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Report  
of the 
Ombuds 
Office

Eaton’s Ombuds program 
is an informal channel for 
conflict resolution within 
Eaton. So, unlike contact 
with a formal channel such 
as management or Ethics, 
contact with the Ombuds 
Office is not considered 
notice to the company.
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Message from the Director,  
Office of the Ombuds

Eaton has had a busy 18 months since our 
last Report of the Ombuds Office.  As a 
result of several acquisitions, Eaton added 
more than 30,000 new employees. Since the  
acquisitions, we have introduced the Ombuds  
program to many of those new employees 
at over 90 sites world-wide. Welcome to the 
Ombuds program! 

This report, which addresses the period of 
January 2013 – June 2014, will summarize 
the data from our case activity from the 
over 2,700 employees who have contacted 
us during this 18- month period. This report  
will also provide a brief overview of the 
six new countries where the program was 
introduced, highlight our principle activities, 
describe the roles and responsibilities of  
the Ombuds Office, and give illustrative 
scenarios of some typical Ombuds cases.  
I want to thank all the employees from 
around the globe who voluntarily provided 
the quotes we used in this report.  The 
cover art comes from one of several  
new Ombuds posters which will soon be 
available at locations worldwide.

Since 2002, the Ombuds Office has been 
providing a unique resource to assure that 
Eaton’s values and philosophy are imple-
mented and operational throughout the 
organization. If you have any work related 
concerns, the Ombuds Office is a confiden-
tial resource where you can find an Eaton 
Ombuds with experience and knowledge of 

our culture, values, and practices to listen 
and help you work through your situation. 
Our services complement – but do not 
replace or compete with – formal Eaton 
channels such as your manager, the Global 
Ethics and Compliance Office, or Human 
Resources.   

In May 2014, Evan Arrowsmith, Field 
Ombuds for North America, retired. Evan’s 
contribution to the office will be missed.  
We wish him all the best and thank him for 
his many years of service. 

This report is an opportunity for us to  
not only inform, but also to reach out to 
our community of employees and renew 
our commitment to be responsive, and  
accessible as a safe environment of  
confidentiality, informality and neutrality 
where employees can discuss any  
workplace issue or concern. Thank you  
for your trust. 

We created the Ombuds Office more than 12 years ago 
with the intention of providing our employees with a  
place where they could safely and confidentially surface any 
workplace concern or issue. Most employees when they 
have a dilemma or problem at work, primarily use formal 
channels such as their manager or Human Resources.  
However, we recognize that there are times when having 
access to a confidential, impartial and off-the-record  
place such as Ombuds allows employees to consult or 
seek guidance on a concern that otherwise might not  
have been surfaced. 

Since its inception in 2002, more than 16,000 people   
have gone to the Ombuds Office with their concerns – 
which speaks to the trust that they have come to place  
in this alternative means of issue resolution. I encourage 
you to consider using this important service whenever  
the need arises. 

In providing employees with the opportunity to raise  
issues in a confidential manner, the Ombuds Office is  
playing a key role in demonstrating Eaton’s commitment  
to doing business right. 

Ilene Butensky 
DIRECTOR, OFFICE OF THE OMBUDS

Certified Organizational 
Ombudsman Practitioner

Sandy Cutler, 
CHAIRMAN AND CEO

The Office of the Ombuds:   
An Independent,  
Confidential Resource
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Activity Report
Over the past eighteen months, the Ombuds team has 
introduced the program to Eaton employees in the  
countries of South Korea, Malaysia, South Africa, Turkey, 
Saudi Arabia and Japan. The team also rolled the program 
out to more than 19,000 former Cooper employees  
in 14 countries, and employees coming from the  
acquisitions of Jeil in South Korea, Rolec in Chile and  
Polimer Kaucuk in Turkey.  In all, Ombuds provided  
on-site training at 172 facilities to more than 40,000  
Eaton employees worldwide. 

Former Cooper Sites

Who Used the Office

Since the acquisition of  
Cooper in 2012, the  
Ombuds Office has provided 
introductory Ombuds  
training to over 19,000  
former Cooper employees  
in 14 countries at 93 sites.

Nearly one quarter of all  
cases since January  
2013 came from former  
Cooper locations.

172
Sites Visited  
and Trained

6
New Countries

To ensure confidentiality, 
Ombuds only keeps  
records of high-level data. 
No detailed records  
are maintained that  
would identify any  
individual employee.

Technical/ 
Professional

20%
30%

Manager/ 
Supervisor

16%
11%

Office

5%
5%

Outside  
Contact or 
Unknown

8%

Retiree/Former 
Employee

2%
Contract/  
Temporary

1%

46%
53%
Factory2,710

Total Cases

30%
Asia Pacific

4%*
Europe, Middle 
East and Africa

North America
43%

Latin America &  
Caribbean

23%

Distribution of Cases by Region

*  The Ombuds program has yet to be  
introduced to most European countries  
in the EMEA region.

Ombuds has so far  
been rolled-out to  
30 countries covering  
80 percent of all  
Eaton employees.

Callers To Ombuds Eaton Demographics

Senior Leader

2%
.05%
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Japan
In June 2014, the Ombuds  
program was rolled out to 
nearly 300 employees at four 
sites in Osaka, Kyoto and 
Tokyo, Japan, including several 
former Cooper locations.

Turkey
In March 2014, the Ombuds 
team trained over 2,000 
employees on the Ombuds 
program at Electrical and  
Hydraulics offices in Istanbul 
and at the one million square 
foot hydraulic and industrial 
hose plant in Cerkezkoy, Turkey.

South Korea
In May 2013, Ilene Butensky  
and Sophia Qiao visited South 
Korea and led 20 Ombuds 
training sessions for more 
than 500 employees from the 
Electrical, Vehicle, and Hydraulics 
Businesses, along with former 
Cooper employees. Training was 
held in Busan, Seoul, Pyungtek 
and Hwasung.

South Africa
In June 2013, the Ombuds 
team visited Wadeville,  
Kempton Park, Witbank, 
Vanderbijl Park, Cape Town, 
Durban and Richardsbay,  
South Africa, training  
nearly 500 employees from  
the Electrical, Hydraulics  
and Vehicle Businesses in  
23 sessions.

Saudi Arabia
In April 2014, more than  
80 employees at the Eaton 
facility in Dammam, Saudi 
Arabia, received training from 
the Ombuds team. 

Six New Countries
Malaysia 
In May 2013, the Ombuds 
program was introduced  
to employees from the  
Electrical and Hydraulics  
businesses in Kuala Lumpur 
and Penang, Malaysia. 
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Participation with IOA  
and Professional Activity
The Eaton Ombuds team supports the profession  
via outreach activities  and participation with the  
International Ombudsman Association (IOA). 

April 2013
Ilene Butensky was named to 
the International Ombudsman  
Association’s Board of  
Directors and is serving as  
the Board’s Treasurer. 

April 2014
Ilene Butensky spoke at the 
American Bar Association’s 
Spring Conference in Miami, 
Florida on the topic of  
“Intro duction to Ombuds 
Practices.” The talk focused 
on the future of Ombuds 
practices in the corporate 
environment.

June 2014
Sophia Qiao and Ilene Butensky 
spoke to the American Chamber 
of Commerce Japan at the Tokyo 
American Club. “Organizational 
Ombuds Programs – Their Role, 
Value and Impact” was the topic 
presented. 

December 2013
Gennette Tripari, field ombuds  
in the Latin America and  
Caribbean region, was a keynote  
speaker at the Brazilian  
Ombudsman Association’s  
sixteenth Brazilian Ombudsman  
Congress in Recife, Brazil.  
Gennette presented “Doing 
Business Right” to more than 
360 Ombudsman professionals 
from throughout Brazil. 

Case Categories

Other
2%

Peer and Colleague  
Relationships 

4%
Job and Career
16%

6%
Safety & Health

4%
Control & Compliance

8%
Leadership Coaching

11%
Compensation

11%
Benefits

10%
Performance 
Management

23%
Supervisor/ 
Employee Issues

External Contacts
5%

Coach
49%

Facilitate
49%

Decline
2%

Types of Support

Coach
Occurs when the Ombuds helps the employee 
get clarity around an issue or helps them 
understand their options and the best way 
to pursue them. Over a third of all coaching 
sessions end up with a referral to a formal 
channel such as Human Resources or Ethics. 

Facilitate
Occurs when the employee authorizes  
the Ombuds to take their case forward to a 
formal channel. 

Decline
Occurs when a concern is already being  
addressed by a formal channel such as legal 
counsel or a formal grievance procedure.  
Decline also occurs when Ombuds is unable  
to re-establish contact with the employee. 
*  In all interactions the Ombuds is neutral and  

remains unaligned and impartial while advocating  
for a fair process. 
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Typical Scenarios 
The Eaton Ombuds Office has met by phone or in person 
with more than 16,000 people since its inception and has 
listened to a variety of situations from locations around the 

APEX Scenario
Frank is a design engineer with Eaton. Last 
year, Carl became his new supervisor. Frank 
says Carl had different expectations than his 
previous supervisor and that their relation-
ship was strained almost from day one.  This 
year, Frank received a P2 APEX rating, which 
greatly upset him because his APEX ratings 
had always been a P3 or better. He thought 
the rating was baseless and unfair and he 
strongly expressed his objections to Carl. This 
only increased the tension between them. 
Frank  contacted Ombuds to get a neutral 
and informed perspective and to inquire if it 
was possible to appeal his APEX rating. The 
Ombuds and Frank discussed the meaning of 
a P2 rating and the Ombuds asked Frank if 
he was clear why his manager gave him the 
“2” rating on his competencies. He was not. 
Concerning the appeal of his rating, the 
Ombuds explained that there is not an 
appeals process because the final  APEX rat-
ing requires both a calibration with other 
managers and a second level manager sign-off.  
Frank was coached by the Ombuds to focus 
on the future and together they discussed 
some proactive and positive ways to manage 
his relationship with Carl going forward. The 
Ombuds asked Frank if he was comfortable 
scheduling a meeting with Carl for a progress 
check and to see how Carl feels he is per-
forming.  Frank agreed to try this approach. 
When the Ombuds checked back with him 
a few weeks later, he said that his working 
relationship with Carl, although not ideal, had 
definitely improved. Frank indicated that he  
was clearer on why Carl had rated him a 2 
on his competencies and what he needed to 
work on to improve that rating. 

Employee Relations 
The Ombuds Office received a call from 
Carmen, a factory employee with 12 years 
of service. She alleged that her team leader 
is disrespectful to her and her co-workers 
– verbally threatening them about losing 
their jobs and using un-professional language. 
Carmen had already talked with her  
supervisor about the situation and things  
did get better for a while but now she alleges 
that the bad behavior has returned. Carmen 
is uncomfortable raising the issue with  
her supervisor again so she decided to call 
the Ombuds.    
The Ombuds listened to Carmen’s concerns 
and discussed several options, along with 
the pros and cons of each. Because she is 
concerned about retaliation, Carmen asked 
the Ombuds to relay her concern to human 
resources without using her name. After 
reminding Carmen that retaliation is against 
Eaton’s Code of Ethics, the Ombuds agreed 
to contact the human resources manager on 
her behalf. As a result the human resources 
manager investigated and was able to confirm 
Carmen’s allegations. Following this, human 
resources spoke to both the team leader 
and department supervisor together – to 
clarify the team leader role, the limits of its 
authority, and the expected behaviors. The 
supervisor was asked to coach the team 
leader,  provide monthly feedback to human 
resources on his progress, and have him take 
appropriate competency training from Eaton 
University.  Throughout this process no one 
was informed that Carmen was the person 
who had surfaced this issue.

globe. Every call is unique in its own way, yet some  
topics are more common than others. Here are four  
fictional scenarios that represent typical Ombuds cases.

•  Unsure where or how to 
take an issue forward 

•  Seeking confidential and 
off-the-record conversation 
with someone knowledge-
able of company policies  
and practices 

•  Need a neutral sounding 
board to help identify and 
evaluate options 

•  Need for information or  
clarity on something

•  Already tried a formal  
channel

“ Ombuds is a helpful  
resource – a meaningful  
safety net in our  
culture.”  
– Eaton employee

“ The Ombuds has been 
an effective facilitator 
for resolving work- 
related issues in a 
timely manner.”  
– Eaton employee

“ The Ombuds Office  
is a good, neutral  
resource for employees.” 
It contributes to our  
well-being and has 
increased our level 
of trust.”  
– Eaton employee

The Ombuds will listen to your 
situation and probe to under-
stand it more fully.  Then you 
and the Ombuds will generate  
a list of reasonable options.  
Together, you will then discuss 
the pros and cons of each  
option. Types of options include: 
getting coaching from the  
Ombuds about how to approach  
another resource, getting  
information that helps you 
resolve the issue, having the 
Ombuds speak to someone 
in a formal channel, or taking 
other types of actions.

What can I expect  
if I contact Ombuds?

Why do employees  
contact the Ombuds  
Office?
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Ethical Dilemma 
Sarah accepted a job as administrative assis-
tant in a department headed by Michelle, 
a new plant manager at Eaton. In her short 
tenure, Michelle had produced exceptional 
results and was well-respected by colleagues 
and senior management. 
Michelle had given Sarah the receipts to 
compile her monthly expense report. Sarah 
had never prepared expense reports for 
others before, but thought that one of the 
receipts was for an item that was not an 
allowable company expense. Sarah was 
uncomfortable and did not want to approach 
Michelle because she thought doing so  
could jeopardize their working relationship, 
especially if the expense was legitimate. 
Sarah decided to have a confidential  
conversation with the Ombuds. Together,  
they reviewed the situation, the expense  
policy, and the pros and cons of various 
options including contacting Global Ethics  
and Compliance. Ombuds assured her  
that Ethics would not require her to identify 
herself if she chose not to. Following this  
conversation with Ombuds, Sarah felt that 
the expense in question was borderline  
and, for her own peace of mind, she would 
call the Ethics Help Line to get their  
interpretation. As a result of Sarah’s call, the 
Ethics Office contacted the division controller  
who investigated the expense on her report 
and concluded that it was indeed legitimate 
and in accord with Eaton’s policy. This was 
communicated to Sarah when she called 
back for a follow-up. She thanked the Ethics 
officer for his assistance in resolving this 
dilemma and restoring her peace of mind.   

Overtime Stress
Tanya called the Ombuds office about the 
amount of overtime being required at her 
plant. She told the Ombuds that many 
employees had been working seven days 
a week for several months in a row. Many 
of her co-workers were also commenting 
about being tired and not having time for 
their families. Tanya related that many times 
they don’t have enough work to do on 
Mondays because materials had not been 
procured on time or had been used-up over 
the weekend. Tanya spoke to her supervisor 
several times about these concerns, but was 
told that although it was being looked into 
that they were dealing with back orders and 
headcount constraints. Tanya decided to call 
Ombuds to see if there was anything else 
that could be done.
After talking through the options available 
to her, Tanya asked the Ombuds to speak 
with the facility’s HR manager but not to 
reveal her name. The Ombuds discussed 
the concerns with the HR manager, who 
explained the plant’s backlog and need for 
overtime but acknowledged that he was 
concerned about the employees need for 
time off and would have leadership look at 
it again. Human Resources also mentioned 
that there are many employees who want 
as much overtime as they can get. The plant 
staff decided to form a team to look at their 
material flow situation to ensure production  
work could proceed without delay on 
Mondays. The team also brainstormed ways 
for employees to get some needed time off. 

“ In my first experience 
with the Ombuds 
Office, they listened 
to my concern and 
guided me to the  
correct person to 
resolve my issue.”  
– Eaton employee

“ Through the guidance, patience 
and coaching techniques  
practiced in my personal  
encounter with Ombuds I found 
a sense of justice and witnessed 
the system working in favor  
of integrity.” 
– Eaton employee

“ Through the Ombuds Office,  
I can discuss my issues without 
fear of retaliation. They were 
easy to reach out to and helped 
me to move forward.”  
– Eaton employee

If the Ombuds are  
employees that are paid  
by the company, how  
do we know that they  
will be neutral and  
confidential?

When Eaton initiated the 
Ombuds Office more than  
12 years ago, it was created  
specifically to provide  
employees with a confidential  
and safe place to raise and 
address their issues. If the 
Ombuds Office cannot 
honor the commitment of 
confidentiality, then Eaton 
and its employees would have 
no need for its existence.  
We are neutral in that we are 
not management, nor part 
of any business function and 
therefore have no vested  
interest in any outcome 
other than fairness. 

Who can use the Office?

All current and former  
employees, retirees, contrac-
tors, temporary, contingency 
and part-time employees  
and interns can use the Office 
to discuss any work-related 
concern or question.
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Confidential
The Ombudsman holds all communication 
with those seeking assistance in strict con-
fidence, and does not disclose confidential 
communications unless given permission to 
do so. The only exception to this privilege 
of confidentiality is where there appears to 
be imminent risk of serious harm.
Independent 
The Ombudsman is independent in  
structure, function and appearance to  
the highest degree possible within the 
organization.
Neutral
The Ombudsman, remains unaligned and 
impartial.  The Ombudsman does not  
engage in any situation that could create  
a conflict of interest.
Informal
The Ombudsman, as an informal resource, 
does not participate in any formal  
adjudicative or administrative procedure 
related to concerns brought to his/her 
attention. Contact with Ombuds is not 
considered notice to the company.
To learn more about the IOA’s Code  
of Ethics and Standards of Practice  
visit www.ombudsassociation.org.

The Ombuds Team
From left, Sophia Qiao, field ombuds, Asia-Pacific; Terry Boudreau, field 
ombuds, North America; Gennette Tripari, field ombuds, Latin America 
and Caribbean; Ilene Butensky, director; Crystal Bahr, associate ombuds; 
and Devyani Singh, field ombuds, India, Southeast Asia, Middle East,  
Africa and Turkey.

IOA Standards of Practice
Eaton is an active member of the International  
Ombudsman Association (IOA). As an independent 
resource for Eaton employees, we follow the IOA 
Standards of Practice for Organizational Ombuds.



Get help with  
workplace concerns.
Four ways to get advice, report problems, and address work-related issues.

Confidential and Toll-Free Numbers
Secure and separate from Eaton phone lines.  
To contact us, dial the toll-free number, or the AT&T access code + toll free number.
ARGENTINA 
0-800-288-5288 + 866-296-6283
AUSTRALIA 
1800-755-056
CANADA 
1-866-296-6283
BRAZIL
0800-8888-288 + 866-296-6283
CHILE 
800-360-312 + 866-296-6283
COLOMBIA 
01-800-911+0010 + 866-296-6283
COSTA RICA 
0-800-011-4114 + 866-296-6283
CHINA - MAINLAND  
8008-2008-91 (LANDLINE)   
4008-2008-91 (MOBILE PHONE)
DOMINICAN REPUBLIC 
1-866-296-6283
HONG KONG  
800-968-331

INDIA 
1800-200-3866
IRELAND 
1800-946-348 
INDONESIA 
007-803-321-8017
JAPAN 
0034-800-10-0485  
MALAYSIA 
1800-81-6205
MEXICO 
01-800-112-2020 + 866-296-6283
NEW ZEALAND 
0800-990-074
PHILIPPINES  
1800-1110-1846 
PUERTO RICO 
1-866-296-6283
SAUDI ARABIA 
800-814-2820 
(STC FIXED AND MOBILE NETWORKS )
800-850-0205 
(MOBILITY MOBILE, ZAIN MOBILE  
AND ATHEEB NETWORK) 

SINGAPORE 
800-321-1121
SOUTH AFRICA 
0800-99-9983 
SOUTH KOREA 
080-520-0786 
SWITZERLAND 
0800-835575
TAIWAN  
0800-088-658
THAILAND 
001- 800-32-029
TURKEY  
00-800-1420-78374 (LAND LINE USERS) 
+90 212 331 4650 (LOCAL CALL)   
UAE 
8000-3570-2896 
UNITED KINGDOM  
0808-234-5918
UNITED STATES 
866-296-6283
VENEZUELA 
0-800-552-6288 + 866-296-6283

For further information, visit us at 
www.eaton.com/ombuds or  
e-mail us at ombuds@eaton.com
www.eaton.com/ombuds
Contact with the Ombuds Office 
is not considered notice to Eaton.

Talk to  
Your  
Manager

Ask  
Human  
Resources

Contact  
Ethics

Ask  
Ombuds

He or she is most  
familiar with you, your 
job responsibilities,  
and your day-to-day 
issues such as safety, 
performance reviews, 
compensation, or  
harassment.

Contact Human  
Resources if your  
manager is not able  
to help you or if  
you have questions 
about things like  
job opportunities,  
promotions, benefits.

To report or discuss  
legal or ethical  
concerns such as  
bribery, theft or  
conflicts of interest. 

Dialing instructions for 
your country can be 
found on the Global 
Ethics and Compliance 
website on JOE.

Talk confidentially  
with a neutral  
Ombudsperson about 
how to approach a 
work-related issue  
or solve a problem.

Secure and separate 
from Eaton phone lines


