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Welcome to Campus Compass — your guide to university life.

Welcome to the very first episode of Campus Compass! I'm Paulina and today we're talking about the
Ombudsperson and Complaint Management — two important services at our university that are there
to help you if you have problems during your studies. In this episode, you'll find out what exactly is

behind them, what tasks and services are available and how you can benefit from them. So stay
tuned.

Before we get started, a quick note: As you will see, there is no disclaimer inserted here. This means
that the Ombudsperson and Complaint Management services are available to all students at the
University of Gottingen, not just students covered by the General Examination Regulations (APO).
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Ombudsperson and Teaching and
Learning Complaint Management -
What‘s that?

contact person for all study-

related problems and conflicts; appointed by the University S
% udent an
support through objective and confidential Acoremiel envices

department

handling of concerns

mediation in cases of conflict, making
recommendations if necessary

Receiving and processing to improve study
conditions and quality

With that in mind, | would say let's start right from the beginning: what exactly is the Ombudsperson
and Complaint Management?



The Ombudsperson is a person of trust for students. She is the central point of contact for all study-
related questions and problems and has been officially appointed by the University to assist you in
such situations.

What makes it special? The Ombudsperson is neutral and independent. This means that she treats
your concerns objectively and confidentially without taking sides.

One of her most important tasks is to mediate and provide support in cases of conflict. For example,
if you have a problem with an exam, supervision or other study-related issue, she can mediate and, if
necessary, make recommendations.

The Complaint Management also takes suggestions and criticism regarding study conditions and
study quality. The aim? To constantly improve the University with your ideas.

In short: the Ombudsperson is your point of contact when things get difficult — and with a clear goal:
to find solutions that help everyone involved.
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The Ombudsperson - Who is?

* Since 2024 Ombudsperson for Studies and Teaching: Silja-
Katharina Haufe

* Previouslyresponsible for Complaint Management for 10 years and

now also Ombudsperson ByAStuent and

Academic Services

* Master's degree from Georg-August-Universitat Gottingen department

+ Additional qualifications acquired, including training as a systemic
counsellor

Now you might be wondering: Who is the Ombudsperson?

Silja-Katharina Haufe has been the Ombudsperson for Teaching and Learning at the University of
Gottingen since 2024. But she is by no means new to this area: she has already been working in the
Complaint Management for ten years, and these tasks have now been combined with those of the
Ombudsperson.

Even before taking on the role of the Ombudsperson, she gained additional qualifications — for
example by training as a systemic counsellor.

And the degree programme? Ms Haufe knows the University of Gottingen very well — she completed
her Master's degree here herself. This is precisely why she can understand certain criticisms and
conflicts particularly well.

Ms Haufe combines experience, specialist knowledge and an understanding of the challenges of
studying to provide the best possible support for students, i.e. you.
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What does the service include
and who does it apply to?

* Counsellingin difficult study situations: support when students
cannot resolve problems on their own

z p = 2 % By Student and
* Mediation and moderationin conflicts between students and rlaaat ahe
lecturers/staff or in groups department

* Receiving and processing feedback: Students can submit criticism
and suggestions to improve the quality of their studies.

* Prospective students (from the first information meeting to
admission)

+ Students of all degree programmes (incl. medicine)

» Former students (up to 1year after graduation)

The tasks of the Ombudsperson are varied and can help you in a wide range of situations:

e For example, she can advise you in difficult study situations: If you are stuck on your own, the
Ombudsperson offers support and guidance.

e She mediates and moderates: In the event of conflicts — whether with lecturers, staff or in
groups — she helps to find solutions and mediates between the parties involved.

e Accepting and processing feedback: You can submit criticism or suggestions at any time to
improve the quality of your studies.

And who can contact the Ombudsperson?

e Prospective students: From the initial information meetings through to admission.

e Students of all degree programmes: Whether Bachelor's, Master's or any type of degree
programme, the service is open to everyone.

e Former students up to one year after graduation can also contact the ombudsperson.

In short, the service covers a wide range of concerns and is designed to help you at various stages of
your studies.
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Procedure
How to contact?

+ Contact is made confidentially

+ Students can get in touch by telephone, email or contact form
By Student and

* A counselling session can be offered in person or by video ggsgﬁj;;nfer“ e
conference / telephone

* The Ombudsperson can the situation,
on the legal and organisational framework and on
procedures

+ Joint decision to follow up: Follow-up as an official complaint?; the
Ombudspersonthen takes action on behalf of the student

+ Clarificationif anonymity can be guaranteed in the search for a
solution

What happens if you want to contact the Ombudsperson?

Contacting the Ombudsperson is completely confidential. You can contact her in various ways: by
phone, email or via the contact form on the website. Depending on what you prefer, the subsequent
counselling session can take place in person, by video conference or by telephone.

There is also a letterbox in the LSG in the break room and in the Office of Student Affairs at
Wilhelmsplatz where you can write down your concerns and post them. The letterboxes are emptied
regularly by Ms Haufe.

The Ombudsperson can assess your situation, inform you about the legal and organisational
framework and show you possible courses of action.

You will then decide together whether your concern should be officially pursued as a complaint. If so,
the Ombudsperson will take action on your behalf and stands up for your concerns.

An important point here is to clarify whether anonymity can be guaranteed. In some cases - for
example, when it comes to an extension of a deadline or a place on a course with restricted
admission — it may be necessary to disclose your identity to the institute responsible so that you can
benefit from the solution. For example, so that you can be registered for a course with restricted
admission, as this can only be done by name. However, this will always be discussed with you
beforehand.



GEORG-AUGUST-UNIVERSITAT
GOTTINGEN g ===

Procedure
What happens after contact is made??

+ If the Ombudspersonis to take action, the first measure is usually:
contacting the person involved (e.g. teacher, employee) in order to
hear the other party's perspective By Studentiand

Academic Services

* Based on this, the Ombudsperson comes to an assessment and, if department
the personis willing to cooperate, the search for a solution
together with the person involved follows

+ If a solution cannot be found or the person cannot be reached:
involvement of the Dean of Studies Office and, if necessary, other
offices

* Onrequest: ongoing or final information of the students about the
processing status of the case

And what happens afterwards? What happens after you have contacted the Ombudsperson?

If it is decided that the complaint should be actively pursued, the Ombudsperson usually starts with
the first step: contacting the people involved. This could be a teacher or an employee of a university
service centre, for example. The aim is to also hear the other party's perspective and get a
comprehensive picture of the situation.

The situation is then assessed on this basis. If all people involved cooperate, a solution is looked for
together with the person involved.

But what if none of this works? If no agreement can be reached or the people involved cannot be
contacted, the Office of the Dean of Studies or another office will be involved, depending on who is
responsible.

Another point: At your request, you will be informed about the processing status of your request
either on an ongoing basis or at the end.
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Good to know

* Accusations against individuals can only be pursued if the
whistleblower discloses their name to the Ombudsperson

* Inthe last instance: involvement of the Presidential Board of the S

Universityis pOSSible department
+ Confidential and impartial processing of all concerns

+ Disclosure of personal data only with the explicit consent of the
student

+ Referralto the appropriate (counselling) office if it is unclear who
is responsible




Finally, here are a few important points you should know about the work of the Ombudsperson:

Allegations against individuals can only be processed if the whistleblower is known to the
Ombudsperson by name. Anonymous information is not sufficient.

In particularly difficult cases, the Presidential Board of the University can be involved as a last
resort.

All concerns are dealt with confidentially and impartially — this means that the
Ombudsperson does not take sides, but acts as a neutral mediator. However, this also means
that in the event of a clear legal situation, she will be on the side of the law.

Personal data will only be passed on with your express consent.

If it is unclear who is responsible for your concern, the Ombudsperson will refer you to the
appropriate counselling or service centre.
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Contact for personal
counselling

Silja-Katharina Haufe
Ombudsperson and Teaching and Learning Complaint Management
By Student and

Academic Services
department

Wilhelmsplatz 2, 1.0G
37073 Gottingen

Tel. +49 (0)551/ 39-24334
E-Mail:

Consultation hours by appointment

On this slide you will find detailed contact information for the Ombudsperson and the Complaint
Management for Teaching and Learning at the University of Gottingen. Silja-Katharina Haufe is the
Ombudsperson.
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FOR MORE INFORMATION ABOUT
OMBUDSPERSON AND COMPLAINT
MANGEMENT VISIT:

OR SIMPLY SCAN THE QR-CODE.
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| hope we were able to help and inform you with this episode. As an exception, the contact details
are duplicated here; this will be different in the other episodes.

Here is the website again: www.uni-goettingen.de/kritik or simply scan the QR code.

See you next time —at Campus Compass!



