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Conference Overview and Historical Note 
 
Welcome to Cal Caucus and the first meeting of our fifth decade. Since 1973 ombuds from 
universities, colleges, and research institutions have come together at Asilomar, making ours 
the longest standing professional gathering of and for ombuds and others interested in the 
practice of ombudsing in academic settings. While our meeting home has been in California on 
the Monterey Peninsula for the lifespan of CCCUO, don’t let our name fool you -- we are 
colleagues from across the US, Canada, and beyond, who welcome you into our community of 
ombuds practitioners.  
   
The California Caucus of College and University Ombuds (CCCUO) is a “caucus” bringing 
together seasoned and new ombuds to benefit from shared experience and knowledge, discuss 
concerns, and network in a supportive environment with colleagues committed to professional 
skill development. Thus we refer to the group as Cal Caucus.  
 
The highlight of the Cal Caucus year is our annual conference with its distinctive intimate feel, 
which allows for new and strengthened connections with other ombuds.  Asilomar provides a 
peaceful and beautiful setting for deep reflection and learning.  Each year, workshops are 
grounded in the work of CCCUO participants, other ombuds, and esteemed colleagues from 
related fields.  Here you will find numerous opportunities to learn with and from each other in 
conference sessions and thoughtful conversations, and we think this benefit is what really sets 
us apart.  Our sessions emphasize experiential opportunities to learn and grow together as 
applicable. 
 
At the 2014 conference we will continue the tradition of whole-group sessions exploring a 
variety of topics directly relevant to ombuds work.  Sessions are grounded in real experiences – 
the practice of ombudsing – and provide concrete tools and opportunities to practice methods 



 

 

and to develop skills.  Additionally, there is time to ask questions, test ideas, share successes, 
critique tough challenges – all culminating in a vibrant and relevant exploration of various 
aspects of ombuds practice.   
 
The “caucus” concept can be traced back to Native American and First Nations traditions of 
gathering tribal elders to address concerns.  We know this was a practice in other parts of the 
world as well.  For example, there is also a European tradition traceable to the medieval period, 
in which those committed to a common interest gathered together to break bread and benefit 
from shared wisdom.  Continuing in that vein, our annual conference brings together seasoned 
and new ombuds to benefit from shared experience and knowledge, discuss concerns, and 
network in a supportive environment with colleagues committed to professional skill 
development.  At Cal Caucus, we value our 40-year history of inclusiveness, and seek always to 
solicit multiple perspectives and practice generous listening to all points of view.  We look 
forward to adding your voice to ours. 
 
Asilomar means “Refuge by the Sea” and is a calming rustic conference center on the Pacific 
Ocean beach.  It offers the perfect combination of natural and human-created amenities to 
promote knowledge enhancement, contemplative reflection, and physical activity.  
Additionally, it showcases the work of California’s first female architect and designer of Hearst 
Castle, Julia Morgan.  It is a wonderful place to unwind before and after sessions, with walks 
and runs on the beach, bird watching, or close encounters with the colony of wintering Monarch 
butterflies that start arriving in Pacific Grove about the same time of year as we do.   
 
Additionally, the Asilomar conference grounds provide ready access to other very special areas 
of the California coast.  Monterey is nice walk or five-minute drive away, and the famed 17-
mile Drive and scenic Carmel are nearby as well.   
 
If you are new to Cal Caucus, or considering a return after a few years away, we are happy to 
answer any questions you have by e-mail or phone.  You will find informational links and 
contact information on the last page. 
 
Until we meet at Cal Caucus, 
 
Susan Neff and Michael Dues 
2014 CCCUO Conference Co-Conveners 
 
 
  



 

 

 
 

 
 

 
 
 

 
 

California Caucus of College and University Ombuds 
41st Annual Conference Schedule 

 
 
 
 
 
Sunday, November 16, 2016 
 
4:00 - 6:00 pm  Conference registration 
   Location:   Please check with the Asilomar Front Desk for location 

Registrar:  Katherine Greenwood 
 
 
5:00 - 6:00 pm  Welcome Reception 

Location:  Kiln Room  
   

 
6:00 – 9:00 pm By the Sea Dinner:  Welcome and Conference Kickoff 
   Location:  Kiln Room 
 2014 CCCUO Conference Co-Conveners: Susan Neff and Michael Dues  
    
 
 
Monday, November 17, 2014 
 
7:30 -- 8:15 am Breakfast, Crocker Dining Hall 
 
 
8:30 – 8:35 am Opening Remarks 
   Location:  Kiln Room 

2014 CCCUO Conference Co-Conveners: Susan Neff and Michael Dues 
 
 
8:35 – 8:45  Introducing: Reflecting on Learning Together 
   Location:  Kiln Room 
   Speakers:  Jenna Brown and Emma Williams 
 



 

 

Schedule (continued) 
 
 
 
8:45 – 10:15   Workshop, Kiln Room 

The Power of Language in Ombuds Work: The Words We Use, The Words We 
Choose 
Speaker: C. McKenna Lang  
 

 
10:15 – 10:30   Break 
 
 
10:30 - 12:00 Workshop, Kiln Room 

"I Can't Pretend It's an Ordinary Day": The Ombuds Space in the Aftermath of 
Campus Tragedy 
Speakers:  Tina Feiger and Valerie Craigwell-White 

 
 
12:00 - 1:15 pm Lunch, Crocker Dining Hall 
 
 
1:30 – 3:00 Workshop, Kiln Room  

A Restorative Justice Approach to Rebuild Civility and Respect on Campus 
   Speakers:  Natalie Sharpe and Thomas Sebok 
 
    
3:00 – 3:45 Group Exercise, Kiln Room 

The Range of Ombuds Practice in Higher Education 
Speakers: Jenna Brown and Lisa Witzler 

 
(Afternoon break is incorporated into the group exercise and following workshop) 

 
3:45 – 4:45 Workshop, Kiln Room 

Pinging Tea:  An Alternative to Formal Mediation 
Speaker: Conchita Franco Serri 
 

 
4:45 – 5:00  Reflecting on Learning Together (continued) 
   Location:  Kiln Room 
   Speakers:  Jenna Brown and Emma Williams   
 
 
6:00 – 9:00  Dinner and CCCUO Recognitions  
   Location:  Kiln Room   
   Dinner Session: Inviting the Unexpected    
   Speaker: Anne Villella, Lewis & Clark College, Portland, Oregon 

Ann Villella is a professor, attorney, mediator, and community facilitator.  She has spoken and 
written about narrative practices—such as empathic listening, close reading and personal 
reflection—and how those practices are essential to the legal profession and the formation of  



 

 

(Dinner speaker continued) 
professional identity.  Most recently, she spoke at the Internaltional Applied Legal Storytelling 
Conference on the topic of lawyers as listeners and clients as storytellers.  As a professor for over 
a decade, she has drawn on her passion for narrative practices and conflict transformation in 
developing courses and mentoring students. 

 
 
Tuesday, November 18, 2014 
 
8:30 – 8:45 am Reflecting on Learning Together (Continued) 
   Location:  Kiln Room 
   Speakers:  Jenna Brown and Emma Williams 
 
 
8:45 – 9:45   Workshop, Kiln Room  

Why We Do What We Do: Influences on Ombuds Practice 
Speaker: Lisa Witzler 

 
 
9:45 – 10:45   Workshop, Kiln Room  

Experiences from Europe: A Cultural Exchange 
Speaker: Jenna Brown 

 
 
10:45 – 11:00  Break 
 
 
11:00 - 12:15 Workshop, Kiln Room 

Why Dignity Matters--Considering Its Influence in Thorny Dilemmas 
Speaker:  Valerie Craigwell White 

     
 
12:15 - 1:00 pm Lunch, Crocker Dining Hall or box lunch (provided) 
 
 
1:00 – 5:00  Caucus and small group discussions 
 

This session provides time for self- and small group reflection and for networking with 
colleagues.  Groups form around shared interest in a topic and/or activity.     

 
 
6:00 – 7:00  Dinner, Crocker Dining Hall 
 
 
7:30 – 9:00  Gift Exchange – A Fun Adventure 
   Location: Kiln Room 

 
This Cal Caucus tradition provides an entertaining way to learn more about your 
colleagues. Bring a wrapped gift (to keep it a surprise) that represents a passion or 
interest in your life.  Maximum $25.  



 

 

 
 
 
 
 
 
Wednesday, November 19, 2014 
 
 
7:30 – 8:45 am Breakfast, Crocker Dining Hall 
 
 
8:45 – 9:55  Session, Kiln Room 

Just a Taste: The Ombuds Sampler 
    

Sampler 1: Communication Protocols 
Speakers: Thomas Sebok and Jessica Kuchta-Miller 
 
Sampler 2: A Campus Culture War, Cognitive Dissonance Theory, and the Ombuds 
Speaker: Tina Feiger 
 
Sampler 3: Cultural Interfaces:  The Ombuds as Interpreter  
Speakers: Duncan McDonald and Karen Peterson 
 
 

9:55 -10:15  Reflecting on Learning Together (Summation) 
   Speakers:  Jenna Brown and Emma Williams  
 
 
10:15 - 10:30  Break 
 
10:30 - 11:30  CCCUO Planning Meeting 
   Location:  Kiln Room 

Conference content debrief – continuing the conversations … 
An opportunity to share your ideas and shape the direction of the 2015 conference.  
Everyone is welcome.  Come and make Cal Caucus all it can be! 
 

 
11:30 – 12:30  CCCUO Annual Business Meeting 
   Location:  Kiln  
   Everyone is welcome 
 
 
  



 

 

 
 
Conference Session Descriptions 
 
 
 
A Restorative Justice Approach to Rebuild Civility and Respect on Campus 
 
Universities are historically viewed as promoting the creative exchange of ideas. Yet faculty and students today 
are caught in a hierarchical, competitive system that often values competition and individual productivity more 
than relationship building. Power differentials are enhanced, and academic and cyberbullying are increasingly 
prevalent. Yet within this disheartening environment, many members of campus communities are using the 
collective strength of the growing diversity of their community to remove systemic barriers, and maintain 
institutional integrity by rebuilding a culture of civility and respect. In this discussion, we will explore the 
players and their collaborative efforts to shift the culture of the institution, using restorative justice methods to 
educate rather than punitive efforts to silence the problem. A case study approach will also be used to examine 
how ombuds can play a proactive role in promoting these values. 
 
Natalie Sharpe, Director, Student Ombudservice, University of Alberta, Edmonton, AB, Canada 
Thomas Sebok, Director, Ombuds Office, University of Colorado, Boulder, Colorado 
 
 
Across the Spectrum: The Range of Ombuds Practice in Higher Education 
 
This brief session provides time for a group exercise that will engage participants in consideration of how their 
particular office or style of ombudsing fits into the spectrum of ombudsing in higher education, across practice 
models and around the globe.  The content generated in the exercise will provide a basis for the Why We Do 
What We Do: Influences on Ombuds Practice and Experiences from Europe: A Cultural Exchange 
sessions which follow later on the program. 
 
Jenna Brown, Ombuds, University of Denver, Denver, Colorado 
Lisa Witzler, Associate Ombudsman, National Institutes of Health, Washington, DC 
 
Expecting the Unexpected 
 
Often as professionals we engage practices and think about work within the confines of what is know from our 
own education and professional experiences. Exploring how similar practices are engaged in other professions 
provides an opportunity to view these practices in new ways, which can expand our imagination, invite 
creativity, and ultimately bring increased value to our own work.  Unexpected new perspectives and fresh ways 
of thinking and doing can emerge.  Anne will share her experience exploring Narrative Medicine.  Focusing on 
the practices embraced in Narrative Medicine, she imagines how this might transfer to other helping professions 
in building trust, professional identity, and community.  She will invite us to consider how these practices might 
also offer opportunities for ombuds to explore fresh ways of thinking and doing. 
 
Anne Villella, Law professor, attorney, mediator, community facilitator, Lewis & Clark College, Portland, 
Oregon 
 
 
 



 

 

Session Descriptions (continued) 
 
Experiences from Europe: A Cultural Exchange 
 
This session extends the “Influences on practice” tour to view exciting developments in higher education 
throughout Europe.  Regardless of location, we in higher education face similar questions and challenges: Our 
countries’ laws or history, our cultures, our universities, or our individual contributions determine our titles, 
duties and scope of service, and influences the variations in how we respond. Follow your tour guide through 
Europe. Meet practitioners from different countries and learn from them about their offices, why they were 
created, who they serve, the issues they address and how they operate. Through this cultural exchange we will 
explore international perspectives on practice models, consider influences on practice, and compare and contrast 
principles that strengthen individual practice.  
 
Facilitator: Jenna Brown, Ombuds, University of Denver, Denver, Colorado 
 
 
"I Can't Pretend It's An Ordinary Day": The Ombuds Space in the Aftermath of Campus Tragedy 

Community violence is a challenge more of us have experienced or could face in the future. Recent ombuds 
conference sessions have focused on violence prevention and what to do in the moment of tragedy.  This 
session will add to the conversation by exploring what happens in the weeks and months afterwards, 
particularly for the ombudsperson.  How do we support each other and our own communities in time of campus 
tragedy? How do we sustain our own emotional energy, empathy, humanity and peaceful orientation, so we 
remain a safe space and resource to others? We will explore the use of poetry as a tool for mindful reflection 
and as "the third thing" to address the emotions difficult circumstances may present.  In small groups, we will 
read and discuss poems or parts of poems participants bring to help with reflections.  Please consider bringing a 
poem or other tool or resource you know that in some fashion addresses living with loss, or moving through 
loss.  We will then reconvene to the whole group to capture the insights, tools, and resources that have emerged 
from our conversations.  

Valerie Craigwell White, Ombudsperson, Lewis & Clark College, Portland, Oregon 
H. Tina Feiger, Ed.D., Ombudsperson and Counselor, Santa Monica College, Santa Monica, California 
 
 
Just a Taste: The Ombuds Sampler: 
There is an endless variety of developments in our ombuds work worlds, with new ideas emerging all the 
time.  In this session you'll hear 15-minute overviews of interesting topics that caught our attention, presented 
by currently-practicing ombuds. 

 
Communication Protocols 
How might the ombuds promote the use of effective communication protocols on campus? An overview 
of a process used on one campus to help members of groups, teams, departments, etc. to develop their 
own communication protocols is provided. Participants will get a taste of the group experience by 
working in small groups to answer at least one of the questions - as if they were actual team members. 
 
Thomas Sebok, Director, and Jessica Kuchta-Miller, Assoc. Ombuds,  Ombuds Office, University of 
Colorado, Boulder, Colorado 
 

Session Descriptions (continued) 



 

 

 
(Ombuds Sampler, continued) 
A Campus Culture War, Cognitive Dissonance Theory, and the Ombuds 
What happens when a campus culture war erupts? A complaint was brought to the Ombuds Office and 
as the informal investigation unfolded so did it become clear that deeper issues of each parties' identities 
had become shaken and disturbed. How can Cognitive Dissonance Theory help explain conflict? 

 
H. Tina Feiger, Ed.D., Ombudsperson and Counselor, Santa Monica College, Santa Monica, California 

 
Cultural Interfaces:  The Ombuds as Interpreter  

International education is a growth area for many colleges and universities, bringing increasing numbers 
of international students to our campuses, often without a parallel increase of funding for support 
services. With this growth comes an increase in diversity of cultural perspectives that add complexities 
to college and university issues.  Differing cultural values, beliefs, assumptions, and behaviors may 
affect the approaches students, faculty, and staff bring to all aspects of campus studies and work, 
including work with the ombudsperson.  This session will highlight specific best ombuds practices in 
providing appropriate support and assistance to international students.   

Duncan McDonald, Student Ombudsperson, University of Calgary, Calgary, AB, Canada  

Karen Peterson, Ombudsperson, Fred Hutchinson Cancer Research Center, Seattle, Washington 

 
Pinging Tea: An Alternative to Formal Mediation 
  
Learning new ways to help visitors work through dilemmas can provide opportunities to think more deeply 
about the assumptions on which our practice methods are based.  The original and quite novel method created 
by the presenter, Conchita Serri, has helped individuals solve a variety of issues from the seemingly petty to 
others that were more complex.  She will share her story about her frustration with traditional mediation and 
how it led to her creation of this fun tool for conflict resolution.  During this session, some volunteers will serve 
as actor-participants before the audience as they work through pressing issues they choose.  As actor-
participants move successfully to resolution they tap or ping the hot glass of tea in front of them to signal 
positive movement towards resolution.  In turn, we’ll watch the positive influence of this pinging other the other 
pairs of actor-participants as they discuss their issues.  The activity will be debriefed with the observers, and 
there will be the opportunity to reflect as a larger group about how reflections on the activity might lead to new 
ideas and process improvements for ombuds. 
  
Conchita Franco Serri, Ombuds, Pomona College, Claremont, California 
 
 
Reflecting on Learning Together 
 
At Cal Caucus we strive to provide space and time for deep learning – reflecting in real time -- absorbing, 
processing, and engaging with colleagues about an interesting idea you've just heard.  During these times 
throughout the conference, you will be invited to pause and reflect on your learning via a series of 
prompts.  These might include questions such as, “What resonated with you? What connections might you make 
this morning with what we heard yesterday?  What implications for your ombuds practice have you  
Session Descriptions (continued) 



 

 

 
(Reflecting on Learning Together, continued) 
encountered?  What concept you've heard today would benefit from a conversation here before you return to 
work?”  In a longer segment on our last day, we’ll benefit from a whole group conversation about what we've 
learned and implications for each of us as we move forward. 
 
Jenna Brown, Ombuds, University of Denver, Denver, Colorado 
Emma Williams, Associate Ombud, University of Washington, Seattle, Washington 
 
 
The Power of Language in Ombuds Work: The Words We Use, The Words We Choose 
 
Language comes in many forms and is the tool that makes our work both necessary and possible. In this 
workshop we will stimulate our thinking about language use in ombuds practice. We will start with an engaging 
overview of relevant linguistic theory, including J.L. Austin's work on "Speech Acts", signals and consequences 
of word choice. Then we will explore David Grove’s ideas of “clean language” in exercises with difficult 
conversations to apply clean language. Through small group conversations we will consider the implications of 
the theory for practice. For example, we’ll examine concepts such as the role of neutral language, and the 
impact of particular words in certain cases we recall. We will conclude with an interactive discussion, sharing 
experiences, and capturing methods for maintaining mindful language in practice.   
 
C. McKenna Lang, Faculty Ombudsperson, Seattle University, Seattle, Washington  

 
 
Why Dignity Matters--Considering Its Influence in Thorny Dilemmas 
 
As ombuds, we are regularly presented with cases that contain a dimension beyond "just the facts" – 
where challenges remain even after all the factual components have been addressed.  These situations 
frequently contain communication gaps that make them tricky to navigate for visitors and ombuds staff 
alike.  Often it is participants' inability or unwillingness to make room for each other's dignity in 
routine and fraught interactions that can amplify discord, or create what appear to be intractable 
conditions.  This session considers how the ombuds who notices something serious missing in how 
folks communicate with each other might respond.  In Dignity: The Essential Role It Plays in Resolving 
Conflict, author Donna Hicks explores the subject in a way that resonates for many of us who struggle 
with the consequences of certain complex challenges our visitors face.  In this session you will learn 
about a few of her key concepts, the language of addressing dignity in ombuds cases, and then work in 
small groups on a case study to apply these. 
 
Valerie Craigwell White, Ombudsperson, Lewis & Clark College, Portland, Oregon 
 
 
Why We Do What We Do: Influences on Ombuds Practice 
 
This session offers a guided tour of three major influences that impact how we practice in our ombuds roles: 
Individual, organizational and professional standards of practice.  Grounded in qualitative doctoral research 
exploring the characteristics and influences on the practice of organizational ombudsmen within higher 
education in the United States, we will expand the discussion beyond the US and across the spectrum of  
Session Descriptions (continued) 



 

 

 
(Why We Do What We Do: Influences on Ombuds Practice, continued) 
practitioner models. We will engage with the original research questions for an individual assessment of 
influences on our unique practice styles. Through facilitated group discussion, we’ll then compare and contrast 
these practice styles, articulating and exploring the similarities and differences that strengthen our work.  
(Workshop Sessions continued) 
Participants in this discussion will gain insights into their own and fellow ombuds’ practice and discuss their 
differences in a supportive environment. Note: Please bring the “Standards of Practice” that you follow. 
 
Lisa Witzler, Associate Ombudsman, National Institutes of Health, Washington, DC 
 
 
 
 
 
 
 
 
With sincerest thanks… 

 
… and much gratitude to the people who worked hard over this last year on planning and producing this 
conference, and on supporting CCCUO.  Also, we express deep appreciation to all our presenters (listed above), 
who come at their own, sometimes personal, expense, to share their expertise and engage our learning.    
 
 
Conference Co-Conveners:   
Susan Neff, University of Washington (Retired) 
Michael Dues, University of Arizona (Retired) 
 
Planning Group Members: 
 Kevin Coonrod, Auburn University 

Kerry Egdorf, Marquette University 
 Tina Feiger, Santa Monica College 
 Katherine Greenwood, University of Colorado Denver 

Andrew Larratt-Smith, University of California, Riverside 
Lisa Neale, University of Colorado Denver/Anschutz  

 Jim Oldani, Lawrence Livermore National Laboratory 
 Natalie Sharpe, University of Alberta 
 Valerie Craigwell White, Lewis & Clark College 
 Larry Wichter, Lawrence Livermore National Laboratory 
 
 
 
 
 
 
 
 
 



 

 

Contact us with questions about the conference 
  

General     Susan Neff   sneff@u.washington.edu 
206.523.4233  

 
Michael Dues  mdues@email.arizona.edu 

        520.850.1675  
 

 Program    Susan Neff   sneff@u.washington.edu 
206.523.4233  

Valerie Craigwell White valeriew@lclark.edu 
503.768.7336  

      
      
 Registration, Room arrangements   Katherine Greenwood katherine.greenwood@ucdenver.edu 

303.315.0046 
  

Emergency Conference questions Jim Oldani  oldani1@llnl.gov 
        925.785.8548  

     
Larry Wichter  wichter1@llnl.gov 

       925.423.0104  
 
Asilomar Services  General   831.372.8016    

  
 
 
 
 

Asilomar Conference Grounds, Monterey Peninsula’s “Refuge by the Sea” 
800 Asilomar Avenue, Pacific Grove, California 93950 

www.visitasilomar.com 
Telephone: 831.373.8016 

Fax:  831.372.7227 
 
Check-in: After 4:00 pm 
Check-out: By 11:00 am 
 
There is complimentary in-room WiFi, but no telephones or televisions are in the guest rooms.  Several of the 
rooms have working fireplaces. 
 
Getting there: 
Fly   Monterey Peninsula, San Jose, San Francisco, and Oakland Airports 
 
Ride   Shuttles servicing Asilomar: 
 http://www.montereyairbus.com/ 
 
Drive  Asilomar is operated by California State Parks, and is 71 miles south of San Jose and 120 miles south of 

San Francisco. 
 
 
 


