaire designed to capture data related to person-organization fit, job 

satisfaction, and turnover intentions. The researcher presents two hypotheses in the study. 

The first hypothesis posits that there is a significant relationship between job satisfaction 

and person-organization fit. As person-organization fit increases, job satisfaction will 

subsequently increase. The second hypothesis suggests that there is a significant 

relationship between person-organization fit and turnover intention. As person- 

organization fit increases, turnover intention will subsequently decrease. Using 

correlation analysis, the researcher found that the first hypothesis was strongly supported.
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Conversely, the researcher did not find support for the second hypothesis. The study is 

limited by its relatively small sample size and its Albanian context.

Organizational Commitment

A number of researchers (Cetin, 2006; Samad, 2005; Yap et al., 2010) investigate 

organizational commitment as it relates to job satisfaction. Samad’s (2005) study 

investigated the relationship between job performance, job satisfaction, and 

organizational commitment, and also the extent to which organizational commitment and 

job performance is moderated by job satisfaction. Using stratified random sampling, the 

researcher obtained a sample of 584 managerial employees o f  Telecom Malaysia. The 

participants were provided with a questionnaire that combined elements o f the 

Organizational Commitment Questionnaire, the Minnesota Satisfaction Questionnaire, 

and the Seegmiller Satisfaction Questionnaire. For the purpose o f the study, 

organizational commitment is the independent variable and job performance is the 

dependent variable. The researcher presents five hypotheses in the study. Hypothesis one 

suggests that job performance and job satisfaction are positively related. Hypothesis two 

states that job performance and organizational commitment are positively related. 

Hypothesis three posits that organizational commitment and job satisfaction are 

positively related. Hypothesis four states that job performance and organizational 

commitment are moderated by job satisfaction (hygiene factors). Hypothesis five 

suggests that job performance and organizational commitment are moderated by job 

satisfaction (motivational factors).

Pearson’s correlation analysis indicates that hypotheses one, two, and three were 

supported. Multiple regression analysis shows support for hypotheses four and five. The 

researcher found that “job satisfaction moderates the relationship between organizational
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commitment and job performance” (p. 83). The study took place in Malaysia; therefore, 

the results cannot be generalized outside o f that context. Also, the study’s sample focused 

on managers; therefore, the results cannot be generalized to employees at other levels of 

employment.

Cetin (2006) conducted a study that sought to ascertain if a significant difference 

exists between the concepts of job satisfaction, occupational commitment, and 

organizational commitment among a population o f university professors in Istanbul, 

Turkey. From a population of 478 faculty members, the researcher used random sampling 

to elicit responses from 132 faculty members, which represents a 27.6% response rate. 

Respondents were provided with three research instruments: the Minnesota Satisfaction 

Questionnaire, an Occupational Commitment Scale, and an Organizational Commitment 

Scale. The author notes that organizational commitment is comprised o f three categories: 

affective commitment, which means that employees remain in their organization because 

they want to there; continuance commitment, which states that employees remain 

employed in their current organization because they need the job; and normative 

commitment, which highlights that employees remain employed in their current 

organization because they feel an obligation to the organization. Through t-test, one-way 

ANOVA, and Pearson’s correlation analyses, the researcher concluded that “a positive 

relationship... has been found between job satisfaction and affective and normative 

commitment to the occupation, affective and normative commitment to the organization” 

(p. 86). The major limitations to this study, which are not noted by the author, are its low 

response rate and its Turkish research setting.
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Yap, Holmes, Hannan, & Cukier’s (2010) study investigated if a relationship 

exists between employees’ perceptions o f diversity training, organizational commitment, 

and career satisfaction. The researchers examined and analyzed survey data that were 

collected between 2006 and 2007 from a sample o f  11,000 executives, managers, and 

professionals who were employed in nine Canadian corporate organizations. In the study, 

the researchers present six hypotheses which were tested vis-a-vis correlation and 

regression analyses. The findings suggest that organizational commitment and job 

satisfaction are more likely to be higher among employees who perceived diversity 

training as effective rather than those employees who did not perceive diversity training 

as effective. The study’s limitation is that it took place in Canada, and therefore cannot be 

generalized outside o f that context.

Summary

Chapter 2, which sought to undergird this study’s analysis o f  job satisfaction of 

college and university ombudsmen, provided a thematic literature review related to 

ombudsmen, in addition to the scholarly discourse pertaining to job  satisfaction. In 

conducting this literature review, the researcher categorized research that is germane to 

the context o f this study as follows: 1) a brief historical account o f  the ombudsman; 2) 

roles and purposes o f university ombudsmen; 3) benefits o f an ombudsman office and 4) 

challenges faced by university ombudsmen. The chapter included a review o f the 

demographic variables, such as age, compensation, education, gender, and race, that are 

related to job satisfaction. Additionally, the researcher reviewed several variables that are 

the end-result o f job satisfaction or dissatisfaction, which included burnout, job attitudes 

and perceptions, job stress, job turnover, and organizational commitment.
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Kalleberg’s (1977) Theory o f Job Satisfaction aids in understanding how the 

participants of this study experienced each of the “six dimensions o f  work— intrinsic, 

convenience, financial, relations with co-workers, career opportunities, and resource 

adequacy”. With the goal o f addressing many of the issues presented in Chapter 2, this 

study offered an exploration of how five college and university ombudsmen experienced 

the various factors that influence their job satisfaction. The next chapter, Chapter 3, 

provides a detailed overview o f the research methodology that drove this study.



CHAPTER 3 

METHODOLOGY 

The purpose o f this study was to explore the lived experiences of college and 

university ombudsmen within the first five years o f  their employment so as to ascertain 

their insights into factors that contribute to their job satisfaction or lack thereof. The 

impetus for this research stemmed from the results o f an ombudsman professional 

practice study conducted by Egdorf and associates (2012) on behalf o f the International 

Ombudsman Association (IOA), which indicated that approximately 53% of the 

respondents expected to leave the profession over the course o f the next five to six years. 

The preponderance of the IOA survey’s respondents was ombudsmen with one to less 

than five years o f employment as an ombudsman. Such a degree o f  anticipated attrition 

from ombudsmen will potentially have financial and productivity implications for the 

colleges and universities that employ these professionals. Jacobs (2011) quantified that it 

can cost organizations as much as 60% of a departing employee’s annual salary to replace 

that individual. If training and loss o f productivity are factored into the equation, costs 

can range between 90% and 200% of a departing employee’s annual salary.

Despite the ombudsman’s role in academe for nearly 50 years, extant research on 

the position seems to be limited to such matters as office structure, demographic profiles, 

historical studies, and professional practice surveys (Beck, 1976; Hewitt, 1972; Janzen, 

1971; Newhart, 2007). Thus, in spite of the long-standing challenges and stress that can 

accompany the position, there are elements and aspects o f the ombudsman role that seem

54
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to be largely ignored and unexplored in the literature. More specifically, qualitative 

studies relating to how ombudsmen interpret, perceive, and experience the role are 

sparse. The typical portfolio o f responsibilities for ombudsmen seem to lend themselves 

to the notion that ombudsmen can be classified as members o f a helping profession, 

which research informs that practitioners in helping professions are especially vulnerable 

to job-related ailments such as job burnout and low levels o f job satisfaction (Brewer & 

Clippard, 2002; Han, Lee, & Lee, 2012; Kirk-Brown & Wallace, 2004; Uetz, 1993; 

Wilkerson, 2009). Additionally, Lincoln, Rowe, & Sebok (2009), several long-serving 

ombuds practitioners who are widely considered to be luminaries in the field, posit that 

more research is needed to fill currently existing gaps in the scholarly ombuds-related 

literature, particularly with respect to “how and why do we [ombudsmen] leave the 

profession” (p. 6). To that end, this phenomenological study investigated job satisfaction 

of college and university ombudsmen, in response to national data that forecast high 

attrition rates in the field over the course o f the next five to six years.

The survey results from the IOA study did not provide data that explained the 

reason why such a significant number o f ombudsmen (53% o f the respondents) expected 

to depart from the profession altogether. In the absence o f explicit data to confirm or 

disconfirm otherwise, the researcher made an argument that job satisfaction or lack 

thereof is a contributor to the expected turnover o f academic ombudsmen. The notion of 

job satisfaction as a contributor to job turnover is grounded in the literature o f a number 

of studies (Arnold & Feldman, 1982; Paille, 2011; Pepe, 2010). As academic ombudsmen 

featured most prominently in the IOA study, the focal point o f  this dissertation research
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was on ombudsmen with one to five years o f experience who are employed in academia 

within the United States.

Subjectivity and Bias Statement 

As this study is of a qualitative nature, the researcher is aware that subjectivity, to 

a certain extent, is a given. However, it is incumbent on the researcher to take steps to 

ensure that the researcher’s subjectivity and bias do not play a prominent role in the 

study. At the time of this writing, the researcher has been employed as a university 

ombudsman for five years. Through his ombudsman role, the researcher has become a 

skilled and experienced interviewer as he has conducted numerous investigations and 

inquiries in which he had to interview individuals to capture the essence of their 

situations and concerns. To that end, the researcher has acquired the ability to interview 

individuals in a fact-finding manner, thereby minimizing the possibility o f bias or 

preconceived thoughts influencing the interview process and data analysis. Neuman 

(2006) highlights six categories into which interview bias can occur (p. 309). The 

researcher will retain a copy o f Neuman’s categories as a self-reminder to guard against 

personal bias during the interview process.

Although the researcher will have a professional commonality with the 

interviewees, he has developed an interview protocol that will allow questions and probes 

to be asked o f all participants. The researcher will work to ensure that the interview 

process does not include his personal commentary or experiences; rather, the process will 

focus exclusively on the thoughts, perspectives, and experiences o f  the interviewees. To 

ensure that his analysis is accurate, the researcher engaged in member checking which 

will allow each participant to review his or her transcript along with the researcher’s
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interpretations o f the data. Participants were encouraged to provide corrections or 

suggestions regarding the researcher’s interpretations, if necessary.

Research Questions

The central research question posed by this study was “What factors influence the 

job satisfaction o f college and university ombudsmen within their first five years in the 

position?”

Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?

Research Design

The researcher undertook a qualitative research design, specifically, a 

phenomenological approach, to execute the dissertation research. A study designed using 

the phenomenological approach seeks to elicit and to understand participants’ 

interpretations of their lived experiences o f a particular phenomenon (Creswell, 2007; 

Gibson & Hanes, 2003; Wertz, 2005). Gibson & Hanes (2003) state that 

“phenomenology is an interpretive research methodology that is directed at gaining an in- 

depth understanding of the nature and meaning of everyday experience” (p. 182). In a 

similar vein, Groenewald (2004) posits that in conducting a phenomenological study,

“the aim o f the researcher is to describe as accurately as possible the phenomenon, 

refraining from any pre-given framework, but remaining true to the facts” (p. 5). Given 

that this study sought to explore the lived experiences o f college and university 

ombudsmen as those experiences relate to their levels o f job satisfaction, the
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phenomenological approach is appropriate. By adopting this approach the researcher was 

able to probe deeply into a common experience o f participants.

Population

The population for this study consisted o f those ombuds professionals who hold 

membership in the International Ombudsman Association (IOA). The IOA is the 

premiere professional development venue for ombuds practitioners worldwide. 

Membership within the IOA is comprised of ombuds practitioners who are employed in 

governmental agencies, corporate entities, the non-profit sector, and academia. As of this 

writing, the IOA has a total of 680 members; 260 o f those members belong to the 

academic sector, which is the focal point o f this study. Thus, the population is comprised 

of 260 individuals.

Sample

The researcher engaged in “purposeful sampling” (Creswell, 2008, p. 214) among 

those 260 members o f the IOA who serve in the academic sector. The intent o f this 

sampling technique was to select only those individuals who could speak to the central 

phenomenon o f the study (Creswell, 2007), which is job satisfaction o f college and 

university ombudsmen within the first five years o f their employment. After obtaining 

Institutional Review Board approval from Mercer University, the researcher sent out a 

request via the official electronic list o f the IOA. This request served as an invitation to 

academic ombudsmen who met three criteria for inclusion in the study: 1) respondents 

must be ombudsmen within a U.S. college or university; 2) respondents must be 

ombudsmen with one to five years of experience; and 3) respondents must be employed 

as organizational ombudsmen rather than as classical ombudsmen. As reiterated from the
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definition o f terms in chapter one, Wesley (2004) defines the organizational ombudsman 

as

a designated neutral who is appointed or employed by an organization to facilitate 
the informal resolution o f concerns o f employees, managers, students, and, 
sometimes, external clients o f the organization. The organizational ombuds 
neither conducts formal investigations nor advocates on behalf o f (or represents) 
individuals, (p. 6)

While the position may be interchangeably referred to in this study as ombuds, 

ombudsman, or ombudsperson, the researcher elects to use the traditional and historical 

term of ombudsman. The term “organizational ombudsman” is used to refer to college 

and university ombudsmen in the United States as these professionals do not practice 

according to the classical ombudsman model. Conversely, a classical ombudsman is an 

official who “typically is appointed by a legislative body to represent the public with 

regard to concerns about the conduct o f governmental agencies; they conduct formal 

investigations” (Wesley, 2004, p. 6).

Participants

Five ombudsmen responded affirmatively to the researcher’s request. In 

qualitative research, Polkinghome (1989; as cited by Creswell, 2007, p. 121) suggested 

that “interviews with 5 to 25 people” are sufficient. Once the sample was selected, the 

researcher sent confirmation letters, along with an informed consent form and the 

participant questionnaire (see Appendix A), to each participant. The participant 

questionnaire provided the opportunity for participants to create their own pseudo-name 

to which they were referred in the study, thus protecting each individual’s anonymity. As 

an additional safeguard to anonymity, the researcher created a pseudonym for each of the 

respondent’s academic institutions. All files and information gathered by the researcher
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will be retained in a locked file cabinet. The demographic profiles o f  the participants are 

highlighted in Table 2.

Table 2

Demographic Profiles o f  the Respondents

Name Gender Ethnicity Years as an 
Ombudsman

Highest
Degree

Service
Population

Reporting
Structure

Dianne Female African
American

4 Bachelor’s Students, 
Faculty & 

Staff

President

Alexia Female Indian 2 Bachelor’s Students, 
Faculty & 

Staff

President

Denise Female African
American

1 J.D. Students Vice 
President 

for Student 
Affairs

Paddington Female Caucasian 1 J.D. Faculty & 
Postdocs

President

Branwyn Female Caucasian 2 Ph.D. Students, 
Faculty & 

Staff

President

Data Collection

As this is a qualitative study, the researcher served as the chief data collection 

instrument. Using Kalleberg’s Theory o f Job Satisfaction (1977) as a framework, the 

researcher crafted an interview protocol that contained 11 questions that guided the study 

(see Appendix B). The researcher additionally provided the participants with a 

demographic questionnaire to be completed prior to the interview process. Once the 

sample was selected, the researcher made arrangements to conduct one hour audiotaped 

telephone interviews with participants.
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Institutional Review Board Approval

Once the researcher’s dissertation committee endorsed the research proposal, the 

researcher submitted a signed Institutional Review Board application as a request for 

approval to begin data collection. The application (H I302077) was reviewed and 

approved by the IRB on February 27, 2013. Upon the researcher’s receipt o f the approved 

IRB application, the researcher moved forward with data collection and did not deviate 

from the approved plan.

Data Analysis

From the audiotaped interviews, the researcher transcribed verbatim the interview 

proceedings. Following the transcription process, the first step that the researcher took in 

data analysis was to thoroughly read each interview transcript to elicit an understanding 

of the experiences of each interviewee. In doing this, the researcher actively applied 

Moustakas’ (1994) notion of epoche, whereby he remained cognizant of his personal 

experiences as an ombudsman and took steps to ensure that his personal experiences did 

not unduly influence the interview process. Following the reading o f each transcript, the 

researcher began the coding process.

Saldafia (2009) states that coding is a “summative, salient, essence-capturing, 

and/or evocative attribute for a portion o f language-based or visual data” (p. 3). Using 

these codes, the researcher worked to identify emergent themes present in the collected 

data. Once the researcher coded each interview transcript and identified emergent themes, 

the researcher engaged in member checking which allowed each participant to review his 

or her transcript along with the researcher’s interpretations o f  the data. Participants were 

encouraged to provide corrections or suggestions regarding the researcher’s 

interpretations, if necessary. Subsequently, the researcher reported the research findings.
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As previously mentioned, the researcher took proactive steps to protect the anonymity of 

all participants vis-a-vis the use of pseudonyms. All audiotaped interviews were erased 

from the recorder following the researcher’s transcription o f the data. The researcher 

retained all files in a locked file cabinet.

Reporting Results

The researcher will report raw data which will be comprised o f quotes from the 

interview transcripts. In reporting the data, the researcher will create tables and figures to 

report the collected data. All participants’ names and the names o f their respective 

institutions will be assigned a pseudonym to protect their anonymity. The researcher will 

encourage all participants to provide corrections regarding the researcher’s interpretations 

o f the data, if necessary.

Summary

This phenomenological study sought to understand the experiences of college and 

university ombudsmen with respect to their job satisfaction. The central research question 

posed by this study was “What factors influence the job satisfaction o f college and 

university ombudsmen within their first five years in the position?”

Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?

The researcher also presented his subjectivity and bias statement regarding the 

study. The population for this study consisted o f those ombuds professionals who hold 

membership in the International Ombudsman Association (IOA). The IOA is the
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premiere professional development venue for ombuds practitioners worldwide. 

Membership within the IOA is comprised o f ombuds practitioners who are employed in 

governmental agencies, corporate entities, the non-profit sector, and academia. As o f this 

writing, the IOA has a total of 680 members; 260 o f those members belong to the 

academic sector, which is the focal point of this study. Thus, the population is comprised 

of 260 individuals. The researcher engaged in “purposeful sampling” (Creswell, 2008, p. 

214) among those 260 members of the IOA who serve in the academic sector. The intent 

o f this sampling technique was to select only those individuals who could speak to the 

central phenomenon o f the study (Creswell, 2007), which is job satisfaction of college 

and university ombudsmen within the first five years o f their employment.

After obtaining Institutional Review Board approval from Mercer University, the 

researcher sent out a request via the official electronic list o f the IOA. This request served 

as an invitation to academic ombudsmen who met three criteria for inclusion in the study: 

1) respondents must be ombudsmen within a U.S. college or university; 2) respondents 

must be ombudsmen with one to five years o f experience; and 3) respondents must be 

employed as organizational ombudsmen rather than as classical ombudsmen. The 

researcher will report raw data which will be comprised o f quotes from the interview 

transcripts; however, the study’s results are fully explored and reported in Chapter 4 of 

the dissertation.



CHAPTER 4 

RESULTS

Chapter 4 discusses the results o f the data collected through interviews with five 

U.S. college and university ombudsmen. The purpose o f  this phenomenological study 

was to explore the lived experiences o f college and university ombudsmen within the first 

five years o f their employment so as to ascertain their insights into factors that contribute 

to their levels o f job satisfaction. As this was a qualitative study, the researcher served as 

the data collection instrument through use o f an interview protocol developed around 

Kalleberg’s Theory o f Job Satisfaction (1977). This chapter has a three-fold focus: 1) to 

revisit the research questions that drove the study; 2) to introduce the study’s 

respondents; and 3) to present the findings ascertained from the study’s respondents.

Research Questions

The central research question posed by this study was: What factors influence the 

job satisfaction o f college and university ombudsmen within their first five years in the 

position?

Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?

64
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Respondents

Five college and university ombudsmen agreed to participate in this study. The 

following narrative will introduce readers to Dianne, Alexia, Denise, Paddington, and 

Branwyn. The demographic profiles o f the respondents are highlighted in Table 2, which 

appears in Chapter 3.

Dianne

Dianne is an African American ombudsman at a public university in the

Southeastern region of the U.S. Dianne is 50 -  59 years o f age. She has been employed in

her current role for four years; however, she has a long tenure with her institution. Dianne

shared the following thoughts regarding how she came to be an ombudsman:

I became an ombuds after I was previously employed in the College o f Arts and 
Sciences and a lot o f complaints had begun to come in from across campus and 
from within the College o f Arts and Sciences that it was too big and it was a 
problem with funding and several departments were favored over others so at that 
point, they began to look at dividing the College o f Arts and Sciences, and at that 
time, the position I had as far as room scheduler, they were going to centralize 
that under the Provost’s Office and yet 1 was going to still remain in the College 
of Arts and Sciences. They wanted a stronger role for me and that’s when I 
became the Training Coordinator just for the Dean’s office, and then that rolled 
over into the ombuds position after our ADR [Alternative Dispute Resolution] 
committee was officially formed.

Dianne’s institution has a student enrollment between 10,000 -  19,999, and 

faculty and staff that number between the range of 1,000 and 4,999. In her role, Dianne 

provides service to students, faculty, and staff o f the institution, although she is officially 

designated as the staff ombudsman. Dianne’s highest academic credential is a bachelor’s 

degree. Dianne reports directly to the President o f the university, and she earns an annual 

salary that falls within the $40,000 - $49,999 range. In terms o f her career aspirations, 

Dianne notes that she “would like to work towards being director o f  the ombuds program.
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I’m just staff ombuds. I run the office, but I’m not the director.” Dianne desires to remain 

an ombudsman until she retires “ in about six years.”

Alexia

Alexia is o f Indian heritage, and she serves as an ombudsman at a public research

university in the Southeastern region o f the U.S. Alexia, who is 30 — 39 years o f age, has

been employed in current role for two years; however, she has been affiliated with the

university for the past 10 years. Alexia arrived to her current institution as an

undergraduate international student. As an international student, Alexia experienced

confusion and frustration as she learned how to navigate her new environment. Little did

she realize that her moments o f frustration would lead to her first encounter with the

University Ombudsman. She describes her experience in this way:

So, I was in the building where my major is housed and I was talking to one of 
their faculty members and we got into a really good conversation and I was 
explaining to him my frustrations with trying to understand the university system 
and the procedures and things like that, and he says to me, you know, you should 
really go see the Ombuds, and I said what is this thing called an ombuds because I 
had never heard o f the term before, and so he said you should go to the Ombuds 
Office. Ms. Jane Doe is the Ombuds, and you know, you’ll be able to have a good 
conversation and she’ll really be a good resource for you, so I came over the 
office and met Jane Doe, and we just instantly had this amazing connection.

Alexia’s initial experiences with the University Ombudsman were positive and

enlightening. This experience was also the genesis of her work experience in the Ombuds

Office. She had this to say:

We got along so well and she was wonderful. She answered so many questions 
for me and gave me guidance about different resources that I could access. One of 
the things I was looking for, and they were looking for a student assistant at that 
point. So, you know, I expressed to her how I really wanted to get a job on 
campus and I wanted to, you know, do this and she was asking me what is your 
interest and your background and I shared that with her and she said okay, I’ll 
keep you updated. A few days later, I got a call and she asked me to come in for 
an interview and they hired me as their student assistant at that point. I was
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thrilled, but I knew nothing about what this ombuds was and so that’s where my 
learning started. As a student, I only worked part-time, but then during breaks, I 
would work full-time, and I really started to watch her, observe her, and learn 
from her, and was such a wonderful mentor to me. As time went on, she saw that 1 
was truly interested in this profession, and she would let me shadow her and she 
involved me while she was dealing with cases, and 1 always had questions for her 
and she had so much patience. I would say why do we do this and how do we do 
this, and she actually loved that I had that much interest in it. We had several 
student assistants working in the office and as time went on, all o f them left 
except for me.

During her interview with the researcher, Alexia reflected on her experiences as

an Ombuds student assistant, and how those experiences ultimately parlayed into her

transition into the field as a professional. Following her college graduation, the Ombuds

hired Alexia to serve as the full-time Ombuds Assistant within the office. Alexia worked

as the Ombuds Assistant for three years, and then she became attracted to another

professional opportunity on campus. She had this to say:

At that point, another position opened up in the international services area, and 
that was very attractive to me having been an international student 1 felt like I 
could really make a difference in that spot, so o f  course, I had to have the 
conversation with Jane Doe, and she said you know, I know you’re going to go 
and do amazing things, but in your heart, you are meant to be an ombuds. At that 
time, 1 just laughed about it and said Jane you’re biased, you’re like family, you 
know, and that’s why you think I’m so great, but I don’t know about this. So, 1 
went off to international services. I started as a recruiter, moved on to advising, 
became the Assistant Director over admissions, and I noticed that as I was 
climbing higher in management, my interactions with the thing that energized 
me...my interactions one-on-one with people, especially the students, and as I 
was climbing up the management chain, my interactions were reducing with the 
students.

Although Alexia departed from the Ombuds Office, she remained in regular 

contact with the Ombuds. At one point, the Ombuds decided to retire, and she reached 

out to Alexia in an attempt to encourage her to apply for the Ombuds position. Alexia

discussed her return to the Ombuds Office as follows:
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Then she [Jane Doe] said you should apply, and I said I don’t know, I’m doing so 
well over here, you know, I have this team of people, 1 don’t know if this is the 
right time, but I couldn’t stop thinking about it and my Director in the 
international area said, if you’re still thinking about it, it’s probably a good idea 
for you to apply. So I went ahead and applied for the job and kept going through 
each stage...it was a national search...and I had the phone interview, then 1 had 
the face-to-face, and then they called me and said that we would like you to be the 
Ombuds for the University o f X. It was very, very exciting, so it’s been like 
coming full circle after 10 years with five years away becoming Ombuds. Having 
come to the office as a visitor 10 years before, I was now the Ombuds, so that’s 
how I came to become the Ombuds.

Alexia’s institution has a student enrollment that well exceeds 30,000, and faculty 

and staff that number well beyond 10,000. In her role, Alexia serves students, faculty, 

and staff o f the institution. Alexia’s highest academic credential is a bachelor’s degree, 

although she is currently pursuing a master’s degree. Alexia reports to the Vice President 

and Chief of Staff within the Office o f the President, and she earns an annual salary that 

falls within the range of $60,000 - $69,999. In terms of her career aspirations, Alexia 

feels that she is currently in her dream profession. Alexia mentioned that her husband is 

drawing near to retirement in several years, and that he wishes to leave the state, which 

would require her to vacate her current role. With respect to how long Alexia desires to 

remain in the ombudsman profession, she noted that:

I would hope forever, but then I’m trying to be realistic. This role is so unique 
that again because I know that I have this possible move coming up, I don’t know 
if I’m going to be able to secure a role like this somewhere else. So, what I’m 
trying to do right now is I’m trying to get as much experience as I can. I’m getting 
my master’s in non-profit management. I’m also pursuing some mediation 
training cause I really would like to stay in the conflict management field. Ideally, 
I would want to stay in the ombuds profession, but, if  not that, then maybe be a 
mediator or something else in the conflict management arena because I love this 
work and I would hate to move away from it. So, ideally, it would be forever, but 
practically I don’t know.
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Denise

Denise is an African American ombudsman at a public university in the

Southeastern region of the U.S. Denise is 20 -  29 years o f age. She has been employed

for one year in her current position. Denise is a practicing attorney; however, she decided

that she desired a career in higher education. Prior to assuming her current role as

Ombudsman, Denise was not fully aware o f what it meant to be an ombudsman. She was

encouraged by a friend to come to the university and inquire about the position with the

hiring manager. Therefore, Denise offered the following thoughts regarding how she

came to be an ombudsman:

Well I really didn’t know what an ombudsperson was much long before 1 saw the 
job posting from ABC University. I really heard about ombudsman more in the 
health care arena than I did organizational ombudsmen. So, I knew that there was 
an advocate component to it, sort o f before I heard of this role. I was new to this 
city and I had been looking for the opportunity to get involved in higher ed and to 
use some of my skills from my J.D. in a higher ed setting and perhaps as 
university counsel, but in some other advocacy sort o f service. Shortly thereafter,
I had a friend who was working at the school who told me that 1 should come to 
the school and talk to the VP o f Student Affairs because she knew about a couple 
o f student affairs positions that had been approved and that they were looking for 
one o f them she thought may have a mediation or advocacy component. I came to 
ABC University and met with the VP of Student Affairs briefly. He did inform 
me that they had just gotten an organizational ombudsman position approved, but 
it was in its early stages and he kind o f talked to me about what my background 
was and he seemed to be impressed with it and he seemed to think it was a good 
fit as did I, and he told me that they had just posted the position that previous 
Friday. So, I applied for the position and got hired.

Denise’s institution has a student enrollment o f 1 ,000-4,999, and employs less 

than 1,000 faculty and staff members. In her role, Denise provides services only to 

students. Denise’s highest academic credential is a J.D. degree. Denise’s office falls 

under the purview o f the Vice President for Student Affairs, and she reports to the 

Assistant to the Vice President for Student Affairs. She earns an annual salary that is less



70

than $39,999. In terms of her career aspirations, Denise feels an affinity to the ombuds

profession and would like to remain, but she is open to other possibilities. She notes:

I would like to stay in higher ed, if not directly as an ombudsman, there are things 
such as diversity officer postings and still doing something where you can have a 
policy component and a procedural fairness component and an advocacy 
component and a mediation component and a, you know, team building, 
education component, so something in higher ed where I’m working with senior 
administration for the betterment o f the university, and using my J.D., so I know 
that can translate into a few different things, but just in different ways depending 
on the institution, so if I could find something along those lines.

Paddington

Paddington is a Caucasian part-time ombudsman at a private research university

in the Northeastern region of the U.S. Paddington is 50 -  59 years o f age. She has been

employed in her current position for one year. Paddington’s time in her current position

represents her second tenure at her current institution. Prior to leaving her current

institution, she served as an administrator in the dean’s office. She was first introduced to

the Ombudsman concept by the two Ombuds at her new institution, and that is when she

made the decision to strategically and intentionally pursue the Ombudsman role as her

next career choice. Paddington revealed her path to becoming an ombudsman as follows:

So, like everybody else, I did not come to this in a direct line. Just listening to the 
Ombuds at the University o f X and she was talking about how she came to it in 
such a convoluted way. So I have been mediating for a very long time in all kinds 
o f settings, and have been pretty lucky to have been able to support myself in that 
way and in my last job, I was at the University o f  Y, and I ran the mediation 
program there. You probably know that University o f  Y has two o f the gurus in 
the ombuds field. So I met them and I didn’t know a lot about ombudsing until 
that time. When I met them, I thought wow, this great because I really enjoy the 
conflict resolution, the mediating, the facilitating. Right before University of Y, I 
had in fact worked at my current institution and I’d been in administration in the 
dean’s office, and I loved being at the center of everything and being able to get a 
whole overview. So when I met these two Ombuds who got to help people 
individually, but also see the systemic issues going on, I thought these are my 
people! Then I went to an IOA meeting in Boston and I thought this is really what 
I wanted to do, and for the first time, I’d never done this before, I decided to be
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strategic about getting a particular kind of position cause usually doors open up 
and I kind of think oh that looks interesting, and I’ll walk through them, but this 
time I thought I want to be an ombuds, so I was more strategic about it. I had 
worked at this institution and knew that they needed an ombuds, and so had been 
keeping in contact with people while they thought about having me, they 
appointed one, she left and then I kind of kept my eyes open looking for ombuds 
jobs and here I am.

Paddington’s institution has a student enrollment between 5,000 -  9,999, and

faculty and staff that number between 5,000 and 9,999. In her part-time role, Paddington

provides services only to faculty and postdocs. Paddington’s highest academic credential

is a J.D. degree. Paddington reports directly to the President o f  the university, and earns

an annual salary that falls within the $50,000 - $59,999 range. In terms o f her career

aspirations, Paddington seems content with life as an ombudsman. She notes that she has

none at the moment. I’ve been in academic administration and I enjoyed it. I 
prefer to be kind o f a behind the scenes person. I like this position since it 
combines everything for me. So, I’d like to be an ombuds.. .this feels so right to 
me.

Branwyn

Branwyn is a Caucasian ombudsman at a public university in the Southeastern

region o f the U.S. Branwyn is 50 -  59 years o f age. She has been employed in her current

role for two years; however, she has been employed as a humanities professor with the

institution for nine years. Branwyn was encouraged by the prior Ombuds to apply for the

vacancy. Thus, her journey into the role was quite unintentional and unplanned. Branwyn

shared these insights regarding how she became an ombudsman:

I became an ombuds pretty much accidentally, which is not to say that I was not 
suited to the role or that I was not proud and happy to have been selected. Very 
fortunately I had a colleague who believed in my abilities and strongly urged me 
to apply. During the process o f application, considering the job description, 
writing a covering letter, structuring my vita, and preparing answers to likely 
interview questions, I started thinking that my supportive colleague might not 
have been senile to think me a reasonably qualified candidate. 1 applied at the
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suggestion of the prior ombuds—that is the short response to the question o f how 
I came to be an ombuds.

Branwyn’s institution has a student enrollment between 20,000 and 29,999, and

faculty and staff that number between the range o f 1,000 and 4,999. In her role, Branwyn

provides services to faculty, staff, and students o f the institution. Branwyn’s highest

academic credential is a Ph.D. degree. Branwyn reports to the President o f the university,

and she earns an annual salary that falls within the $90,000 - $99,999 range. In terms of

her career aspirations, Branwyn seems to have a desire for advancement into the upper

echelons o f university administration. She says,

now and then I think o f looking for a position as dean or Vice President of 
Academic Affairs. I notice now and then in the Ombuds Blog that ombuds are 
promoted to such roles, and this makes sense. Being able to hear and consider 
multiple sides of an issue, respecting confidentiality, striving to improve 
communication, fearlessly entering into conflict with the purpose o f using it 
constructively to bring about a more positive workplace— all o f these ombuds 
activities involve skill sets that should be highly useful to administrators with 
responsibilities for large tracts o f faculty and staff.

Findings

The researcher identified several themes that were germane to the phenomenon of 

job satisfaction as it was experienced by each of the respondents. The themes are 

presented in two categories: Positive influencers and negative influencers. The positive 

influencers addressed the first ancillary research question; the negative influencers spoke 

to the second ancillary questions; and the aggregate o f these positive and negative 

influencers ultimately addressed the central research question o f the study. Table 3 

provides a visual representation o f the positive and negative influencers outlined in this 

study.
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Table 3

Positive and Negative Influencers

Theme Influence

Making a Difference through Helping and Positive
Empowering Others

Establishing Meaningful Interactions with Positive
Campus Colleagues

Uncertainty Regarding Job Security Negative

Inadequate Compensation Negative

Perceived Lack o f Support from Senior Negative
Administration

Institutional and Ombudsman-Specific Negative
Barriers

Positive Influencers 

For the purposes o f  this study, positive influencers spoke to the factors that the 

respondents identified as positive within their respective work environments. The 

positive influencers identified by the researcher are 1) Making a difference through 

helping and empowering others; and 2) Establishing meaningful interactions with campus 

colleagues. Both o f these positive influencers address the first ancillary research question. 

Making a Difference through Helping and Empowering Others

The first theme identified by the researcher is making a difference through 

helping and empowering others. When the researcher asked about what each respondent 

found interesting about the role, all expressed the notion of helping and empowering 

others as something that was intrinsically meaningful to them. The following narratives 

will highlight the experiences of the respondents. Dianne shared the following thoughts:
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Well just being able to assist the various staff and students and faculty members 
that comes to my office, and being able to just help them work through their 
situations to really peel back each leaf o f whatever and just try to get to the core 
o f what their problems are and being able to offer some sort o f  assistance to them.

With respect to the areas o f the job in which she is most satisfied, Dianne mentioned that

her service as a resource person was valuable. Dianne offered:

Well just being able to offer any kind o f assistance to visitor’s that come to my 
office, being able to brainstorm and to help them sort out situations because most 
o f us spend more than eight hours on our jobs, so at least we need to have a place 
where we’re comfortable, we’re excited about coming to work and we can get 
along with everybody. So if there’s something that I can do to make that whole 
atmosphere a lot better, that’s what I like to do.

Alexia’s passion for the work that she performs is evident. Alexia offered the following

insights regarding what she finds interesting about the job:

I love, love, love what I do and I think what I really find interesting is that, I 
mean, as the Ombuds, my position is like a Director in the office, but at the same 
time, I have that one-on-one interaction that I was really missing when I was 
climbing higher in my other role at the university, so I think that I find the fact 
that, you know, you are this person that is accessible to pretty much anyone. You 
can meet with anyone in the university and you’re that person who gets to listen 
to all these different things going on around you and then you try to, you know, 
find out what you can do and how you can assist and know where you can serve 
the best. It’s such a unique role...there is no other role at the university that 
matches it and sometimes that’s the interesting part but also the challenge.

Alexia continued by sharing her thoughts regarding areas of the job in which she is most

satisfied. She offered:

I think again, for me, it’s really the one-on-one interactions with people and the 
fact that as an ombuds you actually get to meet with people and sit and talk and 
hear about what they’re going through and truly listen and you’re involved in 
some way trying to help them get to where they want to be. I think, as a person, 
that’s what makes me happy. I feel happy when I feel like I’m making a 
difference. People may not know it, but sometimes you’re that person behind the 
scenes who has somehow gotten something accomplished or resolved and you 
know, I know we don’t have any sort o f power to change policy or enforce 
decisions, but I think that what I hear a lot o f is people are just grateful that 
someone listened to them. When I sit there and I have someone here for a long 
time and they’re talked things through you can tell that they kind o f know where
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they want to go next, they have an idea but what they haven’t had is they haven’t 
had someone truly listen to them, and sometimes they’ll walk out o f here and say 
that’s really all I needed. I needed someone who just really heard me and heard 
about what I’ve been going through and that’s all 1 needed. So, I think it’s just 
such a unique thing to be able to touch lives and every single way.

Denise added to the conversation by discussing her interests and experiences in

advocacy, mediation, and facilitation. She shared the following thoughts:

Definitely the advocacy portion for procedural fairness 1 think is the most 
intriguing part of the job. Really having the opportunity to make sure that things 
are fair, make sure that if  there’s a policy posted that people are following what 
they post, which, you know, seems to be a much bigger problem in the university 
setting here that I’ve ever experienced. I think at this university in particular, there 
is a lot o f sort o f tradition o f how things are handled versus what is politically 
correct or posted, so 1 think it’s interesting to have a part in trying to move people 
more to what the school is advertising that they do versus what people just want 
to do or handling things how they feel like it and in that I think that since my 
office only serves students, it really does help students out in the sense that a lot 
o f them feel sort o f disenfranchised here and really felt like they haven’t had an 
ally and they don’t have an ally even in what’s written or in what the university 
publishes, so it’s been good to know that even if 1 can’t achieve the result that I 
am intending to achieve that I’ve at least given them [students] the feeling that all 
hope is not lost in their college experience, so that even if  everything else is 
negative, their experience with ombudsman office is not negative. So in the 
future, once they leave college, they will be more likely to seek out someone like 
an ombudsman or someone in their job or their work environment or grad school 
environment that can help them with their problems. Also, the 
mediation/facilitation component is always very interesting, and I have a pretty 
long history o f  doing mediation, but to do it in a college setting is very interesting. 
You get the very petty to the pretty serious, so it’s interesting to hear a range of 
problems that need conflict resolution and to teach students how to resolve their 
own conflicts.

Denise further added her sentiments regarding what she finds to be most satisfying about

her work as an ombudsman. She says:

Again, I think it’s just being able to work with the students here, being able to 
provide them with a sense o f hope and at least teach them how to navigate their 
policies and empowering them to ask the right questions. The appreciation I get 
from the students is what keeps me coming here every day. That’s enough to 
make me satisfied to come to work.
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Paddington added her thoughts regarding the elements o f the job that she finds 

interesting:

Everything! I like the variety, I like the things that come through the door, you 
never know what’s going to come through the door. I love the combination of 
helping people individually but be able to have access to the highest levels to 
say... well not just the highest levels...to different levels within the organization 
and be able to say have you thought about doing this differently? If you did this 
differently, you’re going to have an impact on how people feel about their jobs 
and how capable they can be at their jobs. You can help individuals sort things 
out, but you can also help the organization sort things out and I find that very 
powerful.

Paddington continued by providing insights into the facets o f the job  she finds most 

satisfying:

I feel like the people who are coming to me, I am helping and I’m finding that I’m 
getting a lot o f academic chairs and associate deans coming which feels like a 
great thing. I feel like I’m slowly making progress and that feels good cause at the 
beginning o f a new job that goes quite slowly. I feel like I’m making progress and 
people are beginning to know that I’m here. I’m feeling more comfortable in the 
role so that feels good, and I feel like most o f the time, people leave better than 
when they walked in.

Branwyn noted that the diverse nature of the job is a key element o f  interest regarding her 

position. She says:

The most interesting aspect of this job is working with people from all walks of 
life, with a range of world views, with unique work situations and concerns. It is 
deeply meaningful to me to have frank and open conversations with my 
colleagues.

Branwyn continued by giving some insights into elements o f  the job  she finds most 

satisfying:

I am most satisfied with my colleagues, with the fact that I sometimes am able to 
help people feel better about their work at this school, and with the sense that I am 
a valued employee, as evidenced by the fact that I have been promoted and 
received increased compensation for my work.
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To reiterate, all participants in this study felt intrinsically rewarded by their work.

Whether it was engaging in one-on-one interactions with students, faculty, and staff or

advocating for procedural fairness and systemic change in the workplace, each

ombudsman contends that they perform meaningful work for their respective institutions.

In carrying out these duties, each ombudsman maintains that the two themes have a

positive influence on their overall job satisfaction.

Establishing Meaningful Interactions with Campus Colleagues

The second positive influencer theme identified by the researcher is that of

establishing meaningful interactions with campus colleagues. The majority o f the

respondents mentioned their interpersonal experiences with campus colleagues as a

positive factor in their overall job satisfaction. Out of the five participants, only Denise

seemed to have a negative impression with respect to her encounters with campus

colleagues. Denise, who feels that many of her colleagues view her with suspicion, noted:

1 would say that overall they’ve been pretty good. I think in the beginning, there 
was definitely an attitude of who is this person and what is she doing here?
Instead of being very welcomed in the beginning I think it was more o f people 
feeling me out, may be even a little intimidated, and I really went out of my way 
to try to be extremely personable and, you know, sit and joke and everything how 
they do here because it feels like if you don’t do that, then you’re looked at as too 
serious and maybe looked at as you don’t fit into the culture and again, it goes 
back to this person’s like whatever...a threat.

In addition to Denise’s perceptions that her campus colleagues view her in a

suspicious light, she also felt that her reporting structure causes insecurities and

challenges to her role as ombudsman. She describes these insecurities as follows:

I definitely feel like there’s insecurities even in my reporting structure. I had my 
direct report, the Assistant to the Vice President, say plenty o f times that she 
couldn’t believe I was working here with them paying me so low, and she makes 
more money than me, and she makes more money than a J.D., and she can’t 
believe that she has a J.D. reporting to her, so 1 wasn’t really sure how to take that
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in the beginning, but I’m sure it wasn’t anything positive from the vibe I was 
getting.

As a newcomer to her institution, Denise’s observations and experiences led her

to the conclusion that Student Affairs, the division to which she reports, is an

environment that is fraught with cliques. She had this to say about the situation:

At this point, 1 definitely think there’s sort o f a clique here in Student Affairs. 
They all kind of have their crew and like you get on board with the Student 
Affairs crew or else you’re not with them, which doesn’t go over well for you.

Denise described the Division of Student Affairs at her institution as one that is

unusual from the typical Student Affairs organizational structure at other institutions. In

her words, she said that her institution’s Student Affairs Division “has an unorthodox

amount o f power” on the campus. This made it quite difficult for her to operate

effectively when it came to addressing an issue or concern that emanated from the

Student Affairs Division. She had this to say about that dilemma:

But whenever I’ve had to call somebody out respectfully in a report or name a 
practice that wasn’t a best practice, then I do see people siding up and I’m looked 
at as the new person or not really one o f the group.

Based on her experiences with her colleagues and her subsequent understanding

of the cultural environment in which she operates, Denise shared with the researcher the

strategies she employs to navigate the terrain o f her division. Her thoughts are as follows:

So, since the beginning, I’ve tried really hard to not...I don’t come here and tell 
my business, I don’t tell about anything personal going o n .. .they have met my 
husband and they knew when I got engaged and all that kind of stuff, but I really 
don’t tell all that side because I’m not so comfortable that I do some of the stuff 
that they all do together.

In direct contrast to Denise, Branwyn shared a sunny perspective regarding a key 

campus colleague with whom she must work. She posited that:
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I have probably the best colleague I have ever had in my life, my co-ombuds. I 
learn from this person and feel I can trust him utterly. As a result o f this collegial 
relationship I am able to laugh and move on from issues that would otherwise 
demoralize me. I feel for ombuds who do not have a colleague with whom they 
can share concerns and ask for advice and support. Because o f its high stakes and 
the confidentiality aspect, this job, o f  all jobs, would seem to require that a 
practitioner have a true peer, in my humble opinion. If I had a poor relationship 
with this individual, the job would be unbearably stressful.

Paddington offered positive perspectives related to her experiences and

interactions with campus colleagues. She offered:

I would say on a whole they’re great. People have been very welcoming. It helps 
that I worked here before and I knew a lot o f people and luckily I didn’t burn any 
bridges when I left, so people have been really supportive. They are learning what 
to do with me. I was talking to a colleague at another university and she said it 
took three years to really gain people’s trust, and I think that’s true. So, I feel like 
people meet with me, and slowly they’re beginning to understand what it is an 
ombuds does and how that can be helpful to them. It has a huge impact on my job 
satisfaction. As that gets better, and I feel more part o f  the campus, the better I 
personally feel. One of the downsides to an ombuds role is you kinda sit outside, 
and so that’s a downside to me because I’m kind o f a team collaborative type of 
person, so that’s been the hardest thing for me is sitting outside and not being on a 
team. I’m working on how to be part of a team and stand outside and as I figure 
that out, and as people figure out how that can work in a way that protects the 
principles, things get better.

In a similar fashion to Paddington, Alexia shared that she experienced positive

interactions with her campus colleagues. However, in spite o f her positive interactions

with colleagues, she did voice that some campus colleagues stigmatize the role o f the

Ombudsman. Therefore, she has developed strategies to combat the stigma. She mused:

I think they’re positive, you know, o f course, usually when they get a call from 
the Ombuds, sometimes that stigma associated with it and they say uh oh what did 
we do wrong? But I work really hard, I try to build on those relationships, again I 
was lucky because the prior Ombuds had done such a good job with it, and 
because I worked in the office, I knew a lot o f the key administrators in these 
offices and colleagues, and 1 meet with them every now and then if I see certain 
trends that are surfacing from their area, I’ll make sure that I discuss those with 
them in a generic manner.
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As part o f her strategic approach to successfiilly engaging campus colleagues in

her Ombudsman capacity, Alexia noted that she has taken time to cultivate key

relationships with individuals within every department on campus. She says:

I think overall, in each of the major departments, 1 have identified certain 
individuals who are the champions who will do the right thing, who will listen 
and keep an open mind, and of course there are those individuals who I know are 
kind of shut off and they’re only gonna stick to their position and their issues and 
they’re not going to be flexible, but I think overall my interpersonal experiences 
with my colleagues have been very good.

As Alexia reflected on her role within the institution, she noted that her

experiences with her campus colleagues are essential to her overall effectiveness in the

role as well as her sense o f job satisfaction. She shared:

I think they have a huge impact. I am a people person and I think that for me, 
when I’m interacting with people, when I’m communicating with people, when 
I’m having stimulating conversations is what I prize. I think that if I didn’t have 
good relationships with people, my experience would be much more negative. I 
think that it would be very difficult to do what I do without having those 
relationships. I think that the positive relationships do have an impact on job 
satisfaction.

Dianne added to the conversation her positive experiences with her campus

colleagues. She offered:

Well I’m a people person so I like being around people. I would say that my 
experiences have been very good. Trustworthy. I think a lot o f the staff that comes 
to me and also refer the office services to other staff members is because they 
know me, they’ve worked with me, my integrity as far as being able to just offer 
suggestions and to be able to not repeat and have that confidentiality that basically 
goes with the job. They definitely impact my job satisfaction in a positive way.

To conclude this positive influencer theme, all respondents felt that their

relationships and experiences with their campus colleagues served as key contributors to

their overall sense of job satisfaction. Four out o f the five Ombuds in this study

highlighted positive experiences with their colleagues, which they felt was an
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advantageous factor regarding their satisfaction with the Ombuds role. However, one 

Ombuds expressed a negative impression o f her campus colleagues, which she felt 

worked to her detriment in the performance o f her job.

Negative Influencers 

Within this study, negative influencers spoke to the factors that the respondents 

identified as negative within their respective work environments. The negative 

influencers identified by the researcher are 1) Uncertainty regarding job security; 2) 

Inadequate compensation; 3) Perceived lack o f support from senior administration; and 4) 

Institutional and ombudsman-specific barriers. All o f these negative influencers address 

the second ancillary research question.

Uncertainty Regarding Job Security

The issue o f job security was an emergent theme identified by the researcher. 

When queried about their perceptions regarding their job security, the participants 

overwhelmingly expressed that they felt their job security was “moderate,” “medium,” or 

“middling.” Out o f the five participants, Dianne was the sole ombudsman who felt that 

she had high job security. She says, “I would rate it very high simply because some 

particular cases and with department’s we’ve been called in to do team building 

workshops and just reaching out and helping to reduce conflicts in so many areas.” 

Branwyn’s work environment seems to be fraught with tense and antagonistic 

undertones. Subsequently, she expressed these thoughts regarding her perceptions of job 

security:

I would say that my job security is middling. So long as the president o f the 
university feels that an ombuds is a good thing to have and so long as I am 
reasonably competent, I suppose I have as secure a job as anyone in the State o f 
X. The chief legal officer at our university is also no friend o f the ombuds office,
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for obvious reasons. And we have a fraught relationship with HR. So there is 
sufficient ill will out there to keep me on my toes and backward glancing.

Denise described the politically charged environment in which she operates as a

key factor in determining her negative perceptions o f her job security. Denise’s

perception is that her institution is “a school where people pretty much do their own

thing.” She shared the following insights:

In terms of job security, I feel, I would say moderate. If you work here, and you 
keep your nose clean and you’re not really concerned about anybody else and 
their comings and goings and you’re smiling to the right people, things seem to be 
okay, but ombudsman is not really a job where you can technically keep your 
nose clean...it’s my business to be in everybody else’s business to see what’s 
going on, and even with the respectful question here or there I can see that when I 
bring things to people, remembering what they hired me for, they start looking at 
me as an individual.

Denise once again drew attention to the politically charged atmosphere in which

she works as a challenge to her ombuds role. She described the situation in this way:

At this point, in this year, especially in the last three months, I’ve had two or three 
faculty members, one dean, and one student warn me about doing my job too well 
because traditionally at this school there’s lots o f politics involved, people who 
are calling people out on doing things that maybe are not right but it’s what the 
school is comfortable with, have gotten fired, so it’s pretty heartbreaking when a 
student is saying thank you for all your help, but I just want to warn you that if 
you keep helping students the way you’re helping them, they’ll find a way to get 
rid of you. So, I would say moderate [job security] in that sense. I haven’t gotten 
the feeling from my boss or anybody directly that that is what’s going on, but I’m 
not sure that this school is ready for an ombudsman office.

Paddington expressed that she felt her job security was “medium.” She mused that

the position might be vulnerable should budget reductions become necessary. She said:

Medium, I would say. People really I think value this position. At the moment,
I’m on a three-year contract and the money comes out o f the President’s office, 
but I think that’s gonna change. We’ve got a new President so they’re doing all 
kinds of strategic planning. I think I’m pretty secure, but I would say medium. 1 
think if there was another budget crunch, I’m not sure what would happen. Last 
time around there was a budget crunch and the ombuds disappeared. In this day 
and age, the only people who have job security are tenured faculty.
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Alexia also expressed that she felt her job security was “medium.” Like

Paddington, Alexia felt that difficult budgetary times could possibly have a negative

impact on her ombudsman role. She explains:

Job security, I would say is medium and again it’s just because the way the 
economy is I always wonder about what would happen when more and more 
severe budget cuts coming in especially in this state. When Jane Doe retired, 
things were very uncertain and we were almost wondering what are they going to 
do, cause you know, when someone retires after so long, that’s usually the time 
when either they’ll shut the office down or they’ll try and merge it with something 
else, but the fact that they didn’t do that and they maintained the integrity of the 
office, they kept the office exactly the way it was makes me feel good and tells 
me they are committed to this role on this campus.

With respect to the theme o f uncertainty regarding job security, a prevalent 

concern seemed to be that these ombuds practitioners felt that lean budgetary times might 

place their positions in jeopardy. An additional concern expressed by the ombuds in this 

study is that antagonistic behavior and resistance from powerful organizational entities 

such as Human Resources and Legal Counsel pose a possible threat to their sense of job 

security.

Inadequate Compensation

The participants in the study had varying degrees o f satisfaction with the

compensation and benefits associated with their ombudsman role. What was interesting

about compensation is that regardless o f what the participants earned, all felt that they

were inadequately compensated. Denise, who is the lowest compensated ombudsman in

this study, expressed strong negative feelings regarding her compensation. She offered:

Salary-wise I definitely don’t feel valued. I know when I got here that the set 
salary was $35,000 per year, which is extremely low pay, but 1 was told that that 
was just what was allocated in the first meeting that they had about an 
ombudsman. The former President didn’t understand an ombudsman, but okayed 
it having no basis as to what kind of person would serve that role. I was told in the 
beginning that if I would just be patient and give it about six months, they would
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make all the necessary changes that I could bring to the forefront what needed to 
be done. They told me to do some research on salaries, do some research on 
reporting structure, do some research on services offered, put it up in a report and 
give it to them because they’re all about best practices and now it’s been over a 
year and nothing has changed.

In a similar vein, Branwyn, whose salary falls in the range o f  $90,000 - $99,999,

is the highest compensated ombudsman in this study. She also commented on her feelings

of dissatisfaction regarding her compensation. She stated:

1 know that my salary is below the average salary for university ombuds, and to 
the extent that this is so, I am dissatisfied. But I am used to being dissatisfied 
with my salary, having been a humanities professor in a prior life. And few people 
with my background ever earn what I am earning as ombuds! So, one might say 
that I am conflicted about my salary. No doubt the longer I remain in 
administration the less conflicted I will feel.

Paddington, who seemed to express a moderate level o f satisfaction with her

compensation, shared the following thoughts:

Because I’m part-time, my salary is okay, so I would say with salary, I’ve got 80 
percent satisfaction. Benefits not so great because I’m part-time, but I have health 
insurance, and that’s what I really need. All those things will improve with full
time status.

Alexia expressed a balanced viewpoint regarding her feelings related to

compensation. However, in spite o f her overall satisfaction with her salary, it did not

appear lost on her that other similarly situated ombudsman colleagues in the profession

earn more money in their roles. She posited:

With salary, I feel valued. I think part o f it’s because when I moved from my 
other position to the ombuds position, I had a nice jump in pay. Now I know that 
Ombuds in this state are paid pretty low compared to the national average, but 
you know, your reality is what you’ve experienced in your frame o f reference. So, 
for me, I’ve only ever worked at this university and I’ve been in positions where 
I’ve worked my way up, so for me, you know, my starting point was very, very 
low...I want to say that when I was the Ombuds Assistant, I was maybe making 
something in the 20s, so from that, I went on to other positions where I slowly 
went to the 30s, and in my last role when I was the Assistant Director, I was only 
in the 40s, so this position bumped me up into the 60s and that felt great because
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that is a huge jump from someone going from the 40s. So, I think I’m very 
satisfied. I think the university gives great benefits and one thing that’s interesting 
though is sometimes you hear about what other people in your position are 
making, you know, people who are director-level or other ombuds, that’s when 
you sometimes feel that pinch. You know, when you say hmmm, you know, I 
know I work just as hard as they do if not more and I’m not making hardly 
anything. But my personal philosophy is that I try not to let those things bother 
me and I just want to focus on myself and I think what I make is enough to 
survive on and to have a very good life, so I’m happy with that.

With the highest salary in the 90s and the lowest salary in the 30s, there was

undoubtedly great range and differences in perception as it pertained to what an

ombudsman should earn.

Perceived Lack of Support from Senior Administration

The third negative influencer theme identified by the researcher is that the 

ombuds practitioners in this study largely had a perception o f a lack o f support from 

senior administration. Thus, the issue of support from senior administration elicited a 

variety o f responses from the participants. Support within the context o f this study 

encompassed budgetary and personnel resources, as well as general support and advocacy 

from senior administration. Out o f the five respondents, only Alexia seemed to express 

full satisfaction with the support she receives from senior administration. She shared the 

following thoughts:

When it comes to level o f support from senior administration, I think it’s pretty 
good at this university. The office had existed since ’94 and a lot of things goes to 
the prior Ombuds because she did such a wonderful job getting the office 
established and following the IOA code and standards and she’s marketed the 
office, so for me, I had to come in and just continue what she had been doing. I 
report to the Vice President and Chief o f Staff and he is an amazing, amazing 
individual and he’s one o f those people that I can walk-in and talk to him anytime 
if there’s something that I feel I need to address with him, I have that benefit of 
being able to do that and I have to honestly say that I’ve only been in this role 
about two years at this point. I don’t think I have come across any situation where 
he has not been supportive or encouraging or understanding o f anything that I’ve
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gone to him about, so I definitely think that I get a good level o f support from 
senior administration.

In terms of the resources provided to perform her job, Alexia noted that her

university provides her with sufficient resources to be effective in her role. She offered

the following thoughts:

Because the office has existed for so long, we’ve had these resources and I was 
lucky that they didn’t change anything, so I have two offices in the main 
administrative building. One is mine and one is for the Ombuds Coordinator 
which is the position I used to be in before, but we’ve upgraded it from the 
assistant-level to a coordinator level. So, we have these two offices and we’re 
very comfortable in them. We’ve been here for many, many years. We’re fully 
equipped, we have computers, we have a little conference table with chairs, we’ve 
never had to scrimp on things like that. We do have an adequate budget because 
my supervisor truly believes in the professional development side o f  things and 
both for me and the ombuds coordinator. We have fax machines, phone lines, 
printers, scanners, we have pretty much everything that we need as far as that 
goes.

In contrast to Alexia’s positive perspectives, Denise shared feelings that she is

exploited by her institution’s leadership. She had this to say:

Given all the stuff that I’ve done.. .I’ve done numerous trainings that would have 
cost hundreds of dollars or thousands of dollars... they’ve definitely sort of get 
advice on legal liability which lightens the load o f our Legal Affairs department. 
They’re definitely taking advantage o f my J.D. and they’re very confident in what 
I’m capable o f handling, but yet nobody’s jumping to compensate me for that or, 
you know, improve the ombudsman office by changing the reporting structure. 
I’ve written a number o f reports that I feel like, because o f  all the red tape, it gets 
to a certain point where it’s ignored. So overall, I don’t feel very valued in the 
ombudsman role. I’m not really sure this university is at a place where they can 
have anything more than really a student complaint department.

With respect to the resources provided to her, Denise’s resources seem to leave

much to be desired. She goes on to say:

I don’t have many resources. My ombudsman colleagues within the system have 
probably been my biggest resource, you know, I have colleagues that I can speak 
to about issues and everything. I was told when I got here that I would have 
shared administrative support through the admin who is the admin for the 
Assistant to the VP and the VP for Student Affairs, but she quickly let me know
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that she was not my admin, which is fine because she gets very overwhelmed with 
the stuff that they give to her, so it would not be beneficial to me. I very quickly 
had to learn how to do all the administrative stuff, the travel stuff, and everything 
else here and be basically my own secretary, which is not good because there are 
days when the office is really busy and there’s walk-ins and everything else, I 
don’t have time to do some o f the behind the scenes stuff that 1 need to do to be 
effective, so that’s annoying. I have no budget at all. I just have my $35,000 
salary so whatever else is needed, 1 have to get approval or do without, but they’re 
usually pretty good with okaying trips, so any type o f mediation or conflict 
resolution trainings, I’ve been able to attend. Besides that, I don’t have anything 
else. I don’t feel extremely supported by my reporting people either, so I don’t 
have anything. I guess that would be it.

Branwyn added a seemingly conflicted viewpoint regarding the support she

receives from senior administration. She expressed these thoughts:

Senior administration is a mixed bag in terms o f  its support o f  my role and of me 
personally. Sometimes it seems as if the sky is the limit and anything 1 ask within 
reason will be mine without question. Other times I feel as if I have been made a 
poster child for belt tightening. Sometimes it seems that administrators are 
striving to resolve issues that the ombuds office sees as systemic and destructive. 
Other times, it seems administration is trying to quietly run away from such 
issues.

In terms o f budgetary resources, Branwyn shared that her current resources are 

insufficient and inadequate for her office. She had this to say about her budgetary 

support:

Our budget for two ombuds is approximately 10K. We do not have a dedicated 
assistant o f any kind. We have two spacious and comfortable offices and share an 
administrative assistant, reception area, conference room, and copy space with the 
EEO [Equal Employment Opportunity] and CDO [Chief Diversity Officer]. I do 
not feel our budget is adequate, given that a single travel event is likely to cost 
$2400, and we are allotted, between the two of us, only $3500 for travel.

In a similar fashion to Branwyn, Paddington offered mixed feelings regarding the

level of support she receives from her administration. She feels supported by

administration, yet the university has her operating as a sole practitioner. She stated:

They’ve been great! Really great! They’re responsive, they’re interested in what I 
have to say, and so that’s been great. In terms o f resources, I’m a one-man show
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and will continue to be a one-man show, so I do a lot with very little. So in terms 
of that kind of support, not great, but that’s alright.

Paddington goes on to add the following thoughts related to the fiscal and

operational resources provided to her to perform her job:

It’s just me. I have $5,000 a year, and out o f that comes rent, so I really have 
$2,500 a year, and out o f that comes everything. I’m part o f  the President’s office, 
so I kinda walk over there and I’ll say I need some paper and they’ll give me a 
package of paper, so you know, they don’t charge me for that. So, very few 
resources, not really adequate. At the moment, I can only afford to go to the IOA 
conference once every other year. I’d like to be able to go to conferences every 
year, so that’s not adequate and that’s one of the things I’m going to see if I can 
do something about. The space is really pretty good. I have a very lovely room 
with an anteroom where an administrative assistant could sit or people could sit 
outside and wait. I have found ways to sound proof the room. I have an 
emergency buzzer and things like that. So, the space is pretty good. I could do 
with not a lot more resources, but enough to be able to go to a conference every 
year.

Dianne presented a somewhat conflicted viewpoint regarding the support that she

receives from administration. She offered the following thoughts:

Well I receive full support, it’s just that when you look at categories under that as 
far as am I interacting with senior administration or not, I don’t do that, only if 
there’s some kind o f conflict or a dispute comes up in a particular area. No 
feedback is ever received back from senior administration when our annual report 
is done, so there’s not a whole lot o f conversations back and forth. No one’s 
looking at the numbers seeing how we can get these numbers up or if  the numbers 
are a little high in certain areas, what’s causing the increase or nothing like this is 
ever done.

Regarding budgetary resources, Dianne mentioned:

This office came out o f the university establishing an ADR [Alternative Dispute 
Resolution] committee and that was made up o f faculty, so they already had 
existing offices, so we had acquired one office to use as a mediation room so 
when I came on board, that room became my office and then I was able to acquire 
two other rooms to serve for mediation purposes. So I’ve got the space. Our 
budget is not as much as we would like, but that’s because o f funding, but they do 
allocate at least $5,000 for spending per year as far as travel and we do have a 
supplies account that is around $2,000. Right now that’s enough, but if we 
continue to grow and build a program, we want to bring in some grad assistants 
and do some other things. Well again it limits us to what we can do. We have to
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keep our marketing to a level also as far as wanting to bring other personnel on, 
we just can’t do it.

In summary, the thoughts and perceptions expressed by the ombuds practitioners 

in this study lend themselves to the lack o f support theme that was identified by the 

researcher. Within this study, only Alexia felt that she received the proper advocacy and 

support from her senior administration. All other ombuds expressed that they felt 

marginalized, neglected, or insufficiently supported by their respective senior 

administration.

Institutional and Ombudsman-Specific Barriers

The fourth and final negative influencer theme uncovered by the researcher is that

of institutional and ombudsman-specific barriers. Within the study, the researcher used

the term “ombudsman-specific” to reference the unique challenges faced by ombuds

practitioners, such as isolation as well as responsibility for effectively addressing

complaints and concerns absent formal authority and power. When the researcher asked

about what each respondent found to be least satisfying about the ombudsman role, all

expressed thoughts and feelings that the researcher categorized into the theme of

institutional and ombudsman-specific barriers. Branwyn expressed a lack o f confidence

in her administration’s willingness to address concerns raised by the Ombuds Office.

Also, it appears from Branwyn’s commentary that her Co-Ombuds is disregarded by

administration. She offered the following thoughts:

I do not like the fact that my co-ombuds is not always given the respect that he 
deserves and is therefore unlikely to stay at this school, that now and then I feel I 
have to beg for money from upper administration, that there are instances in 
which it is doubtful that all o f our work and the work of other concerned staff 
members (e.g., EEO) is being taken seriously by upper administration, and that 
the only way 1 am likely to receive a raise in this position is by being offered a job 
elsewhere.
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Dianne expressed sentiments that are likely shared by many ombudsman

practitioners. In response to the question o f what she finds least satisfying, she said:

Yes, I would say it’s the isolation that comes along with this job. I’m a people 
person, but because of the role that I have, I don’t interact as much with fellow 
staff as I did in the past job.

Denise contributed to the dialogue by offering the following insights that spoke to

institutional barriers she faces in the performance o f her job:

I think the lack o f support all together with higher administration here and my 
reporting structure for the office. I feel like they opened the office not knowing 
what it was because they wanted to say they had an office. Not tooting my own 
horn, but I think I’m a good person who genuinely cares and want to use my skills 
to make changes on the campus as per what the job has requested, but I don’t 
think that’s what people wanted, so they’re really just not interested.

Similar to Dianne’s feelings of isolation, Paddington shared her feelings that she

has no sounding board available to her within her institution. She says in the following

narrative:

I think I would really like a peer group that met regularly, and that’s kind of at the 
top of my to do list is finding a way to put that together. I know that I have 
colleagues I can just call up when I have a problem, but I would like to meet with 
a group regularly. I’d like a support group. Therapists have that kind of peer...I 
can’t remember what it’s called...support group and I’d like one o f those. I think 
that’s where I’m least satisfied. There’s nobody here at work that I can talk to 
about what I do.

Alexia articulated feelings o f powerlessness in carrying out her duties, which is

another common challenge to many ombudsman practitioners. She posited:

I think again, it’s hard because as the Ombuds, you don’t have the power to 
enforce anything or specifically, directly change something like that, and I think 
sometimes you hear certain stories and sometimes you know the background and 
the history of certain issues and sometimes there are individuals in departments 
who are just not willing to be flexible, and as the Ombuds, you can’t force that, 
and I think that can be a little frustrating. I think another challenge I have 
personally is that even though the office has existed for so long, people don’t 
really know what an ombuds does. They think an ombuds is a place to send all 
kinds o f complaints to. If anybody with unpleasant or being a little difficult, let’s
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just send them to the ombuds, and they don’t realize that’s not appropriate, 
sometimes that’s people not being accountable. Sometimes an issue can be 
handled within that area, but they just prefer to send it to me when I’m going to 
have to get it back over there, and they don’t realize that just causes more 
frustration for this individual who’s being sent around everywhere. So, I think 
that’s another challenge and we’ve grown so much [at this institution], so fast, we 
have people who are overwhelmed, really burdened, who are doing several jobs, 
they don’t have time, so all they prefer to do is shuffle someone to you [ombuds] 
because it takes it off o f their hands and they don’t have to face the angry, upset, 
unhappy person, but that’s really not the appropriate way, that’s not good 
customer service and for me, that’s an opportunity where I can help the person, 
but then also do the educational piece where I can then contact the department and 
say, I think you need to understand a little bit more about what the job of an 
ombuds is.

To sum up this theme, all ombuds in this study experienced various forms of 

institutional and ombudsman-specific barriers that they felt served as impediments to 

their effectiveness and ability to accomplish the objectives mandated in their job 

descriptions.

Summary

Chapter 4 discusses the results o f the data collected through interviews with five 

U.S. college and university ombudsmen. The purpose o f this phenomenological study 

was to explore the lived experiences o f college and university ombudsmen within the first 

five years o f their employment so as to ascertain their insights into factors that contribute 

to their levels o f  job satisfaction. As this was a qualitative study, the researcher served as 

the data collection instrument through use of an interview protocol developed around 

Kalleberg’s Theory o f Job Satisfaction (1977).

This chapter has a three-fold focus: 1) to revisit the research questions that drove 

the study; 2) to introduce the study’s respondents; and 3) to present the findings 

ascertained from the study’s respondents. The central research question posed by this
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study was: What factors influence the job satisfaction o f college and university 

ombudsmen within their first five years in the position?

Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?

The researcher identified six themes— categorized as positive influencers and 

negative influencers— which answered the central research question as well as the two 

ancillary research questions presented in the study. The two themes that were categorized 

as positive influencers are 1) Making a difference through helping and empowering 

others; and 2) Establishing meaningful interactions with campus colleagues. These two 

positive influencer themes addressed the first ancillary research question. The researcher 

identified and categorized four themes as negative influencers, which are 1) Uncertainty 

regarding job security; 2) Inadequate compensation; 3) Perceived lack of support from 

senior administration; and 4) Institutional and ombudsman-specific barriers. These 

negative influencers spoke to the second ancillary question. Ultimately, the aggregate of 

the positive and negative influencers answered the central research question posed in the 

study. The final chapter, Chapter 5, will provide a discussion o f the findings, conclusions, 

implications, and recommendations for future research.



CHAPTER 5

SUMMARY, DISCUSSION, CONCLUSIONS, AND IMPLICATIONS

Chapter five presents an overall summary o f the study and provides a discussion 

o f the findings of the study, in addition to the conclusions and the implications for future 

research. The study’s findings are discussed in relation to the review o f literature that 

occurred in chapter two. With regard to the conclusions, the researcher applies 

Kalleberg’s Theory o f Job Satisfaction (1977) to the study’s findings.

Summary of the Study

The purpose o f this phenomenological study was to explore the lived experiences 

of college and university ombudsmen within the first five years o f their employment so as 

to ascertain their insights into factors that contribute to their levels o f  job satisfaction.

The researcher also explored the interpretations o f each ombudsman’s lived experience 

regarding job satisfaction and will be guided by several research questions. The central 

research question posed by this study is: What factors influence the job satisfaction of 

college and university ombudsmen within their first five years in the position?

Ancillary questions:

1. What experiences might keep college and university ombudsmen motivated to 

remain in their current position?

2. What experiences might cause college and university ombudsmen to depart 

from their current position?



94

The researcher undertook a qualitative research design, specifically, a 

phenomenological approach, to execute the dissertation research. A study designed using 

the phenomenological approach seeks to elicit and to understand participants’ 

interpretations o f their lived experiences o f a particular phenomenon (Creswell, 2007). 

Given that this study sought to explore the lived experiences o f college and university 

ombudsmen as those experiences relate to their levels o f  job satisfaction, the 

phenomenological approach was appropriate. By adopting this approach the researcher 

was able to probe deeply into a common experience o f participants.

The researcher engaged in “purposeful sampling” (Creswell, 2008, p. 214) among 

those members o f the IOA who serve in the academic sector. The intent o f this sampling 

technique is to select only those individuals who can speak to the central phenomenon of 

the study (Creswell, 2007), which is job satisfaction. After obtaining Institutional Review 

Board approval from Mercer University, the researcher sent out a request via the official 

electronic list o f  the IOA. This request served as an invitation to academic ombudsmen 

who met three criteria for inclusion in the study: 1) respondents must be ombudsmen 

within a U.S. college or university; 2) respondents must be ombudsmen with one to five 

years o f experience; and 3) respondents must be employed as organizational ombudsmen 

rather than as classical ombudsmen. Once the sample was selected, the researcher made 

arrangements to conduct audiotaped telephone interviews with the research participants 

by using an interview protocol developed around the theoretical framework o f the study 

(see Appendix A). From the audiotapes, the researcher transcribed verbatim the interview 

proceedings. Following the transcription process, the researcher coded each interview



95

transcript and identified emergent themes. Subsequently, the researcher reported the 

research findings.

Summary of Major Findings 

The researcher identified six themes— categorized as positive influencers and 

negative influencers—which answered the central research question as well as the two 

ancillary research questions presented in the study. The two themes that were categorized 

as positive influencers are 1) Making a difference through helping and empowering 

others; and 2) Establishing meaningful interactions with campus colleagues. These two 

positive influencer themes addressed the first ancillary research question. The researcher 

identified and categorized four themes as negative influencers, which are 1) Uncertainty 

regarding job security; 2) Inadequate compensation; 3) Perceived lack of support from 

senior administration; and 4) Institutional and ombudsman-specific barriers. These 

negative influencers spoke to the second ancillary question. Ultimately, the aggregate of 

the positive and negative influencers answered the central research question posed in the 

study.

Discussion o f Findings 

The findings from this study are congruent with many of the points o f information 

provided in the review of literature in Chapter 2. The six themes identified in this study 

are 1) Making a difference through helping and empowering others; 2) Establishing 

meaningful interactions with campus colleagues; 3) Uncertainty regarding job security; 4) 

Inadequate compensation; 5) Perceived lack o f support from senior administration; and 6) 

Institutional and ombudsman-specific barriers. The remainder of this section will provide 

a discussion of each theme in comparison and contrast to the review o f literature found in 

Chapter 2.
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Making a Difference through Helping and Empowering Others

All of the research participants in this study indicated that they found their work 

intrinsically meaningful as they sought to help and empower those individuals who 

contact them for assistance. The sentiments expressed by the ombudsman practitioners in 

this study align well with the literature presented in Chapter 2. Harrison and Morrill 

(2004) noted that the major roles o f the university ombudsman are that o f “counselor, 

investigator, mediator, and advisor” (p. 319). In a similar vein, Rowe (1995) highlighted 

that the purpose of the ombudsman “is to foster values and decent behavior— fairness, 

equity, justice, equality o f opportunity, and respect” (p. 2).

The literature related ombudsmen spoke to a myriad o f benefits associated with 

the role. For instance, the Ombudsman Office is seen as a safe and accessible place with 

no bureaucratic barriers (Rowe, 2009, p. 285) that provides a voice for disenfranchised 

employees (Harrison & Doerfel, 2006, p. 131; Levine-Finley & Carter, 2010, p. 116; 

McCabe & Lewin, 1992, p. 116), thus assisting employees with rebuilding their sense o f 

trust in and commitment to the organization (Harrison & Doerfel, 2006, p. 149). As 

systemic change agents (Bloch & Erbe, 2010, p. 74; Wagner, 2000, p. 103), ombudsmen 

work to “increase employee productivity, communication, and participation, and to 

improve the quality o f working life” (Ziegenfuss & O ’Rourke, 2011, p. 72) while also 

providing “balance or symmetry of power between the parties” (Alcover, 2009, p. 280) 

who are involved in conflict. The findings elicited from each research participant o f this 

study are congruent with the findings o f the literature presented in Chapter 2.
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Establishing Meaningful Interactions with Campus Colleagues

In the review o f literature, Ziegenfuss & O’Rourke (2011) noted that part o f an 

ombudsman’s responsibility is to work to “increase employee productivity, 

communication, and participation, and to improve the quality o f working life” (p. 72). It 

stands to reason that the ombudsman cannot accomplish these endeavors in isolation. 

Thus, the majority of the respondents expressed that their interpersonal interactions with 

campus colleagues served as a positive influence on their own job satisfaction. Branwyn 

cited her co-ombudsman as a meaningful influence on her job satisfaction. She noted that 

“as a result o f this collegial relationship I am able to laugh and move on from issues that 

would otherwise demoralize me.” Similarly, Paddington offered that “I feel like people 

meet with me, and slowly they’re beginning to understand what it is an ombuds does and 

how that can be helpful to them. It has a huge impact on my job satisfaction.” Likewise, 

Alexia shared that “when I’m interacting with people, when I’m communicating with 

people, when I’m having stimulating conversations is what I prize...I think that it would 

be very difficult to do what I do without having those relationships.”

Uncertainty Regarding Job Security

The literature in Chapter 2 drew attention to the fact that as a profession that 

maintains no records, as well as operates under confidentiality and outside o f the 

traditional line of management, ombudsmen are challenged to provide on-going 

assessment o f their value and effectiveness to the leadership o f the organization (Levine- 

Finley & Carter, 2010; Park, 2008; Rowe, 2010). Thus, when queried about their 

perceptions regarding their job security, the participants expressed that they felt their job 

security was “moderate,” “medium,” or “middling.” Alexia and Paddington expressed 

concerns that budgetary reductions could potentially impact their respective offices.



Paddington noted that “last time around there was a budget crunch and the ombuds 

disappeared. In this day and age, the only people who have job security are tenured 

faculty.” In a similar vein, Alexia offered “because the way the economy is I always 

wonder about what would happen when more and more severe budget cuts coming in 

especially in this state.” Branwyn feels as though she has “middling” job security “so 

long as the president o f the university feels that an ombuds is a good thing to have and so 

long as I am reasonably competent.” However, she pointed out that certain constituencies 

on campus are antagonistic towards her. She shared that “the chief legal officer.. .is also 

no friend of the ombuds office.. .and we have a fraught relationship with HR. So there is 

sufficient ill will out there to keep me on my toes and backward glancing.” Denise 

mentioned that she encounters difficulty in performing her job due to the political 

environment cultivated within her institution. She says that “I’ve had two or three faculty 

members, one dean, and one student warn me about doing my job too well because 

traditionally at this school there’s lots of politics involved” and that “they’ll 

[administration] find a way to get rid o f you.” The experiences and feelings of these 

university ombudsman practitioners lend support to the literature which suggests that 

ombudsmen would be well-served by highlighting their value-added and effectiveness to 

their respective institutions, thus possibly strengthening their sense o f  job security. 

Inadequate Compensation

Literature presented in Chapter 2 (Gu & Chi Sen Siu, 2008; Islam et al., 2012; 

King 2010; Petrescu & Simmons, 2008; Pilonero, 2006) provides a cautionary tale 

regarding the issue o f compensation. The literature supports the notion that compensation 

has an effect on job satisfaction. The respondents o f this study had varying degrees of
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satisfaction with their compensation. Although none o f this study’s respondents 

expressed full satisfaction with their salary, Denise, the lowest paid ombudsman in the 

study, expressed strong dissatisfaction with her compensation. With a salary of $35,000 

per year, she says “salary-wise 1 definitely don’t feel valued.” In spite o f Denise’s efforts 

to present data and best practices in the ombudsman profession to her administration, it 

appears that her efforts were in vain since “it’s been over a year and nothing has 

changed.” Likewise, Branwyn felt as though her salary is below the norm for university 

ombudsmen, “and to the extent that this is so, I am dissatisfied.”

Dianne, Paddington, and Alexia expressed more moderate levels o f satisfaction 

with their respective salaries. For instance, although Alexia noted that “with salary, I feel 

valued,” it did not seem lost on her that similarly situated colleagues in the profession 

earn more money that she currently earns. She mentioned that “sometimes you hear about 

what other people in your position are making...that’s when you sometimes feel that 

pinch” and that forces one to think “1 know I work just as hard as they do, if not more, 

and I’m not making hardly anything.” However, in spite o f those ruminations, Alexia 

feels as though “what I make is enough to survive on and to have a very good life, so I’m 

happy with that.”

Perceived Lack of Support from Senior Administration

The issue o f support from senior administration elicited a variety o f responses 

from the participants in this study. Support within the context o f this study encompassed 

budgetary and personnel resources, as well as general support and advocacy from senior 

administration. One o f the findings from the literature review indicated that there are 

some ombudsmen who are faced with a “lack o f resources and a weak or unclear
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mandate” (Soderman, 2004, p. 5). Only one ombudsman [Alexia] out o f the five 

respondents felt as though her office received adequate resources from senior 

administration. With respect to the issue o f support from senior administration, Alexia 

noted that her direct supervisor, the Vice President and Chief o f Staff to the President, “is 

an amazing, amazing individual” who is “supportive,” “encouraging,” and 

“understanding.” Thus, she feels that she receives “a good level o f  support from senior 

administration.”

Conversely, ombudsmen such as Denise, Branwyn, Paddington, and Dianne 

expressed feelings that senior administration on their respective campuses have not 

provided sufficient resources or support for the ombudsman role to effectively function. 

Denise mentioned that she is practically ignored in her role as ombudsman. She noted 

that she has “written a number o f reports that... because o f all the red tape, it gets to a 

certain point where it’s ignored.” Denise functions as a sole practitioner with no 

operating budget as well as no administrative support, which she feels hinders her 

effectiveness in managing her office. Consequently, Denise says that “1 don't feel very 

valued in the ombudsman role.”

Similarly, Paddington noted that she is “a one-man show and will continue to be a 

one-man show, so I do a lot with very little.” Paddington expressed that she has a 

relatively meager budget o f $5,000 per year, which is “not really adequate” as she “can 

only afford to go to the IOA [International Ombudsman Association] conference once 

every other year.” Dianne also operates as a sole practitioner within her office. She noted 

that she receives full support from her administration. However, interestingly enough, she 

mentioned that “no feedback is ever received back from senior administration when our
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annual report is done.” Since the annual report typically functions as one of the chief 

mechanisms o f upward feedback to the institution, Dianne’s comments give the 

impression that the support she receives is cursory at best.

Institutional and Ombudsman-Specific Barriers

The literature review provided insights into several institutional and ombudsman- 

specific barriers faced by the respondents in this study. In terms o f reporting structure, the 

gold standard is to situate the ombudsman as a direct report to the highest level o f the 

organization. As such, Stieber (2000) notes the challenge that “some ombudsmen even in 

academe have a precarious hold on their own positions— they may report to several 

layers beneath the top administrative hierarchy” (p. 54). Without a viable reporting 

structure, ombudsmen may encounter resistance and a lack o f support as they perform 

their duties (Speck, 1971, p. 5). With the exception o f Denise, who reports through the 

Vice President for Student Affairs, all other ombudsmen in this study reported to the 

Office o f the President. Denise offered that “the lack of support altogether with higher 

administration here and my reporting structure for the office” are barriers to her ability to 

effectively perform her role. To that end, Denise’s situation speaks directly to the 

reporting issue that was raised in the literature review.

Conclusions

This study was conducted through the lens o f Kalleberg’s (1977) Theory of Job 

Satisfaction. As it relates to this study, Kalleberg’s theory is useful in assisting readers 

understand the multi-faceted phenomenon of job satisfaction as it was experienced by 

each o f this study’s participants. To reiterate, Kalleberg posits that job satisfaction is 

impacted by “six dimensions of work— intrinsic, convenience, financial, relations with 

co-workers, career opportunities, and resource adequacy.” The intrinsic dimension
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addresses the degrees to which individuals find their work interesting, and to which their 

skills and abilities lend themselves to job duties. The convenience dimension speaks to 

issues such as the commute an individual makes to and from work; the number o f hours 

one is required to devote to work; the aesthetic quality o f the work environment; and job 

demands that are not excessive or conflicting. The financial dimension refers to the 

monetary aspects associated with an individual’s job function. The relations with co

workers dimension refers to an individual’s interpersonal interactions with colleagues.

The career opportunities dimension addresses an individual’s perception o f one’s 

promotional and career advancement opportunities. Finally, the resource adequacy 

dimension represents whether or not an individual is equipped with the requisite 

resources to perform well in the role.

Regarding Kalleberg’s (1977) six dimensions o f  work as those dimensions relate 

to job satisfaction, he posits that, o f the six dimensions, the intrinsic dimension and the 

financial dimension are the two most influential indicators o f job satisfaction. With 

respect to the intrinsic dimension, Kalleberg states: “whether workers obtain intrinsic 

satisfaction... will have the greatest single effect on their satisfaction with their jobs as a 

whole” (p. 135). He goes on to offer that “the financial dimension has the second greatest 

effect on job satisfaction” (p. 136). The findings o f this study lend support to Kalleberg’s 

theory, especially the notion that the intrinsic dimension and the financial dimension are 

the top two greatest indicators o f job satisfaction. It is interesting to highlight that all 

participants in this study felt a strong affinity to their ombudsman role, thus lending 

support to the importance of the intrinsic dimension. Additionally, in spite o f the mixed 

feelings the participants expressed regarding their compensation, four out o f the five
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ombudsmen indicated that they desire to remain in the ombudsman profession for the 

foreseeable future. The sole ombudsman, Branwyn, who expressed that she would likely 

leave the ombudsman field in several years, is also the highest paid ombudsman in this 

study, with a salary in the $90,000 - $99,999 range. However, Branwyn’s desire to leave 

the profession does not appear to be driven by dissatisfaction with her role; rather, she 

noted that she is interested in becoming an academic dean or a vice president for 

academic affairs.

Implications

The findings o f this study are significant in terms o f addressing the problem of job 

satisfaction o f college and university ombudsmen. Lincoln, Rowe, and Sebok (2009), 

who proposed the notion of establishing a research agenda for the IOA, posed the 

question “How and why do we [ombudsmen] leave the profession?” (p. 6). Directly 

addressing this question, the study explored factors that influence the job satisfaction o f 

academic ombudsmen.

In reviewing the scholarly literature related to job satisfaction, the researcher 

uncovered numerous studies, o f which most are quantitative in nature. However, it was 

not evident that exploratory research currently exists that provides qualitative insights 

into the job satisfaction o f individuals who are employed in the ombudsman role. To that 

end, the research will fill a critical void in the scholarly body o f knowledge surrounding 

the organizational ombudsman position by addressing the dearth o f  information available 

on college and university ombudsmen (Newhart, 2007).

The goal o f this research was to make contributions to the knowledge, theory, and 

practice related to organizational ombudsman practitioners, particularly those 

ombudsmen who are employed in the academic sector. This research presented
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information expanding the knowledge base o f individuals interested in learning about the 

ombudsman function within colleges and universities. With respect to theory, the 

findings of this study were examined through the lens provided by Kalleberg’s (1977) 

Theory o f Job Satisfaction, in which he presented “six dimensions o f work.” Regarding 

practice, this research yields valuable information to three key audiences: 1) aspiring 

academic ombudsmen, who can use this information to identify specific points of 

ombudsman job satisfaction or lack thereof; 2) new academic ombudsmen, who can also 

use the findings o f this study to identify implications for job satisfaction as provided by 

the ombudsman practitioners who participated in this study; and 3) college and university 

presidents, provosts, and chief human resources officers who can use this information to 

guide the job design process, particularly for those institutions who have newly-created 

ombudsman positions.

Recommendations for Future Research

1. This study could be replicated among a sample o f ombudsmen professionals 

employed in the corporate, governmental, and other sectors to determine if their 

experiences align with the experiences o f their colleagues in academe.

2. This study could be replicated among a sample o f professionals who serve as 

classical ombudsmen for the purposes of comparing and contrasting their 

experiences with those o f their colleagues who serve as organizational 

ombudsmen.

3. A qualitative study could be conducted among a sample o f  long-serving academic 

ombudsmen for the purposes o f comparing and contrasting their experiences with 

the experiences o f the relatively new professionals captured in this study.
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4. A similar job satisfaction study could be implemented using a quantitative 

research design. This would allow researchers to study a substantially larger 

number of ombudsmen, thus increasing the generalizability o f the findings.

Summary

This phenomenological study described the lived experiences o f five college and 

university ombudsmen with respect to factors that influence their job satisfaction.

Chapter 5 provided an overall summary of the study, in addition to the major findings. 

The researcher identified six themes— categorized as positive influencers and negative 

influencers— which answered the central research question as well as the two ancillary 

research questions presented in the study. The two themes that were categorized as 

positive influencers are 1) Making a difference through helping and empowering others; 

and 2) Establishing meaningful interactions with campus colleagues. These two positive 

influencer themes addressed the first ancillary research question. The researcher 

identified and categorized four themes as negative influencers, which are 1) Uncertainty 

regarding job security; 2) Inadequate compensation; 3) Perceived lack of support from 

senior administration; and 4) Institutional and ombudsman-specific barriers. These 

negative influencers spoke to the second ancillary question. Ultimately, the aggregate of 

the positive and negative influencers answered the central research question posed in the 

study.

Regarding Kalleberg’s (1977) six dimensions o f work as those dimensions relate 

to job satisfaction, he posits that, o f the six dimensions, the intrinsic dimension and the 

financial dimension are the two most influential indicators o f  job satisfaction. With 

respect to the intrinsic dimension, Kalleberg states: “whether workers obtain intrinsic 

satisfaction... will have the greatest single effect on their satisfaction with their jobs as a
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whole” (p. 135). He goes on to offer that “the financial dimension has the second greatest 

effect on job satisfaction” (p. 136). The findings o f  this study lend support to Kalleberg’s 

theory, especially the notion that the intrinsic dimension and the financial dimension are 

the top two greatest indicators of job satisfaction. It is interesting to highlight that all 

participants in this study felt a strong affinity to their ombudsman role, thus lending 

support to the importance of the intrinsic dimension. Additionally, in spite o f the mixed 

feelings the participants expressed regarding their compensation, four out o f the five 

ombudsmen indicated that they desire to remain in the ombudsman profession for the 

foreseeable future.
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Participant Questionnaire:

Factors that Influence Job Satisfaction o f College and University Ombudsmen: A

Phenomenological Exploration

Instructions: Please provide the following information by filling in the blanks or by 
circling in your response.

Please create a pseudo-name for the purposes of this study:

1. What is your gender?

a. Male
b. Female

2. What is your age range?

a. 20-29
b. 30-39
c. 40-49
d. 50-59
e. 60 or over

3. What is your ethnicity?

a. African American
b. Asian/Pacific Islander
c. Caucasian
d. Hispanic/Latino
e. Native American
f. Other:

4. How many years have you been working as a college or university ombudsman?



119

5. Are you a full-time or part-time ombudsman?

6. What is your current salary range?

a. Less than $39,999
b. $40,000-$49,999
c. $50,000-$59,999
d. $60,000-$69,999
e. $70,000-$79,999
f. $80,000-$89,999
g. $90,000-$99,999
h. $100,000 and over

7. To whom do you report in your role as ombudsman?

a. President/Chancellor
b. Provost/Vice President/Vice Chancellor for Academic Affairs
c. Vice President/Vice Chancellor for Student Affairs
d. Other (please list):

8. What is your highest academic degree earned?

a. Associate’s
b. Bachelor’s
c. Master’s
d. Doctorate

9. In which type o f institution are you employed?

a. Public Community/Junior College
b. Private, Not-for-profit Community/Junior College
c. Private, For-profit Community/Junior College
d. Technical College
e. Public College/University
f. Private, Not-for-profit College/University
g. Private, For-profit College/University
h. Public Research University
i. Private, Not-for-Profit Research University 
j. Private, For-profit Research University



10. What is the size o f your institutional student enrollment?

a. Under 1,000
b. 1,000-4,999
c. 5,000-9,999
d. 10,000-19,999
e. 20,000-29,999
f. 30,000 or more

11. What is the size o f your institutional faculty and staff?

a. Under 1,000
b. 1,000-4,999
c. 5,000-9,999
d. 10,000 or more

12. What population do you serve in your ombudsman role?

a. Students only
b. Faculty only
c. Staff only
d. Students and staff only
e. Students and faculty only
f. Staff and faculty only
g. Faculty, staff, and students
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Using Kalleberg’s Theory o f Job Satisfaction (1977) as a framework, the 

researcher crafted the following interview questions (theoretical framework elements 

appear in bold print within parentheses):

1. Tell me about how you came to be an ombudsman. (Intrinsic dimension)

a. Probe: What attracted you to the role?

2. What do you find interesting about the role? (Intrinsic dimension)

a. Probe: Tell me about the elements o f the job you find to be personally 

fulfilling.

3. Describe how your time is allocated at work. (Convenience dimension)

a. Probe: How many hours do you typically work each week?

b. Probe: Do you feel you have sufficient time to accomplish your duties?

c. Probe: Is the time at work devoted exclusively to the ombudsman role?

4. How valued do you feel in your ombudsman role? (Financial dimension)

a. Probe: What is your satisfaction level with your salary and benefits?

b. Probe: What level o f support do you receive from senior administration?

c. Probe: How would you rate your job security? High? Low? Why?

5. Describe your interpersonal experiences with your campus colleagues. 

(Relationships with co-workers dimension)

a. Probe: How do these experiences affect your satisfaction with your job?

6. What are your career aspirations beyond the ombudsman position? (Career 

dimension)
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a. Probe: If you were interested in a higher administrative role, tell me what that 

role would be and how you feel your ombudsman experience would make you 

a strong candidate.

7. Tell me about the resources (i.e., personnel, budget, space, etc.) you were provided to 

do your job. (Resource adequacy dimension)

a. Probe: How adequate are these resources?

b. Probe: How do these resources affect your ability to do your job?

8. With what areas o f the job would you say you are most satisfied? Why?

9. With what areas o f the job would you say you are least satisfied? Why?

10. How long do you envision staying in your current position?

11. How long do you envision staying in the ombudsman profession?
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