

















ORIGIN OF
SCENARIOS

While the Office cannot
discuss specific cases, we
can provide representative
scenarios reflecting the
kinds of situations we
handle. These scenarios are
composite examples and do
not represent actual cases.

CHANGING
ENDS - THEN
D NOwW

pelow are the population demo-
graphics of people using the
Office of the Ombudspersons:

1994-
1996 2003

Female 65% 64%
Male 35% 36%

Exempt 30% 46%
Non-Exempt 0% 64%

Following are the kinds of issues
brought to the Office, expressed
as a percentage of the total.

Leadership 48% 35%
Communication
Respectfulness
Change Management
Collaboration & Influence

Job Itself 21%  32%

Counseling
Company Practices

Meritocracy 16% 11%

Compensation
Severance

Company Assets  15%  22%

iness Process Control
ial Control
iance
¢ Policy

Safe & Healthy Workplace
Fraud

Theft & Embezzlement
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ALLIANCES CAN BE TRICKY

Andrew had recently been assigned to a
project team for developing a new
alliance partner in the rich but emerging
market of Zoukais. This market had
recently gaing¢d independence and the
country was at a stage where its
constitution and governance structures
were still evolving. There were however,
many wealthy business groups who had
built their businesses through traditional
trading of commodities for which their
country was famous.

Andrew met several of these potential
partners who wined and dined him very
well. They were more than willing to
provide personal favors to establish an
alliance with American Express. After
several rounds of meetings, Andrew
zeroed in on one firm: Zebbellin Pte.
They had a strong balance sheet, excel-
lent connections with government regu-
lators, the resources to deal with difficult
market situations or competitors, and a
history of over 25 consecutive years in
profitable businesses.

Andrew was drafting the
proposal for his man-
agement’s approval
when his colleague
Pete raised a dis-
turbing fact to

him. Pete

_ informed Andrew he had heard from his

connections in Zoukais and that this
group’s real source of cash flow was
drugs, narcotics, and gambling. The
hotels, designer boutiques, spas, fine
dining restaurants, and finance
companies were nothing but a front to
cover up their real activities. Andrew
was distressed upon hearing this infor-
mation but felt nonetheless that he could
still form a strong, profitable alliance
with Zebbelin Pte.

Pete was concerned with Andrew’s deci-
sion to pursue this proposal and decided
to talk confidentially with an Ombuds-
person. Pete explained that he was
aware of a proposal for alliance with a
potential business partner that should not
be acceptable under Amex’s standards
and values. He wanted to report the
matter, but was unsure as to who could
investigate it. The Ombudsperson and
Pete reviewed several options for Pete to
report his concerns. Pete decided to give
permission to the Ombudsperson to
anonymously alert the Head of Business
Alliance and the General Counsel’s
Office. The Ombudsperson relayed the
information that Pete had provided.

An independent investigation established
that Pete’s information was correct.
Andrew’s proposal was not approved.
Andrew was counseled by his leader and
scheduled for Brand Training. Pete was
very satisfied that no one ever knew that
he had reported the issue.
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Scandals ﬁw Other Companies

Brings Focus toe ,
porcate Governance

S 2003

“CANT LOOK THE OTHER WAY”

When Max finally worked up the
courage to call the Ombudsperson he still
wasn’t sure he had a legitimate {ssue.
Several weeks earlier, Max had observed
some behavior at a social event for his
work unit that made him very uncomfort-
able. It was well known within the
group that two colleagues, Alan and
Samantha had been involved with each
other but Samantha had recently

broken off the relationship. Alan and
others had been drinking at this event
and began rating their co-workers based
on their bodies and sex appeal. The
group became loud and boisterous and
Max became quite disturbed by the
comments being made. At one point
Alan said very negative personal things
about Samantha as well as about her
work performance. Samantha heard
these comments and left the event,
obviously upset. The tough part of this
for Max was that Alan and Max’s boss,
Henry, had heard the whole thing and
did nothing.

When Max brought these events to the
attention of the Ombudsperson, they dis-
cussed options for escalating Max’s con-
cemns. They discussed either going to
Human Resources, to Henry’s boss or to
Henry himself. After discussing the pros
and cons of each option, Max decided
that the fair thing to do was to let Henry
know how uncomfortable he was with
these events. Max hoped Henry would
take appropriate action. Max understood
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that if Henry didn’t address the events,
he still had the option of going to Human
Resources or to Henry’s boss. Max
agreed to follow up with the
Ombudsperson after his discussion

with Henry.

A few days later, Samantha also called
the Ombudsperson to discuss the event
she witnessed. The Ombudsperson did
not reveal that she already knew about
the situation because she had to maintain
the confidentiality of the discussion with
Max. After reviewing her options,
Samantha decided she would directly
report the incident to Human Resources
who investigated the incident. Alan was
given a final warning and Henry was
reprimanded, as the Senior Leader, for
not taking action to stop the
inappropriate behaviors. The Amex
Code of Conduct document was also
re-distributed to the unit.

2003
RESULTS

Increased percentage of
issues that were high
impact/company asset
related from 13% in
2001 to 21% in 2003

Implemented initial
stages of a global
servicing model

Visited over twenty

Amex locations to build
awareness of the Offi
listen to concerns an‘
share trends with

business leaders

Implemented first stages
of a plan to build aware-
ness of the Office within
third party vendors

Directed inquirers with
concems around
harassment and discrimi-
nation to appropriate
formal resources

Helped surface issues
about:

- Travel and expense
violations

- Leadership span of
control issues

- Behaviors of joint venture
leaders inconsistent with
the Blue Box Values

- Overspending on
consultants

- Security concerns in
handling cash

- Privacy and confidentighi
of employee & cust
data

- Improper sales practices
- Conflicts of interest with
external vendors





