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Message From the Ombuds 

 
I am delighted to share the sixth annual report from the Prince William County Public 
Schools (PWCS) Office of the Ombuds, highlighting the key activities and 
accomplishments of the past year. With every new school year comes the chance to 
build strong relationships, promote fairness, and support a culture of trust. I invite you to 
explore this report not just as a reflection of the past, but as an indication for a future 
shaped by continued listening, learning, and improvement. 
 
The Office of the Ombuds has worked diligently to provide a confidential and impartial 
space for visitors to navigate challenges and foster understanding. The past year has 
been marked by meaningful conversations, thoughtful collaboration, and a shared 
commitment to resolving concerns with dignity and respect. This year marked the first 
time I had the opportunity to work directly with several students. Supporting them as 
they navigated their concerns was both meaningful and a valuable chance to introduce 
conflict resolution strategies that can serve them well in the future. 
 
To better reflect the unique educational concerns raised by PWCS parents, students, 
and community members, I am introducing a new reporting category: Category 10 – 
Educational Partners. While the Ombuds Office continues to use the International 
Ombuds Association’s (IOA) classification system, this addition addresses gaps in 
existing categories and strengthens my ability to identify trends and understand 
stakeholder experiences. 
 
I would like to thank the School Board, Dr. McDade, PWCS staff, and all community 
members for your engagement, your voice, and your partnership. As we head into the 
2025-2026 school year, I am excited to continue serving you and look forward to what 
we will accomplish together. If you have any questions, please don’t hesitate to reach 
out. 
 
 
Take care, 

Monique 
 

Monique “Mo” Bookstein, CO-OP® 
Certified Organizational Ombuds Practitioner 
Prince William County Public Schools  
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Office Overview 

 
The PWCS Office of the Ombuds operates in accordance with the IOA 
Code of Ethics. The IOA is dedicated to excellence in Organizational 
Ombuds1 practice. The Code of Ethics provides Practice Principles and 
Core Values that are the foundation for the IOA Standards of Practice.  

 

The people who visit the Ombuds Office may do so for many reasons. They 
may be looking for a particular result or want to discuss the situation before deciding on 
a course of action. The Ombuds Office seeks to empower those who contact the office 
to resolve issues independently if possible. Depending on the situation, the Ombuds 
Office may utilize different methods/techniques to help the visitor2. Some of the 
common methods/techniques used include: 
 

• Listening and helping the visitor to identify the underlying causes; 

• Act as a neutral sounding board; 

• Providing information and exploring options available to visitors; 

• Facilitating discussions between parties to resolve issues, as requested and as 
appropriate; 

• Collecting data on emerging trends and patterns while safeguarding anonymity; 

• Utilize data to bring systemic and organizational concerns to the attention of the 
School Board and the Division Superintendent. 

 
While the Ombuds Office can assist most individuals, there are some actions the 
Ombuds CANNOT take, such as: 
 

• Be an advocate for the visitor or PWCS; 

• Conduct formal investigations; 

• Enforce laws or regulations; 

• Provide legal advice or representation; 

• Serve as official notice to the organization; 

• Make or change policy or administrative decisions. 

 
The Ombuds Office staff is composed of Ombuds, Monique “Mo” Bookstein and 
Ombuds Specialist, Rosamaria Manzines. 
 
 
 

 
1 The term “Ombuds” includes all applicable nomenclature in use for an organizational ombudsperson. 
2 The term “visitor” is generally accepted to describe those who engage the services of the Ombuds. 
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IOA Core Values 

 
The Ombuds role requires Ombuds to conduct themselves as professionals. The 
following Core Values are essential to the work of the Ombuds: 

 

 Act with honesty and integrity; 

 Promote fairness and support fair process; 

 Remain non-judgmental, with empathy and respect for individual differences; 

 Promote dignity, diversity, equity, inclusion, and belonging; 

 Communicate accurate understanding through active listening; 

 Promote individual empowerment, self-determination, and collaborative problem 
 solving; and 

 Endeavor to be an accessible, trusted, and respected informal resource. 

 

Fundamental Principles 
 

Confidentiality 
All communications with those seeking assistance are held in strict confidence and are 
not disclosed unless given permission to do so to the extent permissible by law3. The 
exception is where the Ombuds believes there is a risk of serious harm. The PWCS 
Ombuds is a mandated reporter of suspected child abuse/neglect as well as allegations 
of sexual harassment pursuant to Title IX. 
 

Impartiality/Neutrality  

The Ombuds, as a designated neutral, remains unaligned and impartial. 
 

Independence 
The Ombuds Office is independent in structure, function, and appearance to the highest 
degree possible within the organization. The Ombuds Office reports to the School Board 
and Division Superintendent. 

 

Informality 
The Ombuds Office is an informal resource [and] does not participate in any formal 
adjudicative or administrative procedure related to concerns brought to his/her attention. 

 

 

 

 
3 The Office of the Ombuds is not affiliated with any compliance function and does NOT serve as an 
agent of notice. 
 



 

Ombuds Annual Report 

Submitted August 22, 2025 4 Prince William County Public Schools 

ANNUAL REPORT 
July 2024 – June 2025 

 
Working With the Ombuds 
 
When an individual or group of people reaches out to the Ombuds Office, the following 
steps represent how the Ombuds works with the visitor either through the initial meeting 
or over the course of several meetings.  

 

 

 

 

Initial Conversation

Set up a time to meet privately 
and confidentially either in 
person, virtually, or over 

the phone

Clarify Roles

Review the standards of practice 
and answer any questions 

about the role and how 
the Ombuds Office works

Understand the 
Situation

Listen and ask questions to 
understand the situation from 
the visitor's perspective, not to 
decide who is right or wrong

Analysis

Work with the visitor to look at 
the issue in a different way by
thinking about other parties, 

issues, relationships, 
and causation

Explore Options

Identify potential options which 
may help to address the situation

Next Steps

As the visitor determines their 
way forward, the Ombuds Office 
may be involved as long as it is 

within the scope of the office
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Services Provided by the Ombuds 
 
Every visitor to the Ombuds Office comes with a unique situation. The chart below 
outlines some of the common services Ombuds can offer. The Ombuds Office is often 
the perfect “first stop” for those facing conflict. As a confidential, informal, independent, 
and neutral entity, it provides a safe space to discuss options without fear of judgment 
or retaliation. 
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Year in Review 

 
The Ombuds Office continues to provide parents, students, employees, and school 
community members with assistance in resolving school-related concerns, conflicts, and 
issues. A single “case” is defined by the individual experiencing the conflict4. 

 
 

 

 

  
 
  
 
 
 
 
 

Annual Visitor Engagement  
 
Since its inception in 2019, the Ombuds Office has welcomed over 1,500 visitors. An 
encouraging sign of growing trust and recognition across PWCS. Steady year-over-year 
growth highlights the office’s role as a valued and reliable resource for the community.  

 
4 The “2023 IOA Survey of Organizational Ombuds Compensation, Reporting and Structure" notes the 
median number of cases for an Ombuds Office (across all sectors – not solely K-12 schools) is 145. 
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Visitor Demographics 
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Visitor Contacts 
 
 
 
 
 
 
 
 
 
 
 
Visitor Contacts by School Level 
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Visitor Contacts by School Level 
 
 
 
 
 
 
 
 
 



 

Ombuds Annual Report 

Submitted August 22, 2025 10 Prince William County Public Schools 

ANNUAL REPORT 
July 2024 – June 2025 

 
Visitor Contacts by School Level 
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How Did the 
Visitor Contact 
the Office 
 
 
 
 
 
 
How Did the 
Visitor Learn 
About the Office  
 
 
 
 
 
 
 
How Did the  
Ombuds Consult  
with the Visitor 
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Uniform Reporting Categories Descriptions 
 
The list below was developed by the IOA and is used by Organizational Ombuds 
worldwide to classify concerns brought to their offices and identify trends anonymously. 
A detailed explanation of each category and subcategory can be found in Appendix A. 
 
Category 1 Compensation & Benefits 

 Questions, concerns, issues or inquiries about the equity, appropriateness and 
competitiveness of employee compensation, benefits and other benefit programs. 
 

Category 2 Evaluative Relationships 
 Questions, concerns, issues or inquiries arising between people in evaluative relationships (i.e. 

supervisor-employee, faculty-student.) 
 

Category 3 Peer and Colleague Relationships 
 Questions, concerns, issues or inquiries involving peers or colleagues who do not have a 

supervisory–employee or student–professor relationship (e.g., two staff members within the 
same department or conflict involving members of a student organization.) 
 

Category 4 Career Progression and Development 
 Questions, concerns, issues or inquiries about administrative processes and decisions 

regarding entering and leaving a job, what it entails, (i.e., recruitment, nature and place of 
assignment, job security, and separation.) 
 

Category 5 Legal, Regulatory, Financial, and Compliance 
 Questions, concerns, issues or inquiries that may create a legal risk (financial, sanction etc.) 

for the organization or its members if not addressed, including issues related to waste, fraud or 
abuse. 
 

Category 6 Safety, Health, and Physical Environment 
 Questions, concerns, issues or inquiries about Safety, Health and Infrastructure-related issues. 

 
Category 7 Services/Administrative Issues 

 Questions, concerns, issues or inquiries about services or administrative offices including from 
external parties. 
 

Category 8 Organizational, Strategic, and Mission Related 
 Questions, concerns, issues or inquiries that relate to the whole or some part of an 

organization. 
 

Category 9 Values, Ethics, and Standards 
 Questions, concerns, issues or inquiries about the fairness of organizational values, ethics, 

and/or standards, the application of related policies and/or procedures, or the need for creation 
or revision of policies, and/or standards. 
 

Category 10 Educational Partners5 
 Questions, concerns, issues, or inquiries arising between educational partners (e.g., teacher-

parent, teacher-student, principal-parent, etc.) 
 

 
5 Category 10 was established to improve the classification of concerns from PWCS educational partners. 
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Uniform Reporting Categories Data 

 
Each IOA reporting category contains numerous subcategories which are used to 
classify the concerns brought to the office. The chart below reflects the total number of 
subcategory concerns. Often, a visitor will express concerns related to more than one 
category/subcategory. For a more detailed explanation of this data, see Appendix B. 
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Concerns Expressed by Employee Visitors 

 
Category 2 Evaluative Relationships is the highest category of concerns expressed by 
Employee visitors. For a more detailed explanation of this data, see Appendix B. 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Most Often Expressed Sub-Categories 
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Concerns Expressed by Parent/Guardian Visitors 

 
Category 10 Educational Partners is the highest category of concerns expressed by 
Parent/Guardian visitors. For a more detailed explanation of this data, see Appendix B. 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Most Often Expressed Sub-Categories 
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Concerns Expressed by Community Visitors 

 
Category 10 Educational Partners is the highest category of concerns expressed by 
Community visitors. For a more detailed explanation of this data, see Appendix B. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Most Often Expressed Sub-Category 
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Concerns Expressed by Student Visitors 
 
Category 10 Educational Partners is the highest category of concerns expressed by 
Student visitors. For a more detailed explanation of this data, see Appendix B. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Most Often Expressed Sub-Categories   
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Post-Visit Feedback 
 
The Ombuds Office sends a post-visit survey as an opportunity for visitors to provide 
feedback to the office. This anonymous feedback survey asks five questions: How the 
visitor first learned about the office; What might have happened if the visitor had not 
contacted the office; Whether the visitor would refer others to the office; The likelihood 
the visitor would reach out again; and an open-ended question where visitors can 
provide suggestions for improvement. As received, the feedback and survey data will be 
used for the office’s continuous improvement. 
 
The response rate for this year was 5%. The feedback was overwhelmingly positive, 
with 83% of the respondents stating they would refer others to the office and another 
89% saying they would use the office again should the need arise. Visitors also sought 
the opportunity to provide feedback to the Ombuds. For examples of such feedback, 
see Appendix C.  
 
The chart below indicates other options respondents would consider if the Ombuds 
Office did not exist as a resource. This feedback highlights the positive impact the role 
has as a confidential resource where visitors can discuss their concerns and explore 
options informally. 
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Outreach 

 
As part of her ongoing efforts to enhance community engagement, Mrs. Bookstein 
conducted outreach to Parent-Teacher Organizations (PTOs) and Parent-Teacher 
Associations (PTAs), where she introduced herself and provided an overview of the 
Ombuds role. These engagements served to raise awareness, foster trust, and promote 
greater understanding of the services and support available through the Ombuds Office. 
Also, Mrs. Bookstein committed to enhancing her cultural competence by increasing her 
awareness and effectiveness in working with interpreters. As a result of these efforts, 
the Ombuds Office experienced a notable increase in visits from non-English-speaking 
visitors.  
 
Mrs. Bookstein designed and facilitated a professional development course titled 
“Unlock Your Superpower: Become a Master Communicator.” This course was 
presented at PWCS’ annual Excellence and Equity in Education Conference as well as 
the annual Classified Professional Development Conference. Based upon the success 
of these presentations, Mrs. Bookstein also provided the presentation as a professional 
development series for the Human Resources Department. The training equipped staff 
with practical communication tools to navigate workplace dynamics and foster a 
respectful, inclusive environment.  
 
Mrs. Bookstein continues to serve in a leadership capacity for IOA’s K-12 Ombuds 
group. This group has over 40 members who serve in the K-12 Ombuds field throughout 
the United States. In this position, Mrs. Bookstein provides leadership, guidance, and 
support for their programs. 
 

Professional Development 
 
Mrs. Bookstein attended the following trainings: 

• IOA Virtual Symposium  

• IOA Annual Conference 

• IOA course: Ombuds Communication  

• IOA course: Inclusive Facilitation  

• IOA course: The Organization as "Visitor" and What That Means  

• Trauma Informed Care course: Becoming a Trauma-Informed Care 
Practitioner  

• Harvard University course: Outsmarting Implicit Bias  

• PWCS course: Collective Bargaining  

• PWCS course: Legal Hot Topics 
 

Mrs. Bookstein also actively participated in the IOA, USOA, and the Association for 
Conflict Resolution. 
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Contact Information  

 
Thank you for taking the time to read this annual report. To learn more about the PWCS 
Office of the Ombuds and how we can support you, please visit our website. 
 

Feel free to contact the Ombuds Office anytime to: 
 

• Address a workplace conflict or school-related concern; 

• Ask questions involving PWCS policies, regulations, and/or practices; 

• Discuss a potential systemic concern; 

• Schedule training on a conflict-related topic. 
 
Due to the confidential nature of the Ombuds Office, visitors are seen by appointment 
either in-person, virtually, or over the phone. To schedule an appointment directly, 
please use our online booking system. 
 
The Ombuds Office is located at:  
 
 
 
 
For any questions/concerns, you can contact us in the following ways: 
 

Email:  ombuds@pwcs.edu 

Phone:  703-791-8587 

 
 

Independent Hill Complex 
14800 Joplin Road, T 50-01 
Manassas, VA  20112 
 

http://www.pwcs.edu/ombuds
https://calendly.com/pwcs-ombuds
mailto:ombuds@pwcs.edu
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Appendix A 
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Category 10 was created by the PWCS Office of the Ombuds to improve the classification of 
concerns from educational partners and is not associated with the IOA. 
 
10. Educational Partners 
Questions, concerns, issues, or inquiries arising between educational partners (e.g., teacher-parent, 
teacher-student, principal-parent, etc.) 
 
10.a Academics (academics, classes, curriculum, etc.) 
10.b Athletics (athletics or extracurricular activities) 
10.c Attendance (attendance, absences, truancy, etc.) 
10.d Bullying/Harassment/Discrimination (abusive, threatening, coercive behaviors and/or 

discriminatory practices based on race, gender, nationality, sexual orientation) 
10.e Customer Service/Communication (quality and/or quantity of customer 

service/communication) 
10.f Discipline (impact of disciplinary decisions) 
10.g Enrollment/Residency (enrollment, transfers, residency, etc.) 
10.h Equity of Treatment (favoritism, one or more individuals receive preferential treatment) 
10.i Fear of Retaliations Against Student (punitive behaviors for previous actions, or 

comments) 
10.j Grading (grading, assessments, etc.) 
10.k Leadership Effectiveness (management of department, classroom, or building; failure to 

address issues) 
10.l School Environment/Climate (prevailing behaviors, norms, or attitudes within a 

department or building) 
10.m Special Education (special education matters such as IEPs, 504 plans, etc.) 
10.n Technology (technology, equipment, etc.) 
10.o Transportation (transportation related matters) 
10.p Other (any other educational partner questions, issues, or concerns not described by the 

above sub-categories) 
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Appendix B – Data Tables                (All Visitors) 

  2020 2021 2022 2023 2024 
1 COMPENSATION & BENEFITS      
1.a Compensation 5 2 4 3 11 

1.b Payroll 1 1 0 0 1 

1.c Benefits 1 3 5 3 3 

1.d Retirement, Pension 0 1 0 0 0 

1.e Other 3 0 0 3 2 

Subtotal 10 7 9 9 17 

2 EVALUATIVE RELATIONSHIPS      
2.a Priorities, Values, Beliefs 1 0 34 33 59 
2.b Respect/Treatment 50 44 86 55 90 
2.c Trust/Integrity 36 27 70 35 87 
2.d Reputation 5 12 25 24 52 
2.e Communication  47 29 93 60 97 
2.f Bullying, Mobbing 5 7 6 2 29 
2.g Diversity-Related 27 10 13 17 27 
2.h Retaliation 72 31 36 7 27 
2.i Physical Violence 1 1 0 0 0 
2.j Assignments/Schedules  24 18 44 26 55 
2.k Feedback 0 7 59 42 65 
2.l Consultation 6 1 1 6 15 
2.m Performance Appraisal/Grading 11 9 23 16 37 
2.n Departmental Climate 22 17 65 31 76 
2.o Supervisory Effectiveness 22 17 94 56 96 
2.p Insubordination 1 0 1 2 8 
2.q Discipline 7 7 7 6 5 
2.r Equity of Treatment 21 11 47 26 39 
2.s Other 2 0 0 2 1 

Subtotal 360 248 704 446 865 
3 PEER AND COLLEAGUE RELATIONSHIPS      
3.a Priorities, Values, Beliefs 0 2 10 10 12 
3.b Respect/Treatment 13 11 23 16 15 
3.c Trust/Integrity 10 9 21 13 12 
3.d Reputation 3 2 12 9 6 
3.e Communication 7 12 22 15 15 
3.f Bullying, Mobbing 5 7 5 0 5 
3.g Diversity-Related 9 0 3 3 2 
3.h Retaliation 6 7 4 1 1 
3.i Physical Violence 0 1 2 1 2 
3.j Other 0 0 0 3 2 

Subtotal 53 51 102 71 72 
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  2020 2021 2022 2023 2024 
4 CAREER PROGRESSION AND DEVELOPMENT      
4.a Job Application/Selection and Recruitment Processes 3 5 4 7 3 
4.b Job Classification and Description 3 1 1 4 4 
4.c Involuntary Transfer/Change of Assignment 3 2 5 9 5 
4.d Tenure/Position Security/Ambiguity 0 3 7 18 26 
4.e Career Progression 1 6 6 17 26 
4.f Rotation and Duration of Assignment 4 1 2 2 2 
4.g Resignation 1 2 11 11 17 
4.h Termination/Non-Renewal 0 3 1 3 4 
4.i Re-employment of Former or Retired Staff 0 1 0 0 0 
4.j Position Elimination 0 0 1 1 1 
4.k Career Development, Coaching, Mentoring 0 1 4 10 3 
4.l Other 0 0 0 12 1 

Subtotal 15 25 42 94 92 
5 LEGAL, REGULATORY, FINANCIAL AND COMPLIANCE      
5.a Criminal Activity 0 1 0 7 2 
5.b Business and Financial Practices 0 1 5 1 3 
5.c Harassment 1 1 3 5 3 
5.d Discrimination 17 7 12 8 4 
5.e Disability, Temporary or Permanent, Reasonable 

Accommodation 
24 5 6 6 4 

5.f Accessibility 0 0 0 2 0 
5.g Intellectual Property Rights 0 0 0 0 0 
5.h Privacy and Security of Information 0 0 0 1 2 
5.i Property Damage 0 0 0 0 0 
5.j Other 4 2 3 5 15 

Subtotal 46 17 29 35 33 
6 SAFETY, HEALTH, AND PHYSICAL ENVIRONMENT      
6.a Safety 44 13 20 23 25 
6.b Physical Working/Living Conditions 4 2 6 11 6 
6.c Ergonomics 0 3 0 1 0 
6.d Cleanliness 0 0 0 0 1 
6.e Security 0 1 4 6 12 
6.f Telework/Flexplace 35 7 1 0 0 
6.g Safety Equipment 0 0 0 0 0 
6.h Environmental Policies 1 0 0 0 0 
6.i Work-Related Stress and Work-Life Balance 0 5 31 31 91 
6.j Other 0 0 0 0 0 

Subtotal 84 31 62 72 135 

 
 



 

Ombuds Annual Report 

Submitted August 22, 2025 26 Prince William County Public Schools 

ANNUAL REPORT 
July 2024 – June 2025 

 
 

  2020 2021 2022 2023 2024 
7 SERVICES/ADMINISTRATIVE ISSUES      
7.a Quality of Services 8 27 39 55 19 
7.b Responsiveness/Timeliness 10 18 32 37 26 
7.c Administrative Decisions and Interpretation/Application of 

Rules 
10 43 57 65 53 

7.d Behavior of Service Provider(s) 11 29 59 77 60 
7.e Other 3 0 9 53 2 
7.f Athletics 9 6 1 1 0 
7.g Fear of Retaliation Against Student 1 10 7 13 1 

Subtotal 52 133 204 301 161 
8 ORGANIZATIONAL, STRATEGIC, AND MISSION 

RELATED 
     

8.a Strategic and Mission-Related/Strategic and Technical 
Management 

1 1 33 28 25 

8.b Leadership and Management 15 17 44 33 26 
8.c Use of Positional Power/Authority 6 15 8 7 5 
8.d Communication 1 8 34 26 11 
8.e Restructuring and Relocation 0 0 1 4 3 
8.f Organizational Climate 0 12 49 33 31 
8.g Change Management 0 2 12 10 6 
8.h Priority Setting and/or Funding 2 0 4 1 1 
8.i Data, Methodology, Interpretation of Results 0 0 0 0 0 
8.j Interdepartment/Interorganization Work/Territory 0 1 4 2 2 
8.k Other 0 0 0 3 0 

Subtotal 25 56 189 147 110 
9 VALUES, ETHICS, AND STANDARDS      
9.a Standards of Conduct 2 1 10 2 2 
9.b Values and Culture 27 11 18 21 3 
9.c Scientific Conduct/Integrity 0 0 1 0 0 
9.d Policies and Procedures NOT Covered in Broad Categories 1 

thru 8 
1 10 0 

0 0 

9.e Other 4 0 0 0 0 
Subtotal 34 22 29 23 5 

10 EDUCATIONAL PARTNERS      
10.a Academics     20 
10.b Athletics     5 
10.c Attendance     18 
10.d Bullying/Harassment/Discrimination     22 
10.e Customer Service/Communication      34 
10.f Discipline     23 
10.g Enrollment/Residency     14 
10.h Equity of Treatment     32 
10.i Fear of Retaliations Against Student     17 
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  2020 2021 2022 2023 2024 
10 EDUCATIONAL PARTNERS      
10.j Grading     3 
10.k Leadership Effectiveness     36 
10.l School Environment/Climate     28 
10.m Special Education     18 
10.n Technology     2 
10.o Transportation     3 
10.p Other     18 

Subtotal     293 
Totals6 679 590 1370 1198 1783 

 

 

 

 

 

 

 
 
 
  

 
6 Annual reports will include data for only the last five years. For any prior year data, please consult the 
Office of the Ombuds website. 
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Appendix C – Visitor Feedback 
 

 


