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Abstrakt

Bakalatska prace Role redakcni ombudsmanii v komparativni perspektivé zkouma postaveni
deseti ombudsmanti z Ceské republiky, Nizozemska, Kanady, Portugalska a Danska. Za
pomoci kvalitativni metody polostrukturovanych rozhovori vedenych s deseti respondenty
z televize 1 rozhlasu, tisku a online médii zjist'uje, ke kterému ze dvou modelt se priklani.
Prvni model predstavuje kriticky hlas Ctenatti, druhy vyslance redakce ¢i zpravodajského
média k publiku. Oba modely navrhli nizozemsti teoretici médii Arjen van Dalen a Mark
Deuze. Vysledky ukazuji, Ze mensina se hlasi k modelu kritického hlasu ¢tenari, vétSina
tedy vystupuje v roli velvyslance redakce. Z provedenych rozhovora vsak vyplyva, ze tento
model je simplifikaci reality, jelikoZz média plisobi v systémech s riiznym nastavenim
medialni legislativy. Zavéry dale ukazuji, Ze rozmach socialnich siti spolu s dezinformacemi
stavi ombudsmany do pozice, kdy musi publiku nejen vice vysvétlovat redakéni postupy,

ale urcité novinaie dokonce i hajit.

Abstract

The bachelor thesis The Role of Public Editors in a Comparative Perspective examines the
position of ten ombudsmen from the Czech Republic, the Netherlands, Canada, Portugal,
and Denmark. Using a qualitative method of semi-structured interviews conducted with ten
respondents representing television, radio, print and online media, it finds out, which of the
two models proposed by Dutch media theorists Arjen van Dalen and Mark Deuz they lean
towards. The results show that a minority of ombudsmen fall under the definition of the
reader’s advocate, so the majority represent the paper’s ambassador. However, the
interviews show that this model does not sufficiently reflect reality, as each medium and
ombudsman has a different nature. The findings further show that the rise of social media
and misinformation puts ombudsmen in a position where they must not only explain editorial

practices to audiences, but also defend certain journalists.
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Uvod

Dvacaté stoleti se stalo v déjinach zpravodajskych médii v mnoha ohledech kli¢ovym. V
dasledku bulvarizace zprav v ném dochazi k redefinici jak ulohy, tak i podoby profese
novinaie. Nastava etapa profesionalizace povolani a etiky socialn¢ odpovédného tisku a
médii, s jejichz vznikem se rodi 1 jednotlivé formy samoregulace zurnalistiky. Jednou z nich
je pravé instituce redakéniho ombudsmana, ktery v ramci redakce vystupuje jako
prostiednik dialogu mezi novinafi a publikem. Ombudsman plni n¢kolik podstatnych uloh.
Nejenom vyftizuje podnéty publika zpét do redakce, ale také dohlizi na dodrzovani
novinaiské etiky a zasad objektivity, spravedlnosti a vyvazenosti. Pfi vykonu své profese se
denn¢ pohybuje na pomezi nékolika roli, které v roce 2006 vytycili nizozemsti teoretici
médii Arjen van Dalen a Mark Deuze. Na stran¢ jedné predstavuje kriticky hlas ctenaiti. Pii
vyfizovani stiznosti publika vystupuje v roli nezévislého rozhodciho, ktery kriticky zkouma
postupy novinafii a snazi se eliminovat systémové chyby. Na strané druhé plni funkci
vyslance redakce ¢i zpravodajského média k publiku. StéZovatelim se tedy spiSe snazi
vysvétlovat redakéni postupy a obhajovat ¢innost média ¢i konkrétnich novinaii. Vychazim
z predpokladu, ze role a funkce redakéniho ombudsmana, editora pro vetejnost a redaktora

pro ¢tenafe jsou do zna¢né miry podobné.

Cilem této prace je nejen komplexné shrnout, co si pod pojmem redakéniho ombudsmana
mame piedstavit a co ke vzniku této pozice vedlo, ale také s pomoci kvalitativnich metod
zjistit specifika prace kazdého ze mnou zvolenych ombudsmant. Za pomoci
polostrukturovanych hloubkovych rozhovort vedenych s deseti respondenty zastupujicimi

televizi, rozhlas, tisk i online média zjist'uji, ke kterému z t€chto dvou modela se priklani.

Inspirovala jsem se pii vyzkumu citditem vykonného feditele Mezinarodni organizace
ombudsmanii (ONO) Jeffreyho Dvorkina, ktery poznamenal, Ze neexistuji dva ombudsmani,
ktefi by plnili svoji praci stejnym zptisobem. V praktické ¢asti se proto na zéklad¢ deseti
polostrukturovanych rozhovorii se zvolenymi respondenty z Ceské republiky i ze zahraniéi
budu zabyvat naplni jejich prace. Ve vysledku by tak méla tato prace ptinést diky komparaci

uceleny obraz o funkci redakéniho ombudsmana.

Oproti schvélené tezi bylo provedeno nékolik zmén. Pii realizaci prace bylo nutné se
odchylit od prvotniho sefazeni kapitol, protoze béhem provedeni vyzkumu se ukdzalo, ze

samotné¢ kapitoly o etice a samoregulaci nejsou pro bakalarskou praci klicové. Nastinila jsem



je proto pfedevs§im v navaznosti na institut redak¢niho ombudsmana, kterému jsem vénovala
vetsi prostor pravé proto, ze se jednd o pomérné neprozkoumané téma v tuzemském
diskurzu. Jediny vyzkum vénovany redakénim ombudsmaniim z roku 2021 nezkoumal
jejich rozmanitost, ale budoucnost v éfe technologické konvergence. Restrukturalizace prace
byla nutnd, abych se zaméfila na popis samotné instituce a pfinesla vétsi vhled do dané

problematiky. Zakladni seznam literatury a prament byl soucasn¢ vyrazn¢ rozsitren.
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1. Vybrané zakladni pojmy

Cilem této ¢asti je uvést do kontextu vybrané pojmy a principy z teorie zurnalistiky, které

poskytnou vétsi vhled do vzniku funkce ombudsmana.

1.1. Novinarska etika

Etika je naukou o mravech, zvycich a obycejich. Pfedstavuje filozofickou disciplinu, ktera
zkoumd, oduvodiiuje a formuluje normy lidského chovani. Teorie etiky nabizi né€kolik
moznych pfistupl k jeji systematizaci, které zpravidla vychazeji z cilli, oblasti zjmu ¢i
predmétovych preferenci'. | Neexistuje jedna jedind etika, ale je mnoho etickych teoril,

Jjejichz spolecnym jmenovatelem je objektivni a interaktivni zkoumdni.**

Italsky filozof a zakladatel filozofie informace Luciano Floridi rozliSuje mezi tvrdou a
mekkou etikou. Tvrdou etiku oznacuje za tu, kterd muze ptispét k tvorbé nebo formovani
prava. Mékka etika je §irsi, zvazuje, co by se mélo a nemélo délat. Postupuje nad ramec
existujicich norem, tedy nesméfuje proti nim. Projevem mekké etiky je naptiklad
samoregulace. ,,Mékka digitdlni etika miize byt spravné uplatiiovana v téch castech svéta,
kde je digitdlni regulace jiz na dobré strané rozdéleni na moradlni a nemoralni. Bylo by vsak
chybou prosazovat pristup mekké etiky pro stanoveni normativniho ramce, pokud subjekty
(zejména vlady a spolecnosti) piisobi v kontextech, kde se lidska prava nerespektuji, napr. v
Ciné, Severni Koreji nebo Rusku, nebo v kontextech, kde je pravé tvrda etika potiebnd ke
zméné nékterych stavajicich regulaci, napr. v USA, pokud jde o sitovou neutralitu, a tim

spise v jiz zminénych tiech zemich. Ve viech téchto pripadech potiebujeme tvrdou etiku .

Uplatilovani teorie etiky v jednotlivych oblastech zivota spole¢nosti a jedince zkouma
aplikovana etika. Pod aplikovanou spad4 i etika profesni a novinafsk neboli Zzurnalistick4.*

Novinafska etika zkouma Gvahy a argumenty, jak by méli zurnalisté pi1 vykonu své prace

! MORAVEC, Viclav. Promény novindiské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
147.

2REMISOVA, Anna. Etika médii. Bratislava: Kalligram, 2010. ISBN 978-80-8101-376-8. Strana 51.

3 FLORIDI, Luciano. Soft Ethics: Its Application to the General Data Protection Regulation and Its Dual
Advantage [online]. Dostupné z: doi:https://link.springer.com/article/10.1007/s13347-018-0315-5

4 MORAVEC, Vaclav. Promény novindi'ské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
147.
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jednat.’> Pokousi se vysvétlit fadu eticky spornych oblasti a nejéast&ji se vyskytujicich
dilemat v oblasti novinarské profese, napiiklad piipustnost novinaifova vyzrazeni zdroje
informace. Jak shrnuje ve své knize Vaclav Moravec: ,,Ucel novindiské etiky je tak veskrze
prakticky: objasnit zdasady a zlepsit profesni jednani zurnalistii tak, aby dochazelo k eticky

uvazlivému vsudku.<°

Na mikrourovni novinafskd etika zkouma postupy novinafe v
konkrétnich situacich v dennodenni redak¢ni praxi, naptiklad pii etickych dilematech. Na
makrourovni fesi obecnéjsi otazky, napt. presnost, pravdivost, ochranu soukromi obéti a
spoletenskou odpovédnost zurnalistiky.” Novindfi maji povinnost uvazovat nejen o
kratkodobych, ale 1 o budoucich a piedvidatelnych disledcich, protoze vysledky jejich prace
ovliviiuji Sirokou vetejnost. N&kdy jde o stovky, tisice ¢i dokonce miliony lidi.* U novinit
proto predpokladame, ze budou dodrzovat pravidla profesni etiky — souhrn etickych
pozadavk, kterymi je zavazan kazdy ¢len dané profese. Profesni etika zahrnuje i pozadavky
spole¢nosti na tuto profesi’, coz je v piipadé novinaiské profese tikol slouzit vefejnému
zajmu, pfindSet pravdivé informace, byt Cestny, nést zodpovédnost za svoje Ciny,
respektovat lidskou dustojnost a lidska prava, vcetné prava jinych na svobodu projevu a

tisku.'?

Pozornost vefejnosti na novinatskou etiku v roce 2003 upoutal kmenovy reportér prestizniho
amerického listu The New York Times Jayson Blair. Novinaf opisoval z jinych novin,
redakénich databazi tiskovych agentur, nékteré situace Ci citace si ve svych ¢lancich
vymyslel uplné. List ve ¢tyfstrankové zprave o internim Setfeni konstatoval ptfitomnost chyb
v nejmeéné 36 ze 73 ¢lank, které Blair napsal mezi fijnem 2002 a dubnem 2003. Mezi ¢lanky
patfily Blairovy oceflované reportaZe o odstielovaci, ktery koncem roku 2002 terorizoval
oblast Washingtonu, D. C., a také ptibeh o rodinach vojaka, kteti pocatkem roku 2003

bojovali ve valce v Iraku. Reportér v kvétnu 2003 na zaklad€ prokazanych obvinéni

5 Tamtéz

¢ MORAVEC, Véclav. Promény novindrské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
153.

"MORAVEC, Viclav. Promény novindiské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
153.

8 REMISOVA, Anna. Etika médii. Bratislava: Kalligram, 2010. ISBN: 978-80-8101-376-8. Strana 169.
9 REMISOVA, Anna. Etika médii. Bratislava: Kalligram, 2010. ISBN: 978-80-8101-376-8. Strana 87.
10 REMISOVA, Anna. Etika médii. Bratislava: Kalligram, 2010, 300 s. ISBN 978-80-8101-376-8. Strana 88.
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rezignoval, v disledku skandalu o mésic pozdéji rezignovali i dva vedouci pracovnici listu'!.
Tehdejsi vydavatel The New York Times uvedl, Zze noviny zvazi jmenovani redak¢niho
ombudsmana. Po propuknuti Blairovy plagiatorské aféry jmenoval prozatimniho vykonného
editora, ktery v Cervenci téhoz roku oznamil, ze skutecné hodld zaméstnat redakéniho
ombudsmana a editora pro standardy, kteifi budou na novinaie dohlizet. Uvedl také, ze
redak¢éni ombudsman bude pravidelné zvefejiiovat komentaie o redakcnich postupech,
nebude viak psat tydenni sloupek sméfovany ke kritice zaméstnancti.'? | Jestlize Blairiv
skandal obnovil verejnou diskuzi o novinarské etice, varovné signdaly rostouci skepse
verejnosti viici etickym pokleskiim ve zpravodajskych médiich existovaly jiz delsi dobu. !
Rada faktort vedoucich ke ztraté diivéry v média se objevuje jiz na prelomu 19. a 20. stoleti,
kdy doslo ke komercionalizaci a bulvarizaci tisku. Ctenaiskou skepsi v oblast médii vyvolal
nastup masového tisku a rozmach zluté¢ zurnalistiky, které vedly k eticky kontroverznim
novindiskym postupiim.'* Situace se vyostiila v dob& prvni svétové vélky, kdy se média

zapojila do valeéné propagandy'®.

1.2.  Systém odpovédnosti médii

Zpravodajska média proto potiebuji, co Bertrand nazyva systémem odpovédnosti médii
(media accountability system). Jeho cilem je pfedevs§im sluZzba vetfejnému zajmu, obnova
prestize médii v ocich vefejnosti, ochrana svobody slova i tisku a také zisk profesni

autonomie'. Tento systém piedstavuje vSechny nestatni prostiedky!’, které ¢ini média

" NEMETH, Neil. News ombudsmen in North America: assessing an experiment in social responsibility.
Westport, Conn: Praeger, 2003. ISBN 0-313-32136-1. Strana 1.

12 Tamtéz.
13 Tamtéz
14 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional

Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,

2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Strana 70.

15 BAKIR, Vian a David BARLOW. Communication in the Age of Suspicion: Trust And The Media. New
York: Palgrave Macmillan, 2007. [cit. 2023-07-05] ISBN 978-0-230-00254-8. Strana 27-36.

16 BERTRAND, Claude-Jean. Media Ethics and Accountability Systems. New Brunswick: Transaction
Publishers, 2000. ISBN 1-56000-420-7. Strana 151.

17 Ve vztahu ke zpravodajskym médiim rozliSujeme dvé formy regulace, a to externi a interni. V pfipadé externi
regulace jde o souborem norem vytvofenych statem ¢i vladou. Samoregulaci rozumime soubor pravidel
pfijatych subjekty mezi sebou, tedy na statu nezavislou a zcela autonomni. Moravec rozlisuje i tfeti model —
regulaci hybridni, k niz dochdzi pod tlakem wvnéjSiho svéta, napiiklad pii hrozbé ptisnéj§i externi
samoregulace.'”
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odpovédnymi vetejnosti, Bertrand vSak primarné odkazuje k samoregula¢nim nastrojim
zurnalistiky'®. Samoregulace Zurnalistiky plni nékolik specifickych funkci v rdmci profese:
napomahd rozhodovéni v eticky spornych oblastech, pfispivd k védomi profesni identity
uvnitf i vn¢ profese a téz brzdi pokusy politikl o vyuziti nastroje externi regulace. Vychazi
ze spolecné sdilenych principti seridézni zurnalistiky a je podminéna individualnim
hodnotovym ramcem kazdého novinafe a jeho profesni a moralni integritou.! Jak
upozornuje Anna RemiSova: ,,Hlavnimi tvirci samoregulacnich nastrojit by mély byt
profesni a odborové svazy novindri, protoze praveé novinari znaji nejlépe etické problemy

profese a jediné oni mohou byt strdzci profesnich hodnot.**°

Mezi nejcastéjsi formy
samoregulace patfi profesni kodexy, tiskové rady, systém priibézného vzdélavani a také

ombudsmani.?!

Susanne Fenglerova zdlraznuje, ze zpravodajska média zpravidla vyuzivaji samoregulacni
nastroje 1 systém odpovédnosti zejména v dobach velké spole¢enské nespokojenosti. V této
souvislosti upozorfiuje na skutecnost, ze prvni eticky kodex novinarti ve Spojenych statech
americkych vznikl v roce 1923 po kritice vlivu politické propagandy a reklamniho primyslu
na obsah zpravodajskych médii*>. Podle Bertranda by pravé specializovani novinati méli
sledovat média a nasledn& o nich kriticky referovat®*. Podobné myslenky se drzela i
houZevnata skupina redak¢énich ombudsmant po celém svété, kterd po propuknuti Blairovy
plagidtorské aféry stravila zna¢nou dobu rozvahami, jak by list mohl skandéalu zabranit,

kdyby mé&l ombudsmana®*.

18 BERTRAND, Claude-Jean. Media Ethics and Accountability Systems. New Brunswick: Transaction
Publishers, 2000. ISBN 1-56000-420-7. Strana 107.

1Y MORAVEC, Viclav. Promény novindrské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
300.

20 REMISOVA, Anna. Etika médii. Bratislava: Kalligram, 2010. ISBN ISBN: 978-80-8101-376-8. Strana 99.

2 MORAVEC, Vaclav. Promény novindrské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
301.

22 FENGLER, Susanne. Holding the News Media Accountable: A Study of Media Reporters and Media Critics
in the United States [online]. 2003 [cit. 2023-07-27]. Dostupné Z: doi:
https://doi.org/10.1177/1077699003080004050pen_in_new. Strana 818.

23 BERTRAND, Claude-Jean. Media Ethics and Accountability Systems. New Brunswick: Transaction
Publishers, 2000. ISBN 1-56000-420-7. Strana 116.

24 NEMETH, Neil. News ombudsmen in North America: assessing an experiment in social responsibility.
Westport, Conn: Praeger, 2003. ISBN 0-313-32136-1. Strana 1.
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2. Ombudsman

Moravec definuje ombudsmana jako ,.formadlniho zdstupce ci zplnomocnénce verejnosti v
dané organizaci, od néhoz se ocekava reseni stiznosti klientii a naprava chyb, ¢imz ma
prispivat ke zvySovani ditvéryhodnosti dané organizace v ocich verejnosti.**> Ve vztahu k
ombudsmaniim rozliSujeme predev§im dvé podoby: ombudsmana tiskového®® a

redak¢niho?’.

Redakéni ombudsman plisobi v konkrétni redakei €i zpravodajském médiu, kde plni roli
prostiednika dialogu mezi publikem na strané jedné a redakci daného média na stran¢ druhé.
Ombudsman je formalnim mechanismem, podporuje novinaiskou odpovédnost a
diivéryhodnost.?® Ke ziizovani oficialni funkce v tisténych médiich doslo jiz ve 20. letech
20. stoleti, i presto nckteré listy povétovaly své zaméstnance dohledem nad ptesnosti uz
pfedtim. Neslo viak o redakéniho ombudsmana v té podobé, ve které ji znidme dnes®.
Americky denik The New York World zavedl prvni specializovany vybor pro vytizovani
stiznosti Gtenaft nazvany Bureau of Accuracy and Fair Play jiz v ¢ervnu 1913. Utvar
vychazel z iniciativy syna Ralpha Pulitzera Josepha, skladal se z feditele a dvou
zaméstnancl, ktefi proSetfovali stiznosti, opravovali chyby, vedli evidenci novinatii
odpovédnych za chyby a odpovidali na dopisy nespokojenych ¢tenafii. Cilem vyboru bylo

podpofit piesnost, napravit nedbalosti a odstranit nepravdivé zpravy>°. Vybor fungoval aZ

23 MORAVEC, Vaclav. Promény novindiské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
324,

26 Moravec definuje tiskového ombudsmana jako prvoinstanéni stupei pro pfijimani stiznosti vefejnosti na
obsah tisku. Byva ustanoven pfi tiskovych radach ¢i radach médii, nalézame ho ve Svédsku, Irsku ¢i Rakousku.
Je vyssi formou samoregulace neZ redakéni ombudsmani, ale nizZsi neZ tiskova rada.

27 Historie redakénich ombudsmanii navazuje na institut, ktery byl zprvu koncipovan jako ochrance lidskych
prav. Jde o instituci Hogsta Ombudsman (nejvyssi kralovsky ombudsman), kterou svédsky kral Karel XIL.
ziidil v roce 1713. Vefejny ochrance prav mélbv za ukol dohlizet na dodrzovani zakonti a také na to, zda
kralovsti ufednici fadné vykonavaji své funkce po dobu jeho nepfitomnosti. V roce 1809 se funkce
ombudsmana dostala do §védské ustavy. Ombudsman, ktery byl orgdnem parlamentu, byl opravnén posuzovat
individualni odvolani proti vladnimu organu a poskytovat tak ochranu pred svévolnou autoritou statu. Pozdéji
se instituce ombudsmana postupné rozsitila ze Svédska i do dalsich zemi a nasledné se etablovala i v riiznych
oborech od zdravotnictvi, pies bankovnictvi, az po média.

2 MORAVEC, Véclav. Promény novindi'ské etiky. Praha: Academia, 2020. ISBN 978-80-200-3111-2. Strana
325.

2 EBERWEIN, Tobias a Daniel MULLER. Journalismus und Offentlichkeit: Eine Profession und ihr
gesellschaftlicher Aufirag. Wiesbaden: VS Verlag fiir Sozialwissenschaften, 2010. ISBN 978-3-531-15759-7.
Strana 110.

39 NEMETH, Neil. News ombudsmen in North America: assessing an experiment in social responsibility.
Westport, Conn: Praeger, 2003. ISBN 0-313-32136-1. Strana 23.

15



do zaniku listu v cervnu 1931, avSak i1 ptes svou relativné kratkou Zivotnost inspiroval vznik
podobnych instituci 1 v dalSich listech jako Sacramento Bee, Minneapolis Tribune a

Philadelphia Ledger.’!

O devét let pozdéji podobny model samoregulace vznika i v Japonsku. I ptresto, ze tokijsky
denik Asahi Shimbun piipsal napad vyboru pro vyiizovani stiznosti americkému deniku The
New York World, za predchiidce instituce redakéniho ombudsmana povazujeme prave jeho
komisi pro stiznosti zfizenou ve 20. letech 20. stoleti v Japonsku.*? Tak v tokijském deniku
Asahi Shimbun s nejvy$Sim nékladem na svété vznikd redakéni komise ¢i vybor pro
vyfizovani stiznosti étenafa*>. Na rozdil od Spojenych statti americkych diivodem vzniku
nebyla komercionalizace tisku ¢i rozmach zluté Zurnalistiky, ale ,,pouhy* ¢asovy tlak, kviili
kterému se novinaii dopoustéli chyb.** Obdobn4 instituce se objevuje v roce 1938 i v
konkurenénim deniku Yomiuri Shimbun. List ve snaze predejit soudnim sporiim zfizuje
vlastni komisi pro vyfizovani stiznosti, ktera se v roce 1951 proménila v instituci sloZzenou

ze 28 redakénich ombudsmanti. Kazdy z nich mél na starosti uréitou ¢ast agendy —

3L UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,

2011, 147 s. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Strana 70.

32 DVORKIN, Jeffrey. The Modern News Ombudsman: A USER’S GUIDE [online]. 2020 [cit. 2023-07-05].
Dostupné z: https://www.newsombudsmen.org/wp-content/uploads/2020/02/ONO-HANDBOOK-REVISED-
EDITION.pdf. Strana 14.

33 EBERWEIN, Tobias a Daniel MULLER. Journalismus und Offentlichkeit: Eine Profession und ihr
gesellschaftlicher Aufirag. Wiesbaden: VS Verlag fiir Sozialwissenschaften, 2010. ISBN 978-3-531-15759-7.
Strana 110.

3% DVORKIN, Jeffrey. The Modern News Ombudsman: A USER’S GUIDE [online]. 2020 [cit. 2023-07-05].
Dostupné z: https://www.newsombudsmen.org/wp-content/uploads/2020/02/ONO-HANDBOOK-REVISED-
EDITION.pdf. Strana 14.
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fotografie, zahranicni ¢i domaci zpravodajstvi, gramatické chyby, spravedlnost, piesnost a

stiznosti.>® Instituce ombudsmana se nasledné rozsiiuje i celosvétove.®

2.1. Vyvoj redakéniho ombudsmana nap¥ri¢ svétem

Podnét k vytvoreni moderni podoby redakéniho ombudsmana vzesel od dvou novinait z
riznych listd téméf soucasné’’. Editor deniku The Washington Post Ben Bagdikian v bieznu
1967 pro magazin Esquire uvedl, Ze americké novinare trapi nedostatek duvéry vetejnosti,
a pravé ombudsman by mohl ziskat divéry vetejnosti zpét: ,, Néjaky odvazny vydavatel
jednoho dne ve svém listu zavede pro verejnost ombudsmana, ktery bude prezentovat, mluvit,
poskytovat symbol a s trochou §tésti vzbudi zdjem veiejnosti o osud americkych novin.*>
Na Bagdikiana navazal reportér listu New York Times Abraham Henry Raskin. V magazinu
Sunday uvedl, ze by kazdy list mél zavést oddé€leni pro vnitini kritiku. Vedouci takového
odd¢leni by mél podle néj ,,disponovat v novindch dostatecnou nezavislosti, aby mohl slouzit
Jjako ombudsman ctenari vyzbrojeny pravomocemi pro efektivnejsi vykon vsech sluzeb tisku

pro verejnost, zejména hlidkovani na hranicich mysleni a jednani.>°

Prvni ombudsman ve Spojenych statech vznikl tyden po napsani Raskinova ¢lanku v deniku
Louisville Courier-Journal ve stat¢ Kentucky. Barry Bingham starSi sledoval debatu o
odpovédnosti médii mezi svymi kolegy na vychodnim pobtezi, inspiroval se vyslovenou

mySlenkou o ombudsmanovi a trval na tom, aby se role medidlniho ombudsmana ujal jeho

3 EBERWEIN, Tobias a Daniel MULLER. Journalismus und Offentlichkeit: Eine Profession und ihr
gesellschaftlicher Auftrag. Wiesbaden: VS Verlag fiir Sozialwissenschaften, 2010. ISBN 978-3-531-15759-7.
Strana 111.

36 DVORKIN, Jeffrey. The Modern News Ombudsman: A USER’S GUIDE [online]. 2020 [cit. 2023-07-05].
Dostupné z: https://www.newsombudsmen.org/wp-content/uploads/2020/02/ONO-HANDBOOK-REVISED-
EDITION.pdf. Strana 14.

37 NEMETH, Neil. News ombudsmen in North America: assessing an experiment in social responsibility.
Westport, Conn.: Praeger, 2003. ISBN 0-313-32136-1. Strana 23.

38 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 70.

3 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné Z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 71.
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kolega John Herchenroeder.*’ V roce 1970 ziizeni funkce ombudsmana ohlasil i denik The
Washington Post. Tehdejsi editor listu Ben Bradlee siln¢ obhajoval myslenku zavedeni této
pozice pted svou redakéni radou, ktera ,,se obdavala, ze by tato funkce spise podkopala, nez
zvysila ditvéryhodnost listu.“*! Argumentovala to tim, Ze primérny &tendf listu je stejné
inteligentni jako kterykoli z jeho redaktort nebo reportéri, ne-li vice. Bradlee Sel jesté dale
nez noviny v Kentucky. Povéfil nezavislého ombudsmana Postu, aby nejen odpovidal na
stiznosti, ale rovnéz se vefejné a kriticky vyjadifoval k Cinnosti listu v pravidelnych
sloupcich. V tom spocival hlavni rozdil oproti Courier-Journalu, jehoz ombudsman pouze
podaval interni zpravy. V roce 1974 v severni Americe jiz bylo tucet ombudsmani.*?
Konkurenéni list The New York Times zfidil pozici editora pro vefejnost az v roce 2003 po
propuknuti zminéné plagiatorské aféry kmenovych redaktort Jaysona Blaira a Ricka Bragra.
Moravec uvadi, ze ombudsmani obou listi méli stejnou napln prace: pracovali nezavisle na
redakci, a kromé& odpoveédi na podnéty a stiznosti Ctenaili ptispivali i do pravidelnych

sloupkil. V soucasnosti tato pozice ani v jednom z té&chto dvou periodik neexistuje.*

V roce 1973 mélo ombudsmana pouze osm listl1, do 80. let se jejich pocet zvysil na 224, V
prabehu 70. a 80. let pozice ombudsmana vznika i v dalsich denicich — Le Monde ve Francii,
El Pais ve Spanélsku, Politiken v Dansku, Volkskrant v Nizozemsku, Folha de S.Paulo v

Brazilii, Publico v Portugalsku, Guardian a Observer ve Velké Britanii, Maariv v Izraeli,

40 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Journalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné Z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 72.

4'UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 72.

42 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 72.

43 MORAVEC, Vaclav. Promény novindrské etiky. Praha: Academia, 2020, 467 s. ISBN 978-80-200-3111-2.
Strana 326-327.

4 NEMETH, Neil. News ombudsmen in North America: assessing an experiment in social responsibility.
Westport, Conn.: Praeger, 2003. [cit. 2023-07-05]. ISBN 0-313-32136-1. Strana 24.
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Politiken v Dansku, The Toronto Star v Kanad¢, Milliyet a Sabah v Turecku, The Hindu v

Indii.*

Graf ¢. 1: Casova osa vzniku redakénich ombudsmani vybranych médii ve svété
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Ptikladem tisku se inspirovala 1 média vefejné sluzby. Prikopnikem se stalo kanadské
médium CBC, vznik ombudsmana ohlésilo v roce 1992 Ve Spojenych statech americkych
se pro zfizeni pozice pozd&ji rozhodlo NPR (2000)*7. O pét let pozdéji ombudsmana zfizuje
1 americky vefejnopravni vyrobce a distributor televiznich programii PBS ¢i danska narodni

vysilaci spole¢nost DR*. Nésledn& se piidava i estonskd vefejnopravni televize ERR

4 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
journalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 70.

4 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Jjournalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 108.
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2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 109.
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(2007)*. Funkce ombudsmana vznika v roce 2008 i ve slovenské vefejnopravni televizi
RTV>°. Ombudsman pisobi i v kolumbijské rozhlasové stanici RCN ¢&i australské televizni
a rozhlasové spole¢nosti SBS.’! V Ceské republice funkce ombudsmanti ziidila média
vefejné sluzby az relativné nedavno. Cesky rozhlas ji zavedl v ¢ervnu 2016, o dva roky

pozdgji tento krok udinila i Ceska televize.>

I ptesto, ze kolébkou soucasnych ombudsmani jsou pravé Spojené staty americké, pozice
editora pro vetejnost v americkém prostiedi postupné mizi. Kdyz v roce 2008 zemi zasahla
finan¢ni krize, o préci pfisly pfiblizné dvé desitky ombudsmanti. Od pocatku 21. stoleti
pozici ombudsmana zruSily Boston Globe, The Washington Post, Raleigh News, The
Observer, Portland Oregonian, Miami Herald, St. Louis Post Dispatch, Sacramento Bee,
Jacksonville Times-Union, Minneapolis Star Tribune, Atlanta Journal-Constitution, Akron
Beacon-Journal, Baltimore Sun, Seattle Post-Intelligencer, Fort Worth Star-Telegram,
Chicago Tribune, Orlando Sentinel, Philadelphia Daily News, Hartford Courant, Detroit
Free Press, Palm Beach Post, Norfolk Virginian-Pilot, San Diego Union-Tribune, San
Francisco Chronicle, USA Today, Arizona Republic, Salt Lake Tribune, Arizona Daily Star,
St. Paul Pioneer Press, Fort Myers News Press a také the Louisville Courier-Journal, The

New York Times.>?

Pew Research Center kratce po zaniku desitek funkci ombudsmanti zvetejnilo studii, jez
ukazala, Ze hodnoceni ptesnosti tisku dosahlo svého dvacetilet¢tho minima. Studie také

uvadi, ze pouze 18 % AmeriCanti mélo pocit, Ze tisk pii informovani o néjakém tématu

49 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
Journalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
2011. [cit. 2023-07-05]. ISBN 978-92-3-104193-8. Dostupné Z:
https://unesdoc.unesco.org/ark:/48223/pf0000190810. Strana 107.
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spravedlivé jednd s ob&éma stranami, coZ je pokles oproti 34 % v roce 1985. Dale 63 %

respondentl uvedlo, Ze piib&hy jsou asto neptesné, v roce 1985 jich bylo 34 %.>

Graf ¢. 2: Klesajici diivéra v oblast tisku v USA v letech 1985-2009
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Zda pokles divéry publika souvisi se zruSenim pozic ombudsmand, neni piimo
prokazatelné. Prvni editor pro vetejnost britského nedélniku The Observer Stephen Pritchard
v roce 2008 uvedl, ze pravé ombudsman posiluje diveéru ve zpravodajské médium.
»Prizkum mezi ctendari z loniského roku ukazal, ze 77 % z nich novinam divéruje vice,
protoze maji svého ombudsmana. Zodpovédnost md silné obchodni opodstatnéni.
Vzpomente si, Ze list The New York Times mél pocit, ze ombudsmana nepotiebuje, dokud mu

Blairiiv skandal neukdzal, jak moc ho potiebuje, aby ziskal ditvéru svych ctendii zpét.>>*

Aktualni vyzvou pro redakéni ombudsmany je nastup a rozvoj socialnich siti, které mohou
tuto pozici nahradit. Nazornym ptikladem je americky denik The Washington Post, ktery
zrus$il pozici ombudsmana v roce 2013. Podle vydavatelky Katharine Weymouthové nemélo

smysl znovu obsazovat funkci, ktera byla zalozena za jiné doby. V prohldseni dokonce

% Press Accuracy Rating Hits Two Decade Low: Public Evaluations of the News Media: 1985-2009. Pew
Research Center [online]. Washington, D.C., 13. 09. 2009 [cit. 2023-07-04]. Dostupné z:
https://www.pewresearch.org/politics/2009/09/13/press-accuracy-rating-hits-two-decade-low/

3 PRITCHARD, Stephen. Holding ourselves accountable. British Journalism Review [online]. 2008. [cit.
2023-07-27]. Dostupné z: doi: https://doi.org/10.1177/0956474808100867. Strana 64-
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uvedla, ze véii, ze lidé dokazou list kontrolovat i tak. ,,Svéet se zmeénil a my v The Post se
musime zmeénit s nim. Meéli jsme tu Cest, Ze nam slouzilo mnoho talentovanych ombudsmanti
(a ombudsmanek), kteri resili problemy ctenaru, odpovidali na jejich otazky a dodrzovali
nejvyssi standardy zurnalistiky. Tyto povinnosti jsou dnes stejné dilezité jako kdykoli

predtim. Je vSak nacase, aby se zpiisob, jakym jsou tyto povinnosti vykondvany, vyvijel.>*

22. ONO

Na konci sedmdesatych let ombudsman kanadského deniku Edmonton Journal John Brown
rozeslal kolegiim sérii dopisti. Navrhoval zalozit organizaci, kde by ombudsmani mohli
,sdilet napady a vzdjemné se podporovat.“’’” Brownovou ideu ombudsmani napfi¢ svétem
uvitali: Mezindrodni organizace ombudsmant (Organization of News Ombudsmen, ONO)
vznikla v roce 1980. Zacinala jako neformalni sdruzeni kolegd.>® Prvnim prezidentem ONO
se stal byvaly editor listu The San Diego Union-Tribune Al JaCoby, ktery se pozdéji ujal
role ombudsmana novin. JaCoby stal v Cele organizace pét let, byl nejdéle slouzicim
prezidentem organizace. Rovnéz zorganizoval a moderoval 1 prvni konferenci ONO v San

Diegu, prob¢hla v €ervnu 1981. Az teprve v roce 1996 byla organizace registrovdna v

americkém staté Kalifornie jako neziskova.>

Za 43 let své existence organizace ombudsmanti vystiidala 26 prezidentli, z nichz 17
pochazelo ze Spojenych statll, 3 z Kanady, 2 z Britdnie a 2 z Danska. Dal§imi zastoupenymi
zemémi byly Turecko a Estonsko®. Post prezidentky nyni zastavd ombudsmanka
nizozemského média vetejné sluzby Nederlandse Publiecke Omroep (NPO) Margo Smitova,
ktera je rovnéZz i respondentkou mého vyzkumu. Cile organizace uvedl v ptirucce jeji feditel

organizace Jeffrey Dvorkin®!

36 WEYMOUTH, Katharine. 4 reader representative for The Post [online]. 2013 [cit. 2023-07-27]. Dostupné
Z: https://www.washingtonpost.com/opinions/a-reader-representative-for-the-washington-
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e Pomahat novinarské profesi dosahnout transparentnosti a odpovédnosti, aby tak 1épe
slouzila potfebam obcanii, kteti hledaji informace.

e Zavést nejvyssi standardy pro instituci ombudsmana.

e Zavést a Sifit hodnotu redakénich ombudsmanti ve vSech medidlnich platformach.

e Poskytnout forum pro vyménu zkusenosti, informaci a ndpadit mezi svymi €leny a

Sirokou vefejnosti.

Zkratka ONO ptivodné znamenala Organizace tiskovych ombudsmanti. Vyznam Organizace
redak¢nich ombudsmant sdruzeni ziskalo az po par letech, kdy se k organizaci piidal i prvni
zastupce médii vefejné sluzby®?. Momentalné se organizace jmenuje Organizace redakénich
ombudsmanti a editorti pro standardy. K této zméné pfistoupila, kdyz do ni vstoupili prvni
editofi pro standardy. Organizace Upravou nazvu ukazuje, ze ,,uzndavd bohatou clenskou
zdkladnu, ale presto hlavni zdsady ziistavaji stejné.%> Nyni ¢&ita okolo padeséti ¢lend ve 24
zemich. Redakéniho ombudsmana nalézame v Evrop¢, na severu i jihu Americky, v Africe
1 Asii. Celkovy pocet ombudsmantl napti¢ svétem vSak nelze urcit presné, nebot’ ne kazdy
ombudsman je Cc¢lenem organizace. Odhady piedpokladaji existenci 100 az 200

ombudsmanu.®*
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Graf ¢. 3: Pocet ¢leni Mezinarodni organizace ombudsmanti v jednotlivych zemich
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3. Teoretické vymezeni prace redakéniho

ombudsmana

Funkci ombudsmana bézné€ plni jedna fyzicka osoba, a to po dobu urCitou. Povahu prace
definuje smlouva, charakter zpravodajského média ¢i kulturni prostiedi.’® Napiiklad pozice
ombudsmana v tokijském periodiku Yomiuri Shimbun se kvili kolektivni povaze znaéné
1i$1 od tradi¢niho modelu. V deniku pisobi vybor ombudsmanii sklédajici se ze 23-28 ¢lend,
pricemz kazdy zodpovida za kontrolu a vyfizovani stiznosti Ctenatti tykajicich se urcitych
rubrik.®® Kanadsky vefejnopravni vysilatel CBC méa dva ombudsmany — Jacka Naglera pro
americké sluzby, a Pierra Champouxe pro francouzské. Nékdejsi prezident mezinarodni
organizace ombudsmani Yavuz Baydar s odkazem na jednani ONO shrnuje poslani

ombudsmant do deviti boda:¢’

1. Hlavnim cilem redakéniho ombudsmana je podpora transparentnosti v ramci jeho

zpravodajské organizace.
2. Ombudsman chrani svobodu tisku a odpovédné i kvalitni zurnalistiky.
3. Soucasti jeho role je ptijem a vySetfovani stiznosti vefejnosti na obsah médii.

4. Ombudsman ptedkladd nejvhodnéjSi postup pro feSeni problémi uvedenych ve

stiznostech.
5. Ombudsman je nezavisly Urednik, jedna v nejlepSim z4jmu konzument médii.
6. Ombudsman usiluje o to, aby ziistal zcela nestranny a spravedlivy.

7. Ombudsman se zdrZuje jakékoli ¢innosti, kterd by mohla vést ke stietu zajmu.

8 UNITED NATIONS EDUCATIONAL, SCIENTIFIC AND CULTURAL ORGANIZATION. Professional
journalism and self-regulation: new media, old dilemmas in South East Europe and Turkey [online]. Paris,
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8. Ombudsman vysvétluje vetejnosti role a povinnosti zurnalistiky.

9. Ombudsman putsobi v roli prostfednika mezi ofekavanim vefejnosti a povinnostmi

novinaru.

3.1. Druhy ombudsmanii

Na svété neexistuji dva ombudsmani, ktefi by plnili svoji praci stejnym zptisobem. Stejné
tak neexistuje jednotnd definice ¢i jedno ustfedni pojmenovani pro tuto roli. Néktera média,
véetné Ceského rozhlasu i Ceské televize, zvolila termin ,,ombudsman®, jind pfijala
genderove neutralni ,,ombuds* nebo ,,ombudsperson®. Ve Spojenych statech ¢i v Kanadé je
synonymem pojem ,,public editor* (editor pro vetejnost ¢i vefejny editor). V Nizozemsku a

Dansku nalezneme kromé redakénich ombudsmant také lezersredacteur®® &

69¢c

,lezersredactie®®* a , lesernes redakter’*. Ve Spanélsku se pro redakéniho ombudsmana

71 726

vzil vyraz ,defensor”“, ve Francii ,médiateur Jako mozny davod odlisnych
pojmenovani Dvorkin uvadi potize ve vyslovnosti. Organizace sdruzeni ombudsmanti uvadi,
7e se jedna o véc nazvoslovi a ze funkce je z velké C&asti stejnd.”> Mezi samotnymi
respondenty vSak nepanuje shoda, zda je funkce ombudsmana a redaktora pro vefejnost
skute¢n¢ stejna. Ombudsman kanadského vetejnopravniho vysilatele CBC Jack Nagler
uvedl, Ze jsou jen mirn& odlisné’*. N&kdejsi prezident organizace ombudsmanti a redaktor
pro Ctenafe v danském deniku Politiken Bjarne Schilling vyjadtil opa¢ny néazor: ,.Jsem také
clenem ONO, a myslime si, Ze je viceméné nahodilé, jaké pojmenovani pouzivame. Je tu také
problém, ze napriklad v Dansku ¢i Svédsku mdte oficidlniho ombudsmana, ktery se stard o
to, aby vidda nedélala nic Spatného. A samoziejmé, zZe bychom neméli byt v Zzadném pripadeé
zaméfiovani a brdani za statni uiedniky, coz nejsme.“”> Stejného nazoru je i editor pro

vetejnost kanadského listu The Toronto Star Donovan Vincent, ktery uvedl, Ze se tato funkce

8V piekladu editor ¢tendit.
9V piekladu editor ¢tendit.
70V piekladu editor Etenafi.
"'V piekladu ombudsman.
2'V piekladu mediator.
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puvodné jmenovala ombudsman, poté vsak list zvolil genderové neutralni nazev editor pro
vefejnost, av§ak povaha prace zistala stejnd.”® Vykonny feditel Mezinarodni organizace

ombudsmant Alan Sunderland ve své piiru¢ce uvadi nasledujici rozdily:”’

Ombudsman (Ombudsman): vySetiuje podnéty a nasledné vydava vefejnad zjisténi o

stiznostech na novinaiskou ¢innost své organizace.

Redaktor pro ctenare (Readers‘ editor): tato pozice se nejcastéji vyskytuje v tisku.
Redaktor pro ctenate vede pravidelny sloupek, kde podrobnéji rozebird konkrétni chyby, a

to v ramci svého vztahu ke ¢étenaftm novin.

Editor pro verejnost (Public editor): vénuje se Cinnostem zaméfenym na vefejnost,

naptiklad vystupuje na vetejnych akei, kde se vyjadiuje k etickym aspektiim.

Editor pro standardy (Standards editor): jednad se o funkci zamétenou spiSe dovnitf.
Editor standardii se méné podili na vySetfovani stiznosti vefejnosti (ostatni v jeho ¢i jejim
tymu mohou tuto ¢innost vykondvat samostatng) a vice se podili na stanoveni a udrzovani
redakénich standardi uvnité organizace. Casto radi programovym tymim a vedoucim

pracovnikiim v oblasti redak¢nich standarda.

Reditel pro redakéni politiku (Director of editorial policies): byva vedoucim malého
tymu redak¢nich poradct a feSitell stiznosti, Castéji se objevuje ve vétsich zpravodajskych
organizacich. Reditel pro redakéni politiku Gasto radi vrcholovému vedeni a Elentim

predstavenstva, podava zpravy o zdvaznych redakcnich chybach, o vyznamnych zménéach

nebo reorganizaci redakcnich standardi.

3.2. Napln prace vybranych ombudsmani

3.2.1. Podnéty a stiznosti

Podnéty a stiznosti publika jsou hlavni nédplni prace ombudsmant. Pocet stiznosti a

pfipominek se odviji od velikosti, sledovanosti/Ctenosti/poslechovosti/ndkladu daného

76 Rozhovor s ombudsmanem Donovanem Vincentem, 8. 6. 2023
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média’®. Vét§ina redakénich ombudsmanti ro¢né obdrzi niz§i tisicovky stiznosti.
Ombudsman danského deniku Politiken Bjarne Schilling’”’ i anglofonni ombudsman
kanadského vefejného vysilatele CBC Jack Nagler uvedli®’, Ze roéné dostanou kolem $esti
tisic podnétli, o polovinu méné jich ma ombudsman pro francouzské sluzby CBC Pierre

81

Champoux®' nebo ombudsman portugalského listu Pablico José Lemos.®? Kolem tisice

t33 nebo ombudsman

obdrzi ombudsman kanadského listu The Toronto Star Donovan Vincen
nizozemského listu Trouw® & Milan Pokorny z Ceského rozhlasu.®® E-mailova adresa,
telefonni ¢islo ¢i poStovni adresa ombudsmana byvaji bézné uvedeny na webovych
strankach média. Jak uvedli vSichni respondenti, nejCastéjsi cestou, kterou ctenafi pro
komunikaci s nimi vyuzivaji, je e-mail. Dopisy, telefonaty ¢i osobni setkdni uz nejsou tak
Zasté. Ombudsman Ceského rozhlasu Milan Pokorny spojuje tuto skutetnost s epidemii
covidu.®® Ombudsmani se na podnéty publika snaZi reagovat personifikované. Vyjimkou
jsou podnéty, které obsahuji vulgarismy nebo nespliiuji nalezité parametry.®” Ombudsmani
jsou zpravidla prvnim stupném, na ktery se mlze publikum obratit. Nicméné v ptipadé
Ceské televize roli prvni instance plni Divacké centrum. V piipadé nizozemského

vefejnopravniho vysilatele NPO jsou prvnim stupném jednotlivé redakce.®

3.2.2. Sloupky

Ombudsmani zvefejiuji svoji praci na webovych strankéach, v tiSténych novinach, v
rozhlasovém nebo televiznim potadu ¢i kombinuji tato mista. Sloupky ombudsmanii jsou

svatym Uzemim cCtenafi a neustdlym dlkazem angaZovanosti média v oblasti
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transparentnosti a odpovédnosti.?” Nékdy ombudsmanovy sloupky plni edukativni funkci
pro novinafe Ci Ctenaie. Milan Pokorny se naptiklad pii psani inspiruje materialy, které
dostava od Mezindrodni organizace ombudsmanti, kde nachdzi mnohé podnéty ke své praci:
»Zverejnovani odpovédi na podmeéty posluchacii a zverejiovani glos beru jako soucdast toho,
cemu Fikam prispévek k medialnimu vzdélavani verejnosti.“*° Bjarne Schilling se snaZi o to,
aby se rubrika byla psana ¢iteln¢, lehce a srozumiteln€. ,,Zminim se o chybé, ale zpiisobem,
kterym bych lidi trochu pobavil a tieba aby se dozvi néco, co véera nevédeli.*®' Stejného
nazoru je i Margo Smitova, kterd kombinuje psani sloupkll s podcasty. Snazi se je vést ,tak
néjak lehceji, kdybychom si povidali.** Néktefi ptispivaji do sloupkt pravidelng, jini jednou
za n€kolik mésici €i let. Jak vysvétluje Bjarne Schilling: ,,V prvnich letech jsem kazdy tyden
psal sloupek o riznych zasaddach zurnalistiky. Pak mi, uprimné receno, dosla temata a ja se
pristihl, Ze pisu porad to samé, takze jsem se viceméné dohodl s séfredaktory, ze si dam
pauzu a vétsi sloupky budu psat jen cas od casu, kdy? to budu povazovat za nutné.“*?
Ustiednim tématem sloupki byvaji podnéty étenaiti nebo pozorovani ombudsmant tykajici
se aktualniho spolecenského déni. To, co ombudsmani ve svych sloupkach zvefejiiuji,
nemtize byt pfedmétem vnéjsiho zasahu, vyjednavani nebo cenzury. Ocekava se, ze budou

odrazZet stiznosti étenait.”*

3.2.3. Novinaiské pozadi

Ombudsmani mohou pochazet z redakce 1 z vn€jSiho prostfedi. Oboji maji v teorii své
vyhody. Externi pracovnik vypadé v ocich publika nezavisle a nestranné. Interni pracovnik
podle vypovédi respondentii dokdZe podnitit interni debatu a setkava se s vétsi ochotou ke

spolupraci ze strany redakce.”
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»Ombudsmani maji vzdélani v jednom ze dvou obori, a to bud v Zurnalistice nebo v
akademické sfére. Nazory na to, zda je pro roli ombudsmana vhodnéjsi novinarské nebo
akademické vzdelani, se ruzni. Sice ombudsmani s akademickym vzdélanim kladou velky
diiraz na nezavislost, casto se zaméruji spise na teorii nez na praxi a také se setkavaji s

nedivérou zaméstnancii.**°

V kazdém piipad¢ jsou vSak zkuSenymi novinafi. ,,Ombudsman musi pracovat jako novinar
dostatecné dlouho, aby rozumeél procesum a rozhodovani, které jsou s touto praci spojeny.
Musi vsak mit také dostatecny sluzebni vék a etickou integritu, aby byl schopen identifikovat

piipady, kdy novindr selhal *’

3.2.4. Smlouva jako garance nezavislosti

Tato klauzule je pro nezavislost ombudsmana stéZejni. Stanovi, Ze ombudsmana nelze za

.98 | Je zdasadné dilezité, aby ombudsman

odvedenou préci po dobu jeho mandatu propusti
nebyl podrizen vedeni organizace. Musi byt oddelen od novinarii a redaktorii, a proto jimi
nemiize byt kontrolovan ani ovliviiovan. Obvykle je ombudsman podrizen primo
vrcholovému vedeni organizace (generdalnimu rediteli, vykonnému Fediteli nebo

generdlnimu rediteli) a spravni radé.*”°

3.2.5. Jiné poznatky

Ombudsmani nemaji pravomoci udélovat sankce, najimat nebo propoustét pracovniky
médii. Nemohou ani ovlivnit chod redakce. Mohou vSak navrhovat tUpravy bud
zaméstnanciim ¢i pfimo vrcholnému vedeni. Doporuceni se mohou tykat provedeni oprav,

vydani omluvy, ptipadn¢ doplnéni o redakéni pozndmku nebo dokonce stazeni ¢lankt ¢i
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potadl. Obvykle vS§ak ombudsmani nemohou nafidit, aby se tak stalo. Nekteré zpravodajské
organizace stanovi, ze pokud redakce zjiSténi nebo doporuceni ombudsmana ignoruje,
vedeni musi vefejn¢ vysvétlit divody, pro¢ se doporucenimi nefidilo. V nékterych
organizacich vedeni ma dokonce povinnost pied zvefejnénim nebo vysilanim pozadat o radu
redaktora pro standardy nebo redak¢niho poradce. Témét nikdy se vSak nestane, Ze by

ombudsman mél pravomoc uéinit redakéni rozhodnuti — pouze poskytnout radu.'®

3.3. Modely ombudsmanii

Nizozemsti teoretici médii Arjen van Dalen a Mark Deuze pfedstavili vyzkum, ktery se
zaméfil na pasobeni redakénich ombudsmanti v tamnim tisku. Na zaklad¢ dotaznikového
Setfeni a polostrukturovanych rozhovort s jedenacti ombudsmany nésledné vytycili dva
modely jejich kompetenci — kriticky hlas ¢tendii a vyslanec redakce ¢i zpravodajského

média k publiku.!®!

4

Kriticky hlas ¢tenari jedna nezavisle na redakci (jeho pracovisté se zpravidla nachazi vné
redakce). Vystupuje spiSe v roli rozhodc¢iho, ktery kriticky zkouma redakéni postupy. Pti
posuzovani stiznosti bere zifetel na argumenty z obou stran, tedy publika i novinaid.
Nezavislost ombudsmana je zarucena jeho redakénim statusem. Piedstavuje mechanismus

odpovédnosti a dba na odstranéni systematickych chyb!®.

Vyslanec redakce ¢i zpravodajského média je loajalni vici redakei €i zpravodajskému
médiu, vidi se predevSim jako soucast redakce. Hlavnim cilem takového ambasadora je
zajistit, aby Ctenafi ziastali médiu vérni. Kdyz ombudsman proSetiuje podnéty
nespokojenych ctenaiti, spiSe prezentuje nadzor média, v pfipadé pochybnosti se nechava
poradit od $éfredaktora ¢i editora. Cilem vyslance redakce je vysvétleni redakénich postupt

a prezentovani nazorti média'®.
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Teoretik etiky médii Huub Evers ve své studii The news ombudsman: Lightning rod or
watchdog? (Redak¢éni ombudsman: Hromosvod, nebo hlidaci pes?) oznacil tyto dva modely
za zjednoduseni reality. Na zaklad¢ provedené¢ho vyzkumu definoval nejméné pét typi

redakénich ombudsmanu:

nezavisly ombudsman s vlastnim statusem

ombudsman bez statusu

-----

ombudsman, ktery je povéien i tikoly v oblasti PR a marketingu
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pravnik, ktery je povéien povinnosti ombudsmana ptfedchazet soudnim sporim a

stiznostem tiskové rady.!%

Z vyse uvedenych studii vyplyvaji dvé predstavy o této roli. Na jedné strané¢ ombudsman
zastava roli kritika, ktery ¢ini zpravodajské médium odpovédnym pied ¢tenafi, ale mize pti
tom poskodit povést organizace. Na druhé stran€ ombudsman vystupuje v roli manazera pro
styk s vefejnosti. Vzhledem k témto protichidnym pfedstavam o ombudsmanovi je logické
se ptat, jakou podobu maji pozice jednotlivych ombudsmanti. Dilezitou soucasti odpovédi
na tuto otazku jsou jejich vlastni zkuSenosti. V praktické casti se proto na zdkladé
polostrukturovanych rozhovori vedenych s deseti respondenty pokusim zjistit, jakou tlohou

plni redakéni ombudsmani v praxi a ktery z modelu odpovida realité nejvice.

104 HUUB, Evers. The news ombudsman: Lightning rod or watchdog? [online]. 2012, 19 [cit. 2023-07-05].
Dostupné z: https://cejc.ptks.pl/attachments/The-news-ombudsman-Lightning-rod-or-watchdog 2018-05-
21 09-55-51.pdf
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4. Prakticka c¢ast

4.1. Cile vyzkumu

Zakladem kazdého vyzkumu je vymezeni problému, na ktery se chce vyzkumnik zaméftit.
Cil vyzkumu stanovuji vyzkumné otazky. Zakladni vyzkumna otdzka zpravidla byva jedna,
tvori jadro vyzkumu a je obecnd. Odpoviddme na ni pomoci specifickych otazek.!%> Cilem
mého vyzkumu je popsat funkci ombudsmana a stanovit, ke kterému ze dvou modelt
popsanych nizozemskymi teoretiky médii Arjenem van Dalenem a Markem Deuzem se

respondenti ptiklani. Zaklad vyzkumu tvoii dvé vyzkumné otazky:

VO1: Ke kterému modelii se ombudsmani priklani?

VO2: Je tento model simplifikaci reality?

Vyse uvedené vyzkumné otdzky pojimaji sledovanou problematiku obecné, proto jsem si

vytvotila podotazky, které mi na ni pomohou lépe zodpovedét:

1. Jaké cile ombudsmani sledu;ji?
2. Jak plni svoji roli?

3. Jakou maji pozici v redakci?
4

Jak postupuji pii vyfizovani stiznosti?

4.2. Kvalitativni vyzkum

Kvalitativni vyzkum se zabyva porozuménim socialnich jevi a jejich interpretaci z pohledu
samotnych aktérii. Tento typ vyzkumu povazuji za vhodnou volbu vzhledem ke skute¢nosti,
7e se ,,soustredi na individudlni, specifické rysy konkrétnich jedincii, jevii ¢i udalosti.*'%
Sedlakova dale vysvétluje, ze cilem kvalitativni metody je zkoumat socidlni realitu z
pohledu samotnych aktéri v kontextu jejich Zivota, jejich vlastnim jazykem a v pifedem

nestrukturovanych interpretacich. Tento piistup odpovidd mému zaméru detailné zmapovat

105 SEDLAKOVA, Renéta. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 68-71.

106 SEDLAKOVA, Renata. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 52.

33



pole ptisobnosti ombudsmant na zéklad¢ jejich vypovédi o praci, ktera je v piipadé kazdého

jednotlivce nastavena odlisnym zptsobem.!'?’

4.3. Polostrukturovany rozhovor

Interview je jednou ze zakladnich technik sbéru kvalitativnich dat. Sedlakova rozlisuje ¢tyti
typti rozhovori — standardizovany, strukturovany, polostrukturovany a hloubkovy.!%® K
nejcastéji vyuzivanym metodam patii praveé polostrukturovany rozhovor oznacovany také

jako rozhovor s navodem'?”

. yAckoli i pro né si pripravujeme soupis otazek, tato pomérné
podrobna priprava nebrani tomu, aby v navaznosti na priitbeh rozhovoru byly doplnény dalsi
otdzky nebo nékteré upraveny Cisté na zdkladé aktudlniho uvazeni tazatele.“''° Rozlisujeme
primarni, sekundarni ¢i sondazni otazky.'!! Pfed realizaci rozhovorii jsem definovala 15
otazek, které¢ je nutné probrat. Béhem nich jsem také pokladala otazky dopliujiciho
charakteru, které mi pomohly ziskat vétsi prehled o plisobnosti ombudsmanti. Rozhovory se
tak mirn¢ odliSovaly konkrétnim znéni a potfadi otazek, coz je vSak v pripadé
polostrukturovaného rozhovoru ptipustné. Rozhovory jsem roz¢lenila do 4 okruhti: definice

funkce, napli prace, vazby a vysledek prace.

4.4. Analyza dat

Pro analyzu a zpracovani kvalitativnich dat jsem si zvolila metodu ptipadové studie. Jak
uvadi Sedlédkova, kvalitativni Setfeni Casto maji podobu ptipadovych studii vénovanych
pouze jednomu objektu ¢i vyskytu jevu. Jejich cilem je tedy porozuméni zkoumanému
ptfipadu, jeho individuadlnimu pribéhu a specifikim. Vyzkumnik pfitom vyuzZiva co

-----

Hendl ¢leni typy piipadovych studii do n¢kolika typid. Pro zkoumani institutu ombudsmana

107 Tamtéz

18 SEDLAKOVA, Renéta. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 210.

109 SEDLAKOVA, Renata. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 211.

110 SEDLAKOVA, Renata. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 211.

1 Tamtéz

12 SEDLAKOVA, Renata. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 52.
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jsem si zvolila studium organizaci 1 instituci, které podle Hendla hleda nejlepsi vzorec
chovani, zavedeni uréitého typu Fizeni, evaluace, zkoumdani procesti zmén a adaptace.'!?
Analyza dat v ptipadové studii mize vychazet z postupl jinych metod, naptiklad ze
zakotvené teorie. Zaméfila jsem se proto na oteviené kodovani. ,,Vyzkumnik provadi
oteviené kodovani prvnim pruchodem daty. Pritom lokalizuje témata v textu a prirazuje jim
oznaceni.“''* V prepsanych rozhovorech jsem hledala podstatné jevy, které jsem nasledné
pojmenovavala a uspotfadala do tematickych kategorii. Rozhovory jsem také spojila se
studiem dokumentd, a to s institucionalnim ukotvenim funkce ombudsmana a také s

obsahem ombudsmanovych sloupkt. Omezovala mé vsak skutecnost, ze nékteré listy ma;ji

nastaveny paywall a nékteré obsahy tedy nejsou vefejné ptistupné v celém svém rozsahu.

4.5. Vyzkumny vzorek

Sedlakova rozliSuje nekolik principti vybéru vzorku, a to nahodily, zdmérny, kvotni a princip
snéhové koule.!'® Respondenty jsem vybrala na zakladé zdmérného vybéru a principu
snéhové koule. Jak podotyka Sedlakova, pro zamérny vybér je piiznacné, Ze vyzkumnik voli
respondenty s ur¢itym imyslem. V piipad¢ zdmérného vybéru bylo duilezité, aby byl vzorek
co nejvice heterogenni. Tudiz jsem respondenty volila tak, aby bylo dosazeno co nejvétsi
variability.!'®  Chtéla jsem, aby se vyzkumu zudastnilo celkové deset redakénich
ombudsmantl, a to z televize, rozhlasu, tiSt€énych i online médii. Dale, aby byla zastoupena
jak vefejnopravni, tak i soukromd sféra. Primarnim ucelem vyzkumu bylo komparativni
metodou stanovit postaveni ombudsmanti v Ceské republice, Nizozemsku a Kanadg. Princip
sne¢hové koule jsem vyuzila i proto, Ze nékteti respondenti ti¢ast ve vyzkumu odmitli. Jelikoz
cilovou populaci zndm, vzorek jsem doplnila i o redaktora pro Ctenafe z Déanska a

ombudsmana z Portugalska. Kvalitativniho vyzkumu se zGcastnilo celkové deset

'3 HENDL, Jan. Kvalitativni vyzkum: Zdkladni teorie, metody a aplikace. 4. doplnéné vydani. Praha: Portal,
2016. ISBN 978-80-262-0982-9. Strana 102.

114 HENDL, Jan. Kvalitativni vyzkum: Zdkladni teorie, metody a aplikace. 4. doplnéné vydani. Praha: Portal,
2016. ISBN 978-80-262-0982-9. Strana 251.

15 SEDLAKOVA, Renata. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 93-103.

16 SEDLAKOVA, Renata. Vyzkum médii: Nejuzivanéjsi metody a techniky. Praha: Garda, 2015. ISBN 978-
80-247-3568-9. Strana 101.
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respondentli. Devét z nich prezentuje organizace ombudsmani ONO na svych webovych

strankach. Mimo jeji struktury stoji Cestmir Frangk z Ceské televize.

Jako prvni byli respondenti kontaktovani prostfednictvim e-mailu, kde jsem nejdiive
vysvétlila, kdo jsem a z jakého diivodu je kontaktuji. Na zavér byli respondenti dotazovani,
zda by byli ochotni se vyzkumu formou rozhovoru zac¢astnit. Osm z deseti rozhovori se
uskutecnilo pies viodeohovor prostiednictvim aplikace Google Meets, dva pfimo v
kancelafich redakénich ombudsmanti v budové Ceského rozhlasu a Ceské televize. Sbér dat
trval od Cervna 2022 do ¢ervence 2023. Kazdého respondenta jsem na zacatku rozhovoru
upozornila, ze jde o vyzkum realizovany v rdmci této bakalaiské prace a ze ziskand data
budou vyuzita vyhradné€ pro jeji zpracovani. Nasledné€ jsem je obezndmila s cilem vyzkumu
a upozornila na skutecnost, ze rozhovor bude nahrdvan. Délka rozhovori se obvykle
pohybovala od 30 do 60 minut, nejdelsi trval 90 minut. Vypovéedi respondentd jsem nejdiive
zaznamenala na nahravaci zafizeni v mobilnim telefonu, poté je v plném znéni ptepsala do
textového procesoru MS Word. Kdyz jsem si v nékterych piipadech nebyla jista prekladem
urcitych slov, pouzila jsem online pteklada¢ DeepL. Vypovédi respondentti jsem po pievodu
do textové podoby ocistila od opakujicich se vyrazl. Také jsem opravila chyby ve vétné

skladbé a stylistice.

4.6. Predstaveni respondentii

Margo Smitova, NPO, Nizozemsko

Margo Smitova zahgjila svou novinatfskou kariéru v roce 1989, kdy zacala pracovat pro
nizozemskou televizni stanici RTL4. Dfive pusobila jako ombudsmankou v nizozemském
zpravodajském vysilateli NOS. V soucasné dobé je ombudsmanskou nizozemského
vetejnopravniho vysilatele NPO a prezidentkou Mezindrodni organizace ombudsmanti

(ONO).'""
Bjarne Schilling, Politiken, Dansko

Bjarne Schilling je pfedchozim prezidentem Mezinarodni organizace ombudsmant. M4 za
sebou tficetiletou novindiskou praxi v tiskové agentufe Ritzau a v denicich Berlingske,

Morgenavisen Jyllands-Posten a Politiken, kde po nastupu do redakce v roce 1996 pracoval

17 Z rozhovor s ombudsmankou NPO Margo Smitovou, 24. 6. 2022.
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jako reportér. Pozici ombudsmana v deniku zastava od roku 2010. Je také ¢lenem spravnich

rad spole¢nosti The Politiken Foundation, Politiken Holding Ltd. a JP/Politikens Hus Ltd.!'®
Jack Nagler, CBC, Kanada

Jack Nagler ma téméf tficetiletou novinaiskou praxi. Pfed svym jmenovanim do funkce
ombudsmana v roce 2019 ptisobil jako feditel pro odpovédnost a zapojeni vetejnosti ve

zpravodajské stanici CBC News.!'!”

Pierre Champoux, CBC/Radio-Canada, Kanada

Pierre Champoux ma za sebou 35 let zkuSenosti v medialnich organizacich jako Groupe
TVA a CBC/Radio-Canada. Byl $éfredaktorem ICI RDI zpravodajského kanalu Radio-
Canada a feditelem informaci, regionii a digitdlnich archivi v digitalni divizi

vefejnopravniho vysilani CBC. Od roku 2021 je ombudsmanem CBC/Radio-Canada .!?°
Donovan Vincent, Toronto Star, Kanada

Donovan Vincent je editorem pro vefejnost v kanadském deniku The Toronto Star, kde
pfedtim plsobil ptes 25 let. Jako reportér pokryval oblast komunélni politiky. Rovnéz se
vénoval otazkdm kriminality a justice, zdravotnictvi ¢i Skolstvi. Vystudoval zurnalistiku na

Ryersonové univerzité, kde ziskal titul v postgradualnim programu zurnalistiky.'?!
Arjen Fortuin, NRC Handelsblad, Nizozemsko

Arjen Fortuin se narodil v roce 1971 v Amsterdamu. Vystudoval historii a filozofii na
Amsterdamské univerzité a na Universidad Autonoma de Madrid. Svou novinatskou kariéru
zah4jil ve Skolnim tydeniku Folia, ktery vychazel na Amsterdamské univerzité. V roce 1999
zacal pracovat pro NRC Handelsblad, kde se vénoval reportdzim z knizniho byznysu a
recenzim literatury. NeZ byl v roce 2022 jmenovan ombudsmanem, pisobil jako literarni
redaktor, sloupkat a televizni recenzent. Je pravidelnym hostem medidlniho panelu
nizozemského rozhlasového poradu Spraakmakers. V roce 2015 vydal biografii o

nakladateli Geertu van Oorschotovi, kterd byla ocenéna cenou Zeeuwse Boekenprijs 2016.

118 Bjarne Schilling. The Organization of News Ombudsmen and Standards Editors [online]. [cit. 2023-07-05].
Dostupné z: https://www.newsombudsmen.org/bjarne-schilling/

119 Rozhovor s ombudsmanem Jackem Naglere, 7. 7. 2022
120 7 korespondence s asistentkou doty&ného.

121 7Z korespondence s dotyénym.
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V srpnu 2023 ma byt publikovana jeho biografie o nizozemském basnikovi Gerritu

Kouwenaarovi.'??

Edwin Kreulen, Trouw, Nizozemsko

Edwin Kreulen vystudoval politické védy. Pispival do skolnich noviny v Amsterdamu. V
roce 1996 nastoupil do nizozemského deniku Trouw, kde se vénoval skolstvi, zdravotnictvi
1 praviim a také vedl rubriku denniho tisku. Od roku 2019 ptisobi jako ombudsman listu. Je

téZ ¢lenem ONO a nizozemského novinaiského svazu NVJ.!23
José Alberto Lemos, Publico, Portugalsko

José Alberto Lemos pracoval 9 let v deniku Jornal, kde se od mladsiho reportéra dopracoval
do editora zahrani¢niho zpravodajstvi. Nasledujicich 9 let pracoval v deniku Publico, kde
byl ¢lenem zakladajiciho tymu novin. 4 roky stravil v prvni soukromé televizni stanici SIC,
i v ni se podilel na vzniku média. Ctyfi roky pak vedl televizni stanici v Portu a devét let
pracoval ve vefejnopravni televizi RTP. 4 roky pracoval v Radio Renascenca. Do roku 2020
pusobil jako zpravodaj v New Yorku. Od zacatku letoSniho roku plni funkci ombudsmana

Publico.!*
Milan Pokorny, Cesky rozhlas, Ceska republika

Milan Pokorny vystudoval Filozofickou fakultu Univerzity Karlovy. Od roku 1990 pracoval
pro Tydenik Rozhlas, kde byl nasledné Séfredaktorem. V letech 1996 az 2007 ptisobil jako
$éfredaktor odbornych periodik, poté opét vedl Tydenik Rozhlas. Od kvétna 2016 pisobi

jako ombudsman v Ceském rozhlase.'?
Cestmir Franék, Ceska televize, Ceska republika

Absolvent Fakulty Zurnalistiky Univerzity Karlovy. Od roku 1989 pisobil jako redaktor
Ahoj na sobotu, Mladého svéta, spoluzakladatel deniku Prostor, zéstupce $éfredaktora
Lidové demokracie, Vegerni Prahy, externi scenaristicky spolupracovnik Ceské televize. Od

roku 2000 pracoval v redakci aktualni publicistiky Ceské televize — Historie.cs, Otazky

122 7 korespondence s dotyénym.
123 7 korespondence s dotyénym.
124 7 korespondence s dotyénym.

125 piispévatelé Wikipedie, Milan Pokorny [online], Wikipedie: Oteviena encyklopedie, c2022, Datum
posledni revize 30. 11. 2022, 13:04 UTC, [citovano 5. 07. 2023]
<https://cs.wikipedia.org/w/index.php?title=Milan_Pokormn%C3%BD&oldid=22146573>
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Vaclava Moravce, Politické spektrum, Nezndmi hrdinové. Séfdramaturg dokumentarnich
poradl, Séfredaktor publicistiky, zastupce Séfredaktora zpravodajstvi. Od roku 2018 je

ombudsmanem Ceské televize.!?

Tabulka €. 1: Predstaveni respondentii

Jméno Stat Médium

Margo Smitova Nizozemsko NPO

Bjarne Schilling Dansko Politiken

Jack Nagler Kanada CBC

Pierre Champoux Kanada CBC/Radio-Canada
Donovan Vincent Kanada The Toronto Star
Arjen Fortuin Nizozemsko NRC Handelsblad
Edwin Kreulen Nizozemsko Trow

José Alberto Lemos Portugalsko Publico

Milan Pokorny Ceska republika Cesky rozhlas
Cestmir Franék Ceska republika Ceska televize

Zdroj: autorka

4.7. Vyhodnoceni a interpretace dat.

4.7.1. Uéel funkce

4.7.1.1. Duvod vzniku.

Vsichni respondenti uvedli, Ze za vznikem jejich pozice stalo vedeni. 2 z 10 respondentti si
vSak nebyli jisti, co ke zfizeni funkce konkrétn¢ vedlo. Dalsi dva uvedli, Zze by méli
vystupovat v roli mediatora. 6 z 10 vSak podotklo, Ze divodem byla krom¢ snahy ukazat

publiku vétsi transparentnost také motivace eliminovat chyby.

126 7 korespondence s Cestmirem Fraikem.
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Edwin Kreulen dokonce uvedl, ze vzniku funkce ptedchazelo ptimo poruseni redakcni
smérnice: ,,V roce 2014 jsme zjistili, Ze jeden z naSich novinari nedokdzal ve 126 svych
Clancich vysvetlit zdroje. Nebylo jasné, zda tyto zdroje skutecné existuji. Trouw musel tyto
Clanky stahnout. Novinar byl propusteén a séfredaktor se rozhodl instalovat ombudsmana,

ktery bude na novinare kazdy tyden dohlizet.*

Z odpovédi Margo Smitové, Cestmira Fraiika a Milana Pokorného vyplyva, Ze by mély
fungovat jako most mezi publikem a médiem a také predchazet soudnim sporim. Jak
vysvétluje Milan Pokorny: ,,...definoval [generdlni Feditel René Zavoral] moji roli, Ze
nebudu ani vykonavatelem nebo iniciatorem pravnickych kauz, pravych rozhodnuti, ale Ze
budu tim, co obvykle nazyvam slovem medidtor, to znamend zprostredkovatelem mezi
rozhlasem a mezi verejnosti a pokud mozna clovekem, ktery se snazi o vyreseni probléemii,

dejme tomu jinou cestou nez cestou prava, soudu a podobné.*

Jak jiZ bylo zminéno v praktické ¢asti, cilem prace ombudsmana je dohlizet na dodrzovani
novinaiské etiky a zasad objektivity a také vystupovat v roli spojky mezi publikem i redakei.
Jde sice o nejnizsi, ale uc¢innou formu samoregulace, ktera vysila publiku signal, ze ma, na
koho se obratit. Z rozhovorti nasledné vyplynulo, Ze vSichni respondenti vnimaji sviij

ptispévek ke zlepseni kvality média.

Margo Smitova podotkla: ,,Bez ombudsmana bychom neméli posledni velké vysetFovani
Jjedné televizni stanice a nasledné poruseni pravidel novinarské etiky. Také si myslim, ze by
spousta novinarskych poradii nepremyslela o tom, jak byt odpovédny a jak by se k nim mohla
dostat verejnost. Pred rokem a piil jsem delala velké vySetrovani toho, jak nas nejvetsi
vysilatel, NOS, informoval o covidu. Pravdépodobné by to neudélali, kdyby tu nebyl
ombudsman. Neveédeli by, koho pozadat o nezavislou kontrolu viastniho vysilani, takze si
myslim, Ze to zménilo vnimani verejnosti. Veédi, zZe existuje nékdo, na koho se mohou obratit.
Ale zménilo to i vnimani novinari. Je tu nékdo, na koho se mohou obrdatit a vict: "Prosim,
prosetrete to, protoZe verejnost nam neveri, ale my chceme ukdzat, jak jsme delali
novinarinu, jak jsme se dostali k nasim clankum. To je pro né diilezité. A tak si myslim, Ze
to funguje tak trochu obéma smery. A rozhodné doufam, Ze verejnost ma pocit, Ze se novinari
stali zodpovednejsimi.*

Milan Pokorny na otdzku, zda pfitomnost ombudsmana promenila Cesky rozhlas: ,,Trosku
uvolnila ruce radé jeho zaméstnancii. A to v tom smyslu, Ze verejnost predtim, nez byla

zFizena funkce ombudsmana, zaméstnavala pracovniky Ceského rozhlasu stiznostmi, dotazy,
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prosté kritikami vieho druhu a pracovnici Ceského rozhlasu byli nuceni na né reagovat. Cili
takhle se ten Cesky rozhlas proménil z hlediska pracovnikii. Co se tyc¢e mych bezprostiednich
zasahit do prace v jednotlivych slozkach, tech jsou desitky. Ale to jsou proste véci, které vam
Spatné vylicim v jednotlivostech, protoze ty zasahuji od programii, napriklad doporuceni,
jak by se mély nekteré slozky programii zménit, po doporuceni moderatorum, napriklad

ohledné jejich mluveného projevu. “

Pierre Champoux se také pod¢lil o své zkusenosti: ,,Pred dvema lety jsem proved! kontrolu,
do které byla zapojena velka televizni hvezda v kanadskéem Québecu, a dospél jsem k zavéru,
Ze doslo k néekolikandsobnému poruseni novinarskych standardit a postupii. Tykalo se to
rozhovoru s Didierem Raoultem, kterého moznd znate, francouzskym lékarem, a dosel jsem
k zaveru, Ze novinar nekladl dostatecné tvrdé otazky, aby Raoulta primél k vysvetleni a vetsi
obhajobé. Novinar verejné prohlasil, ze jsem se mylil, Ze se nebude omlouvat, zcela vyvratil

muyj usudek.*

Edwin Kreulen dodal, Ze list ptistoupil i k dalsi etické pojistce: ,,Otdzkou je, zda jsme stejné
chyby objevili i po ustaveni funkce ombudsmana. Zatim ne. Ale musim dodat, Ze jsme
ombudsmanovi nainstalovali néjakou extra pojistku proti témto pochybenim. A ta politika
spociva v tom, ze kazdy takzvany anonymni zdroj musi byt predlozen. TakzZe novindr musi
dat vedeni skutecnd jména a vedeni si miize ovérit, jestli ti lidé opravdu existuji. A to se

stava. Ne vzdycky, ale k temto kontrolam dochazi.*

4.7.1.2.  Cile a motivace respondentii
Osm respondentil uvedlo, Ze jejich cilem je obecné pfispét ke zlepSeni kvality média. Dva
podotkli, Ze jejich snahou je kriticky zkoumat redakcéni postupy a zamezit opakovani
systematickych chyb. Dalsi dva dodali, ze jejich poslanim je byt mostem mezi publikem a

médiem. Posledni trojice poznamenala, Ze jejich snahou je prospésnost svému médiu.

Jos¢ Amos uvedl: ,,Doufdm, Ze tato prdce samozirejmé priméje novindre, aby si dvakrat
rozmysleli, kdyz deélaji nékteré véci. Aby si davali vétsi pozor a byli opatrnéjsi, kdyz pisi o

nekterych vecech, které by mohly vyvolat néjaké pochybnosti.*

Edwin Kreulen: ,,Byla to dobra prilezitost, jak se konecné dostat do kontaktu se ctendri,
protoze jako novinari nemdame moc kontaktii s nasimi takzvanymi klienty, ctendri. [ ...] Cekal
Jjsem, Ze budu moci néco Fict o kvalité novin, protoze si myslim, Ze kvalita novinariny je dnes
opravdu otdazkou [...] Rikame, Ze tohle je dobry clanek, tohle je dobry titulek. Tohle byl

dobre vyvazeny clanek. Ale vidycky predpokladame, zZe ctenari si mysli, Ze je to v poradku,
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ale nevime to jiste. A druha véc je, Ze si myslim, Ze stejné jako mnoho jinych organizact uz

noviny nemaji takovou duveru ctenari, lidi.

Oba pfitom dodali, Ze se na zdklad¢ svych zjisténi do konfliktd se zaméstnanci nikdy

nedostali. VétSina jejich rozhodnuti akceptuje.

Pierre Champoux: ,,Rdd bych, aby si byli [novinadri] védomi toho, Ze si lidé mohou na jejich

obsah stézovat, a pokud je treba udélat revizi, udélam ji a reknu, zZe je problem.*

Margo Smitova: ,,Nemela jsem Zadnad konkrétni ocekavani kromé toho, ze se budu moci
zabyvat stiznostmi a Ze budu moci verejnosti vysvétlit, jak funguje Zurnalistika. ProtoZe to je
do znacné miry to, co delate — neustdle vysvetlujete. Takhle vypadaji pravidla, takhle se

dodrzovala nebo nedodrzovala a tohle se stane, kdyz se nedodrzuji.*

Jack Nagler: ,,Hlavni funkci je, ze jsem zde jako obhdjce Kanadanii, obcanii zemé, aby jejich
verejnopravni televize délala dobrou Zurnalistiku a také jsem zde jako obhdajce Zurnalistiky

Jjako takové, jejiho remesla.*

Arjen Fortuin: ,,Myslim, Ze hlavnim cilem je slouZit ctenarum, nasim predplatiteliim, ukazat,
co delame. A ukazat, ze jim neposilame jen informace, ¢lanky a podcasty. Ale ze jsme také
ochotni prijimat jejich pripominky a kritiku. Ze kdyz ndm néco napisete nebo se na néco
zeptate, md to smysl, Ze skutecné zacneme premyslet. A Ze vam pak vysledky naseho
premysleni sdelime. Myslim, Ze novindri i verejnost premysleji o Zurnalistice a o tom, co je
to dobra zZurnalistika. Pomahat lidem, podnécovat je k samostatnému mysleni. A aby o tom
mluvili. Myslim, Ze dialog mezi novinari i verejnosti je velmi zdravy a potirebny. myslim, zZe

moje funkce pomaha tento dialog stimulovat.*

Milan Pokorny: ,,Moji ambici bylo napliiovat sluzbu médiu, kterému verim, nebo v jehoz
vyznam verim, takhle to reknu. Jsem presvédcen, Ze véFit v pravnim konceptu ma svij
hluboky vyznam v demokratické spolecnosti. A to, Ze miizu byt soucasti, nebo ze muzu timhle
tim zpiisobem byt prospésné jemu a verejnému prostoru, ktery tam zasahuje, to pro me byla

motivace**

Donovan Vincent: ,,Mam podil na urovni novin. Mohu jim skutecné pomoci zlepsit se.
Zlepsit je. Zpresnit je. Primeét lidi, aby Hvezdé vice ditvérovali. Na tom se mohu podilet. Coz
je skvele. [...] Mym ukolem je prave zajistit toto pouto s nasimi ctenari. Chtéji mit moznost
otevrit noviny, néco si precist a nevidet v nich chybu, protoze spousté lidi chyby vadi. Neradi
vidi néco, o cem védi, Ze je vécné nespravné, a veri v hvezdu a miluji hvézdu (The Toronto

Star) a chtéji, aby hvezda méla vécné informace.*
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Cestmir Frandk: ,,Mym hlavnim cilem, ted’ to Feknu vznesené, je obhajoba verejnopravnich
vzdeélavacich prostredku. Jak uz jsem 7ikal na zacatku, ja si myslim, Ze bez nich je
demokracie ohrozena, ze to je jeden ze sloupii demokracie a viibec fungovani spolecnosti a
Jjakmile se tenhle sloup narusi, tak se narusi samozrejmée to, co je poslanim novinari —
sledovat a davat pozor, jestli se nedéje néco nepristojného ve spolecnosti. Takze pro mé je
divéryhodna. A to ten ombudsman jakz takz trosku miuze ovliviiovat, kdyz se chova

diveryhodne.*

4.7.2. Stiznosti a podnéty

V této Casti jsem zkoumala, zda ombudsmani odpovidaji na vSechny podnéty publika,
pfipadné jaké parametry musi podnét splitovat, aby na n&j ombudsman zodpovedél. Déle
jsem zjist'ovala, ¢eho se podnéty publika pievazné tykaji, kolik jich ombudsmani dostavaji
a jaké cesty pro osloveni ombudsmant publikum vyuziva nejvice. Zaméfila jsem se také na
postupy pii vytizovani podnétii publiku, a to predevsim, z jakych zdroji pfi poskytovani

zpétné vazby ombudsmani vychazeji.

4.7.2.1.  Nalezité parametry
Teoretickd ¢ast popsala, Ze ombudsmani dostanou niz$i tisice podnétl ro¢nég, prevazné
prostfednictvim e-maild. VSichni respondenti odpovidaji na podnéty, které splituji formalni
nalezitosti, neobsahuji pejorativni vyrazy nebo nazory, které nevybizeji ombudsmana k

odpovédi. Na zaklad€ rozhovort se da fici, Ze respondenti odpovidaji na 90-95 % stiznosti.

Edwin Kreulen podotkl, Ze jeho priméarni snahou bylo zodpovédét kazdému: ,,Kdyz jsem
nastoupil na tuto pozici, poskytl jsem kazdému odpovéed. Ale ted jsem s tim prestal. Takze
uz neodpovidam lidem, kteri jen vyjadruji velké ndzory, které nemaji nic spolecného s nasi

vécnou novindarskou pract.

Ombudsman Ceského rozhlasu Milan Pokorny (Ceské rozhlas) s Cestmirem Fraiikem
(Ceska televize) i Jackem Naglerem (CBC) naopak uvedli, ze 7adaji vedeni i o pfezkoumani
poradll na zdklad¢ komentaid publika tykajicich se stiznosti na mluveny projev moderatora

nebo néplni poradi:

Jack Nagler sdélil: ,,Stoji za to dat védet vedeni zpravodajstvi, Ze tenhle moderator zprav se
lidem nezamlouva... [...] Pak mohu pozZadat vedeni, aby na stiznost odpovedélo, a na

zdkladeé toho uvidime, zda je tFeba provést prezkum.*
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Vsichni ombudsmani vetejnopravnich vysilateld uvedli, ze je v poskytovani zpétné vazby

omezuji podnéty, které se netykaji zpravodajského obsahu.

Ombudsman francouzskych sluzeb CBC Pierre Champoux tekl: ,, Odpovidam kazdému
Ctenari. Problém je, ze nékteré e-maily, které dostavam, nesouvisi s mou roli. Takze lidé
reknou, no, nevim proc, ale kdyz jsem se podival na Radio-Canada v televizi, tento porad se
neobjevil. Nebo maji dotazy tykajici se programovani. Moje prdce se netyka programovani,
ale zpravodajského obsahu. Takze pokud se to tyka zpravy ve zpravodajstvi, clanku, pribéhu

na webu nebo néceho takového, dobre, vezmu to a podivam se.

Z rozhovorl rovnéz vyplynulo, Ze osm respondentii ma postaveni prvni instance, ktera
pfijima stiznosti publika. V piipadé Ceské televize je prvnim stupném Divacké centrum,
které tydné obdrZi zhruba 2 tisice stiznosti. Jak uvadi Cestmir Frangk: ,,Verejnost by se
primo na mé obracet neméla, protoze, jak jsem Fikal, my to mame dvoustupnovy: nejdriv se
obrati na Divackeé centrum a teprve kdyz se nespokoji s jeho odpovédi, tak se miize obratit
na mé. Rocné mame takovych asi kolem péti stovek podnétu, coz znamend v podstaté dva

denné.*

Podobné je na tom i nizozemsky vefejnopravni vysilatel NPO, ktery stiznosti ¢tenari
vyfizuje aZ poté, co je prosetii pfimo konkrétni vysilatel. Margo Smitova doufd, Ze tento

postup propast mezi ni a publikem neprohlubuje.

4.7.2.2. Obsah podnéta

Obsah podnétii publika ur¢uje druh média. Pokud jde o vefejnopravni vysilatele, vSichni
respondenti uvedli, Zze velmi Casté jsou stiznosti, které se tykaji programovani. Smétuji
napiiklad k hostim potadu ¢i pouzitim konkrétnich znélek. Dal§im aspektem jsou technické
zalezitosti jako jsou problémy s pfijmem signalu. Nejvice si ¢tenafi stézuji na nestrannost
vuci politickym strandm nebo zplisobu referovani o té, ¢i oné udalosti. Jak uvedli vSichni
reprezentanti tisku, hlavnim tématem stiznosti u deniku jsou gramatické ¢i faktografické
chyby, chyby pfi doruceni novin nebo také zaujatost ¢i nestrannost. Bjarne Schilling a také

Donovan Vincent uvedli, ze si ¢tenaii stézuji nejvice prave na pieklepy.

Rada respondentii bez ohledu na druh média viak uvedla, Ze se vétsina stiznosti tyka pravé
vyvazenosti. Jak podotkl ombudsman Arjen Fortuin: ,,VeétSina stiznosti se v jistéem smyslu
tka toho, Ze noviny maji ve svéem zpravodajstvi néjakou zaujatost. To znamenda, zZe bud’ lidé
rikaji, Ze jsme prilis levicovi, nebo Ze jsme prilis konzervativni. A casto se v ramci téchto

pozndamek objevuji zajimavé postrehy o nasi Zurnalistice.*
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Margo Smitova, Jack Nagler a také Milan Pokorny uvedli, ze vzestup socialnich siti a

dezinformaci vedly k vétsi mife agresivity publika 1 k nartstu poctu stiznosti.

Margo Smitova: ,,Mozna jde o kombinaci toho, zZe lidé mohou ziskat vice informaci z vice
riiznych stran a zacinaji to porovnavat s tim, ze prinasime jen jednu stranu pribehu. Ale také
se SiFi spousta nesmyslu, kterym lide veri. Existuji vyzkumy o roli socialnich médii. A ziejmeé
pribyva lidi, kteri ziskavaji zpravy ze socialnich médii, a ne z béznych zpravodajskych
organizaci. Meli jsme tu velmi hlasité demonstranty proti COVID, kteri napadali novindre
a znemoznovali jim praci. Mame velmi hlasitou komunitu zemedeélcii, kteri délaji totéz v
souvislosti se zménou klimatu a tvrdi, Ze zména klimatu neexistuje. I kdyz novinari tvrdi, Ze

ano, maji pro to ditkazy.*

Obdobny nazor ma i Jack Nagler, ktery dodava, ze: ,,[...] je vice lidi, kteri si stézuji a jsou
tak nastvani a rozzlobeni, zZe ani nechtéji dialog. Chtéji jen, abyste priznali, Ze média se

mylila.*

Stejného nazoru je i Milan Pokorny z Ceského rozhlasu: ,,Netroufim si délat néjaké zavéry,
to je spis prdace sociologa nebo néjakého vyzkumného pracovnika, ale tak obecné za to
prisuzuji stoupajici mire rozdéleni spolecnosti a samozirejmé stoupajici mira asertivity nebo
agresivity na socialnich sitich, ktera se preléva do komunikace, kterda by méla byt
formalnéjsi.

Lze ptredpokladat, Ze socialni sit€, dezinformace a polarizace spolecnost stavi ombudsmany
do pozice, kdy musi vefejnosti nejen vice vysvétlovat redakéni postupy, ale dokonce
médium ¢i konkrétni novinafe branit. Jak podotyka Donovan Vincent z kanadského listu
The Toronto Star: ,,Myslim, Ze od té doby, vite, nerikam, Ze je to vyhradné vina Donalda
Trumpa, ale on zacal cely ten dialog o falesnych zpravach a o tom, Zze média jsou nepratelé,
a o viech téch vécech, ze médiim se nedd vérit. A tak vérim, Ze velkou cast toho, co délam,

se to snazim rozptylit, vyvratit to.*

4.7.2.3.  Postupy pri vyFizovani stiznosti
Vsichni respondenti uvedli, Ze pfi zkoumani podnéti vychazi z dost Siroké Skaly zdroji. V
prvni fadé se tidi etickym kodexem nebo piiru¢kou vydanou zpravodajskym médiem. Tento
zdroj pouzivaji ptedevsim, pokud jde o obecné sporné oblasti v Zurnalistice, na které lze
poskytnout jednoznacnou odpovéd. V kazdém piipadé vSak oslovuji novinaie, ktefi se

vvvvv

ptipadech se obraci na stéZovatele ¢i odborniky.
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Jak vysvétluje Jack Nagler: ,.Je to jako kdybych byl soudce u soudu: tohle jsou zdkony, a tak
na to aplikuji pravo, takze se podivam na pribeh a promluvim si s lidmi, kteri ten pribeh
delali, a pochopim, jaka rozhodnuti udelali, pro¢ je udelali, s kym mluvili a zjistim, jestli

skutecne udélali veci, které udelat meli.“

Vsichni respondenti rovnéz podotkli, ze je dilezité stiznost dopodrobna prozkoumat. Jak
uvedl Edwin Kreulen: ,,Moje taktika je udeélat krok zpét a analyzovat: v jakém okamziku ma
verejnost pravdu a v jakéem okamziku musim branit novinare? To zustava vyzvou, ale je to

také zajimavy aspekt prace.*

Ombudsman portugalského deniku Publico José Lemos naptiklad pro vétsi odstup oslovuje
novinatre e-mailem ,,Dalsi véc, pro kterou jsem se rozhodl, kdykoli se zabyvam néjakym
problémem, o kterém mam v umyslu psat, nemluvim s lidmi, které resim. Protoze kdyz s lidmi

mluvim, tak si oteviram Sanci, Ze dojde k néjakému nedorozumeéni.*

4.7.3. Sloupky

Dalsi otazka se zabyva jednou z forem komunikace s publikem, a to sloupky. Jak jiz bylo
zminéno v uvodu, sloupky jsou svatym Uzemim ctenaft a nemély by podléhat vnéjsi
kontrole. Zkoumala jsem ptfedevsim, zda odraZzi podnéty publika a obsahuji kritiku vici
médiu. Vénovala jsem se také jejich periodicité, druhtim, divodim vzniku a kontrole ze

strany vedeni.

4.7.3.1. Druh

Do sloupkaii pfispiva 8 z 10 respondentii, vyjimkou jsou Cestmir Frangk z Ceské televize a

Pierre Champoux ze CBC, ktefi nepravidelné publikuji revize stiznosti publika.

3 z 8 respondenttl, kteti do sloupti ptispivaji, kombinuji nékolik druhii. Jack Nagler, podobné
jako jeho kolega pro francouzské sluzby Pierre Champoux, vydava také revize stiznosti.
Margo Smitovd ma vedle sloupkt také podcast. Jeho Ustfednim tématem jsou jak vlastni
pozorovani, tak 1 vefejné rozprava nad porusovateli. Podotyka, Ze jeji sloupky pfispivaji k

rozvoji medialni gramotnosti publika. Stejného nézoru je i Milan Pokorny.

Milan Pokorny vedle rubriky Vase podnéty, kde zvetejiiuje nékteré dopisy Ctenari, piispiva
1 do sloupkt pod hlavickou Ombudsman pise, kde publikuje sva pozorovani. ,,Bylo to moje
rozhodnuti, nikdo mé do néj netlacil. Ja jsem si rekl, Ze bude dobre, kdyz verejnost uvidi, co
ten ombudsman Ceského rozhlasu viastné déla. Osvédcilo se mi to, vim z mnoho ohlasii, Ze

na moje webové stranky pravidelné chodi studenti medidalnich studii, novinari, kteri se
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zajimaji o média a Ze na to koneckoncit a v nejvétsi mire chodi ten segment verejnosti, kterym

rikame verejnost, posluchaci.*

Jini respondenti maji sloupky psané na webovych strankach, kde publikuji jak vlastni
pozorovani, tak i odpovédi na néckteré stiznosti. VSichni respondenti kromé Bjarne

Schillinga publikuji své sloupky vice mén¢ pravidelné.

4.7.3.2. Cil

Ve sloupcich vSech respondentii pfevazuji dva motivy: vyjadieni se k dotaziim publika i
vlastni pozorovani, nékdy obsahuji také kritiku sméfovanou k redakénim postupiim ¢i
obsahu. 7 z 8 respondentd uvedlo, ze cilem této rubriky je transparentnost: vysvétlit, jak
novinafi pracuji, ukdzat, co prace ombudsmana obnasi a také poukézat na chyby, ze kterych
by se novinaii méli poucit.

Arjen Fortuin: ,, To byl séfredaktor Peter van der Meers asi pred 10—11 lety. Rozhodl se
tedy, ze sloupek musi byt soucasti zpusobu, jakym NRC transparentné informuje o svém
pocinani a motivech. Cilem je ukdzat ctendariim, co délame a aby vsichni moji kolegové
vysvetlili, pro¢ udélali to, co udélali. A také abych mohl nezavisle posoudit, zda to, co
udelali, bylo spravné. Protoze z organizacniho hlediska jsem v izolované pozici. Nemdm
Zadnou jinou roli pri tvorbé novin, takze jde o to, abych se na to opravdu podival zvenci a

pak si rekl, jestli byly spravné udelany.

Obdobny nazor ma také José Lemos z Publica: ,,Tohle je, reknéme, nejlepsi zbran, kterou
mam. Vlastné jedinou, kterou mam, abych napravil chyby a upozornil na dobré postupy,

které by se mély uplatiovat.*

Ombudsmanovy sloupky vSak neodrazi kazdy podnét, ktery ptijde od publika. Ombudsmani
se shoduji, ze nejdilezitéjsi je stiznost dikladné prozkoumat. Jak podotyka Arjen Fortuin:
»Opravdu si myslim, Ze by si ombudsman mél dat na cas a diikladné se podivat na to, co se
stalo a jakeé byly motivy novinaru a zda pochybili, nebo ne. Je opravdu tézké k tomu neco

obecné Fict. V tomto sméru je to velmi prakticka prace.

Margo Smitova dodava: ,,Divam se na zajem o témata mezi Sirsi verejnosti, na mozny dopad
porusent pravidel — ¢im vetsi je mozné poruSeni, tim vétsi je sance, Ze ho budu vysetrovat a
psat o nem. Divam se na velikost verejnosti, kterou uz poruseni zasahlo. Velka denni

zpravodajska relace, ktera udéla chybu v hlavnim vysilacim case, je pravdepodobnéjsi téema
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nez velmi mala redakce vysilajici v noci, ktera udéla stejnou chybu, protoze velikost

verejnosti, ktera videla puvodni chybu a musi tedy védet, ze se stala chyba, je vétsi.

Ptestoze Pierre Champoux vede jen revize stiznosti, sdili nadzor z predchozimi respondenty:
»~Hlavnim cilem mych recenzi je nejprve zjistit, zda doslo k poruseni redakcni smérnice. Ddle
je to pomoc novindrim, aby odvadeéli lepsi praci, aby se lidem dostalo lepsi Zurnalistiky.
Také jde o to, abych verejnosti vice vysveétlil, jak novinarina funguje, protoze lidé mnohdy

presné nerozumi tomu, co novinari delaji.*

Neékdy vsak ombudsmanovy sloupky plni i edukativni funkci. 3 z 8 respondentti uvedli, ze
si kladou za cil vefejnost vzdélavat. Nejde pfitom jenom o publikum, ale také 1 o samotné

novinafe.

4.7.3.3. Editorské zasahy

VSsichni respondenti uvedli, Ze posledni slovo ve findlni verzi sloupkt maji oni sami a nikdo
je nesmi upravovat. Ombudsmani z vefejnopravnich vysilatelll si nenechavaji poradit od
kolegt ¢i vedeni ohledné namétii. V piipadé tisku i online médii si ombudsmani pro rady

ptilezitostn€ chodi. Dva respondenti uvedli, Ze jde hlavné o hledéni témat.

Edwin Kreulen podotyka: ,,to ja rozhoduji o tom, o cem ten sloupek napisu, ale nékdy se ho
[zaméstnance nazorové rubriky] ptam, jaké maji nazory, jestli si vzpomenou, jestli to téma
uz bylo driv, takze trochu ziskavam napady, protoze jako ombudsman mam nékdy treba 4

nebo 5 ndpadu a muzu se jich zeptat, jaky napad je nejlepsi.

Ombudsman Publica uvedl, ze mu nékdy Séfredaktor nazorové sekce zavold a navrhne
udé¢lat malé upravy tykajici se gramatiky nebo stylistiky: ,,nékdy mi zavola zpatky a ¥ika,

hele, doporucuju udelat malou opravu tady.

Dalsi dva respondenti maji dohodu ukézat sviij sloupek piimo $éfredaktorovi. Jak uvadi
Arjen Fortuin: ,, Mam dohodu, Ze mu to ukdazu pred zverejnénim a on si pak samozirejmé
miuize rikat, co chce, ale nema moc v tom sloupku cokoli meénit. A muze mé pozadat, jestli
bych nemohl néco upravit. Zatimco u vsech ostatnich clankii v novinach, pokud dojde ke
konfliktu mezi Séfredaktorem a novinarem, ma posledni slovo Séfredaktor. Ale u sloupku

ombudsmana je to naopak.

Donovan Vincent méa podobnou zkusSenost: ,,Nakonec mam posledni slovo ve svém sloupku
ja. Kazdy sloupek, ktery napisu, posilam séfredaktorovi, protoze pisu hodné o vécech, které

se déji v redakci. Nekdy nemusim byt zasvécen do urcitych rozhodnuti, tak se nékdy do toho
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tak trochu viozi, aby mi poskytl trochu vetsi nadhled nad tim, o cem pisu. Jednou za cas
navrhne Ze bych mohl néco naformulovat jinak. My pracujeme docela spolecne. Pokud mam

silny pocit, ze mam vsechna fakta a Ze zaujimdam rozumny postoj, je to na mné.*

Zda se, ze umisténi rubriky v nazorové sekci je do jisté miry problematické, protoze ji
zkouma S$éfredaktor, ktery tudiz mlze navrhovat Upravy. Z odpovédi respondenti vSak
vyplyva, ze jde pouze o gramatické i stylistické upravy. Do jaké miry je slovo séfredaktora

rozhodujici, v ptipadée poslednich dvou listii v§ak neni jasné.

4.7.4. Organizace prace

4.7.4.1. Status

Jak jiz bylo zminéno v teoretické €asti, nezavislost ombudsmana urcuje jejich pozice a
postaveni v daném médiu. 4 z 10 respondentd, a to Margo Smitova, Jack Nagler, Pierre
Champoux i José Lemos, maji mandat po dobu urcitou kodifikovany ve statutu ombudsmana
zpravodajskych médii, pracuji vné redakce a jsou na vedeni zcela nezavisli. Tento model

povazuji za dokonaly, protoze vedeni nema prosttedky k zasahovani do jejich préce.

Margo Smitova je jmenovana na tfileté funkcéni obdobi spravni radou NPO na zakladé
navrhu rady pro rozhlasové a televizni vysilani. Jack Nagler spolu s Pierrem Champouxem
jsou jmenovani na pétileté funkéni obdobi ctyt€lennou vybérovou komisi, kterd doporucuje
kandidata ke jmenovani prezidentovi a generalnimu fediteli CBC. José Lemos je jmenovan
na jednoro¢ni funkéni obdobi spravni radou deniku po obdrzeni souhlasného stanoviska
redakéni rady. VSichni mohou byt odvolani pouze z divodu hrubého zanedbavani
povinnosti nebo zavazného profesniho pochybeni. VySe uvedené skutecnosti poskytuji
ombudsmaniim svobodu pfistupovat ke stiznostem objektivné a neodvozovat sva rozhodnuti
od vedeni. Pravomoci prvni trojice jsou omezeny vyhradné na zpravodajskou ¢ast programu

a zodpovidaji se pifimo generalnimu fediteli.

Edwin Kroulen mé tfilety mandat s moznosti prodlouzeni, je vSak ombudsmanem na
polovi¢ni uvazek. ,,Pracuji v redakci, spolupracuji s redaktorem pro dopisy ctendriu, ale pro
ombudsmana pracuji nezavisle. Myslim, zZe velmi diileZitym pravidlem je, Ze nikdo nemiize
zmeénit muj sloupek. Nikdo nemiize ménit text. TakZe to je jedno pravidlo. A myslim, Ze druhé
pravidlo, které se mi opravdu libi, je, Ze mam trileté funkcni obdobi a nikdo mé nemiize nikdo

nemiize vyhodit jako ombudsmana nebo me dat na jinou pozici.*
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3 respondenti, Milan Pokorny, Franék Cestmir a Arjen Fortuin, maji sidlo v budové svého
média. Prvni dvojice se také zodpovida piimo generalnim fediteli. Editor pro vefejnost
kanadského listu Toronto Star pracuje v redakci a také spolupracuje s $éfredaktorem. Bjarne
Schilling z danského deniku Politiken také pracuje v redakcei, nicméné zda spolupracuje s

Séfredaktorem se nepodafilo zjistit.

Jak sam uvedl: ,,Oficidlné jsem nezavisly. Neprijimam pokyny od séfredaktoru ani redakce.
Cas od casu samoziejmé nesouhlasim s tim, pro co se $éfredaktori rozhodli. Ale mé
kazdodenni vstupy vede tato rubrika Chyby a opomenuti. A tam je jen jeden, kdo rozhodne,
co v ni bude. A to jsem ja. Samoziejmé nasloucham ostatnim lidem a posloucham kritiku,
pokud Feknou, no, my s vami nesouhlasime, myslime si, Ze jste na tohle prilis prisny nebo na
tohle prilis shovivavy. Samozrejmé jsem jim naslouchal, jinak bych nedélal svou praci. Ale
pokud jde o konecné rozhodnuti, je pouze moje. A musi to tak byt. Nemiizete mit redaktora
pro ctendre, ktery by pracoval na zdkladeé néjaké skupinové diskuse nebo spolecné dohody

¢

o tom, jak se véci maji, budete muset byt trochu diktatorem.*

7 respondentd pochézi ptimo z interniho prostiedi svého média. Podotykaji, ze prave tato
cesta je moznosti, jak podnitit interni debatu nebo ziskat vétsi spolupraci redakce. Dodéavaji
vSak, Ze vyhody ma jak interni, tak i externi ombudsman. Opaény ndzor ma pouze
ombudsman Publica José¢ Lemos, ktery byl v roce 1990 soucasti zakladajiciho tymu novin,
po par letech ale ptesel do soukromé sféry a do deniku se vratil az zacatkem letosniho roku:
»Nemyslim si, Ze je to [interni pracovnik] dobry napad, protoze jste ve stejném prostredi,
Jjednate se stejnymi lidmi, mate pratelské vazby, je to omezujici. Brani vam to byt tak kriticky

nekdy, jak byste mel byt.“

4.7.4.2. Propojenis vedenim
Ze statutu ombudsmant vyplyva i jejich propojeni s vedenim ¢i jinymi oddélenimi. Vedeni
v ptipade¢ 4 z 10 respondenttl, a to Margo Smitové, Jacka Naglera, Pierre Champouxe a také

José Lemose, do jejich prace nijak nezasahuje.

Jak uvedl Pierre Champoux na otazku, zda se né¢kdy dostaval do konfliktl s vedenim: ,,Ne,
a to je na nezavislosti to hezké. Prinejmensim v CBC existuje tato tradice. Nemohu mluvit
za editory pro verejnost, protoze ti jsou obvykle v ramci zpravodajstvi, coz my nejsme. Ale
vedeni zpravodajstvi a ostatni z vedeni Radio-Canada, pokud vim, nikdy neodsuzovalo nase
recenze. Mohou je druhotné posoudit mezi sebou, ale zavolat mi s tim, Ze si myslim, Ze byste

néco neméli, to ne nikdy. Muj séf je generalni reditel Radio-Canada. Nikdy se k mé praci
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nevyjadruje. A vliastni hodnoceni na konci roku, abych zjistil, zda jsem odved| dobrou praci,
si delam sam. To je uplné divné, ale tak to chodi. Jsem jako Jack, opravdu nezavisly na

vedeni, takze mi do toho nemluvi.*

Ne vzdy se vSak vedeni s rozhodnutim ombudsmana souhlasi. Jak podotyka Edwin Kreulen:
»V nasich novinach mame dvé pobocky. Vedeni, které je zodpovédné za vsechny nase
novinare. Pak mame ombudsmana, ktery je zodpovédny za etickou prdaci novinaru. A nékdy
se tyto véci trochu stietavaji. Protoze jako ombudsman pisu o novinari, ktery na tom eticky
neni moc dobre. To se miize dotknout pozice toho novinadre. A nékdy vedeni nechce, aby se
té pozice dotklo. Mné je to jedno. Pro mé je relevantni etické chovani. Takze si myslim, Ze
vetsi konflikty souviseji s timto dilematem. A je tu jesté jedno dilema. Neékteri novinari si
nepripoustéji, zZe délaji chyby.

Stejného nazoru je i Arjen Fortuin: ,,Mél jsem konflikty s kolegy, kteri byli velmi nespokojeni
s mym usudkem. Kteri méli opravdu pocit, Ze udélali spravnou véc a zZe jsem je kritizoval.
Nikdy jsem nemél problémy s tim, Ze by se mé vedeni snazilo ovliviiovat. Shora si nemdam na
co stézovat. S Fadovymi novindri je samoziejmé vztah svym zpusobem komplikovany, protoze
nemam zdadnou oficialni moc. Nemohu jim rikat, co maji délat. Nemuzu jim rict, ze maji
tenhle ¢lanek opravit nebo ze se maji rozhodnout sami. Ale clanek, ktery pisu kazdou sobotu,

Jje samoziejmé prostiedkem moci. Protoze nikdo nema rad, kdyz ho nékdo verejné soudi.*

Do konflikti se zaméstnanci se vSak nedostal kazdy ombudsman. Pozoruhodnym je, Ze
Milan Pokorny je jedinym ze zpovidanych ombudsmanit, ktery nenazyva pracovniky
Ceského rozhlasu svymi kolegy. Dodéava: ,,Vedeni Ceského rozhlasu do mé price prosté
nezasahuje. Samozrejmé s jednotlivymi pracovniky, i treba vedoucimi, tim mam na mysli
reditele vyroby programu, kdyz je potieba konzultuju, jdu za nimi, mluvim s nimi, vyzadam
si od nich néjakeé podklady. Ale jak s nimi nalozim, jak to zpracuju, to uz je moje véc. A jesté
se mi nestalo, Ze by mi nékdo z nich prisel vycitat, co jsem to napsal, nebo jak jsem jim
poskodil. A tohle musim Fict, Ze jsme se vytvorili za 6 let prdce stabilni prostredi, ze byt
pracuji na pidé Ceského rozhlasu, tak Cesky rozhlas mé v podstaté bere jako solitérni
pozici, ktera v podstaté se jeho strukturami nijak neni spjata. Jinak by to neslo, tak bych tu
praci nemohl délat, protoze bych se stal druhym tiskovym mluvéim nebo nejakym clenem
oddeleni komunikace, a to samoziejmé by ztrdcelo sebe, jak pro zdsadni, tak pro jeho

posluchace.
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Vsichni respondenti podotykaji, ze neoplyvaji pravomocemi, které by jim umoznily
zaméstnance vyhodit nebo je k né¢jakému rozhodnuti donutit, coz na zéklad¢é prozkoumané
literatury vyplyva i z vnitinich ptedpisi. Mocnym instrumentem jsou prave sloupky, kde
ombudsmani mohou novinafe vetejné kritizovat. Zda vSak doporuceni od ombudsmant
pfijmou, je zcela na zaméstnancich. Jeden z respondentd, a to Cestmir Frangk, ma také

pravomoc vydat findlni stanovisko za Ceskou televizi.

4.7.4.3.  Spoluprice s jinymi oddélenimi

Z odpovédi respondentii nevyplynulo, Ze ptisobi jako manazeii pro styk s vefejnosti.
Nicmén¢ Edwin Kreulen spolupracuje s ndzorovou rubrikou. ,,Délam ombudsmana asi tri
dny v tydnu a ten druhy tyden musim délat jiné ukoly, protoze jsme trochu mala organizace
se zhruba 80 novindri. Takze jeden den v tydnu jsme se rozhodli, Ze vybiram dopisy od
Ctenarii pro ndzorovou rubriku v nasich novindch, a tak pracuji spolecné s vedoucim
nazorove rubriky. Vlastné jeden den je to moje Séfova, protoze je to jeji zodpovednost, ale
ty dalsi t7i dny jsem nezavisly, ale pracuji spolecné s jejim tymem a napriklad kdyz mam
napad na sloupek, tak ho miizu probrat s ni v jejim tymu, protoze ombudsman je velmi
osaméla pozice a pro mé je dobré mit néjakou spolecenskou aktivitu, abych mél néjaké
protejsky.

Milan Pokorny z Ceského rozhlasu spolupracuje s oddélenim evidence poplatkil. ,,Podobné
Jjsem v béznych pracovnich stycich s reditelem Ceského rozhlasu, ktery kdyz je to zapotiebi,
si mé pozve a probereme spolu moji agendu. Ale vice méné v souvislosti s aktualnimi vécmi.
Napiiklad zaseddani etické komise Ceského rozhlasu, kde jsem tajemnikem a pro niz
pripravuju podklady. Pak se setkam s hlavnim reditelem a povime si scénar, jak to zasedani

etické komise bude probihat.

Cestmir Frangk spolupracuje nejen s oddélenim evidence poplatkil, ale také s pravnim
oddélenim 1 oddélenim vztaht s vetejnosti: ,,Mdm jediného nadrizeného, to je generdlni
reditel. Coz je taky dobre, viastné to zarucuje i nezavislost, ze nikdo mi nemuizZe nic rikat
kromé nej. Ale jinak jsem zarazen do divize marketingu, kam jsou zarazena vsechna
oddeélent, co se tyce komunikace. Jednak samoziejmé tiskové oddéleni, pak je tam vyzkum
divacke spokojenosti a divackych hlasii, cisla sledovanosti. Pravni oddéleni, se kterym se
stykam nejintenzivnéji. S tim mam i porady a tam Fesime vSechny problémy. Pak se zaroven
stykam s Divackym centrem, kde jsou dopisy, maily a telefondt. Oni viastné nejvic tam resi

telefonaty. Pak se stykam viastné tak jako by ne negativné, ale tady hned vedle sedi agenda
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televiznich poplatkii. Protoze hodné lidi si stézuje ombudsman, abych jim vratil 280 korun.
Takze ja vzdycky musim napriklad Fict, Ze to vlastné neni vitbec agenda moje a Ze to teda

preposilam na ne.*

Cestmir Fran¢k na otazku, v ¢em piesné spo¢iva spoluprace s marketingovym oddélenim,
uvedl: ,,Toto se vymyslelo, kdyz se staly pripady s diskriminaci. Se vnejsim marketingem
nespolupracuju. [...] Spis s tiskovym oddelenim, protoZze musi vydavat oficialni stanoviska,
takze se mé obcas na néco ptaji, nebo ja jim reknu, aby se k necemu vyjadrili. Akorat, zZe to
spada do jedné té divize, ktera se tak jmenuje. Ale jako ja tam jsem v podstaté jenom, Ze

nekam vejit musim.*

Ceska televize rovnéz po vySetfovani novinafe Marka Wollnera podezielého z bossingu a
sexualniho obtéZovani sestavila interni vysSetfovaci komisi, ve které zaseda Cestmir Franék

spolu s dal§imi odborniky. Piisobnost ombudsmana je tak nove rozsiena i na otazky chovani

na pracovisti.

Editor pro vetejnost kanadského listu The Toronto Star spolupracuje s §éfredaktorem novin.
Vsichni respondenti vSak podotkli, Ze jsou nezavisli. Z odpovédi respondentti zastupujicich
tisk 1 online nevyplyva, ze by kontaktovali ctenafe, kteii chtéji ukoncit pfedplatné. Schiizky
s vefejnosti vSak praktikoval Bjarne Schilling ¢i Maro Smitova. Bjarne Schilling
okomentoval ditvod schizek takto: ,,SnaZili jsme se o tato setkani se ctenari. Ale nebylo to
prilis uspésné, protoze jsme doufali, Ze budou kritizovat noviny, ale misto toho travili veskery

cas kritikou jeden druhého.* Stejného nazoru je 1 Smitova.

Zavér

PrestoZze instituce redakéniho ombudsmana doznala za vice nez sto let své existence
drobnych zmén, ziistava i po tolika letech v jednom aspektu neménnd: ombudsmani se stale
denné pohybuji na pomezi dvou protichidnych roli. Na strané jedné odrazi hlas vetejnosti
zpét do redakce, na stran¢ druhé obhajuji ¢innost zpravodajského média. Hlavnim cilem
vyzkumu bylo prave urcit, ke kterému ze dvou modelii se ombudsmani pfiklani. Ackoliv se
na prvni pohled zd4, Ze zaradit ombudsmany do urc€ité role na zdkladé n€kolika proménnych
bude jednoduché, realita je ovSem jind. Domnivam se, Ze kdybych pouzila metodu
kvantitativnich studii a nesnazila bych se dopatrat, jaké jsou motivace respondenti, dosla

bych k jinym zaveéram.
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Pokud budu vychazet z definice kritického hlasu ¢tenaiti a vyslance redakce k publiku
navrzenou Arjenem van Dalenem a Markem Deuzem, lze fici, ze hlasem publika na zékladé
povahy jejich prace jsou pouze 4 respondenti z 10, a to Margo Smitova z nizozemského
vetejnopravniho vysilatele NPO, Jack Nagler a Pierre Champoux z kanadského
vefejnopravniho vysilatele CBC a také José Lemos z portugalského deniku Publico. VSichni
pracuji vné redakce, maji mandat na dobu urcitou, ktery jim zarucuje nezavislost na vedeni.
Kriticky zkoumaji redakéni postupy a ve svych sloupcich odhaluji ptipadné predsudky,
nepiesnosti nebo etickd pochybeni. Nikdo z nich rovnéz nespolupracuje s marketingovym
oddé€lenim a zaroven neni podiizeny vedeni. Do modelu kritického hlasu ¢tenait by Slo
zafadit 1 Edwin Kreulena z nizozemského listu Trouw, vykazuje vSak prvky velvyslance

redakce — pracuje v redakci a spojuje funkci ombudsmana s praci v ndzorové rubrice.

Zbytek respondentti se ptiklani k modelu vyslance redakce. Presto, ze vSichni kriticky
zkoumaji postupy novinaii, ombudsman kanadského listu The Toronto Star pracuje
v redakci a spolupracuje s $éfredaktorem, tudiz je podiizeny vedeni. Z jeho odpovédi také
vyplynulo, ze se spiSe vidi jako soucast redakce. Na zdkladé rozhovoru s dotyénym a
studiem obsahu The Toronto Star se nepodatilo zjistit, zda jeho smlouva obsahuje mandat,
ktery brani vedeni jej pfedCasné zprostit funkce. Stejné na tom je Bjarne Schilling z
danského deniku Politiken ¢i Arjen Fortuin z nizozemského listu NRC Handelsblad. Milan
Pokorny pracuje v Ceském rozhlase. Kromé funkce ombudsmana plni také funkci tajemnika
etické komise Ceského rozhlasu. Jak sam uvedl, b&né se schazi s feditelem Ceského
rozhlasu. Cestmir Frangk kromé zasedani v etické komisi a prace v budové Ceské televize
ma pravomoc vydavat prohlaseni za CT, coZ je stavi spiSe do pozice vyslanci média k

publiku.

Druhym cilem vyzkumu bylo zjistit, zda je model kritického hlasu ¢tenaiti 1 vyslance
redakce ¢i média k publiku zjednodusSenim reality. Z provedenych rozhovort vyplyva, ze v
ptipadé oslovenych respondentd takové ¢lenéni skutecn€ neodrazi skutecnost dostate¢nym,
vypovidajicim zptisobem. Nikdo z nich nespolupracuje s marketingovym oddélenim.
VSsichni si pfi vySetfovani stiznosti vyslechnou obé¢ strany a sleduji jediny cil: odstranit
chybu. Ti, kteti uspotadavali schiizky s vetejnosti, si nekladli za cil zamezit odliv ¢tenart,
divak ¢i posluchaci, ale obdrzet dalsi podnéty od vetejnosti, které by byly pro jejich praci
prospésné. Ve vyzkumu se také objevil ombudsman, ktery kvili malému poctu zaméstnanct
plni svoji funkci na poloviéni tvazek. Vyzkum rovnéZz odhalil zcela nezavislého

ombudsmana s mandatem, ktery pracuje v redakeci.
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Dal$im zjiSténim je moc spolecenského diskurzu. Jak podotkli ombudsmani, kteti setrvavaji
ve funkci ombudsmana pres nékolik let, vzestup dezinformaci, asertivity publika, pravicové
naladéné casti spole¢nosti a také politici, kteti podkopavaji divéru v média, je stavi do
pozice, kdy musi publiku nejen vysvétlovat redakéni postupy, ale ur¢ité novinafe dokonce i
hajit.

Tyto zavéry pochopitelné¢ nelze aplikovat na celou instituci ombudsmana, jelikoz se
vyzkumu zuc¢astnil maly, nereprezentativni vzorek respondentll. Zobecnéni ani nebylo
ucelem této prace. Podobny vyzkum by bylo vhodné provést na vétsim poctu respondenttl,
naptiklad pomoci dotaznikového Setfeni spojené¢ho s rozhovory. Nabizi se také moznost
obratit se na vefejnost s cilem pochopit, zda redakéni ombudsmani jejich divéru v média

skute¢n¢ posiluji. Provedeny vyzkum splnil stanovené cile.

Summary

Despite the fact that the institution of the public editor has undergone minor changes in its
more than 100 years of existence, it remains unchanged in one aspect even after so many
years: ombudsmen still walk the line between two contradictory roles on a daily basis. On
the one hand, they reflect the voice of the public back to the newsroom; on the other, they
defend the activities of the news media. The main objective of the research was to determine
which of the two models’ ombudsmen lean towards. Although at first glance it seems easy
to classify ombudsmen into a particular role based on a few variables, the reality is different.
I believe that if I had used the method of quantitative studies and had not tried to find out

what the motivations of the respondents were, I would have reached different conclusions.

If T go by the definition of the critical voice of the readers and the editorial ambassador to
the audience proposed by Arjen van Dalen and Mark Deuze, it can be said that only 4 of the
10 respondents are the voice of the audience based on the nature of their work, namely
Margo Smit from the Dutch public broadcaster NPO, Jack Nagler and Pierre Champoux
from the Canadian public broadcaster CBC, and also José Lemos from the Portuguese daily
Publico. All of them work outside the newsroom, have a fixed-term mandate that guarantees
their independence from management, critically examine editorial practices and expose any
biases, inaccuracies or ethical lapses in their columns. None of them also collaborates with
the marketing department and none is subordinate to management. The critical reader voice

model could also include Edwin Kreulena of the Dutch newspaper Trouw, but he has
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elements of an editorial ambassador - he works in the editorial office and combines the

ombudsman's post with work in the opinion section.

The rest of the respondents lean towards the editorial ambassador model. Despite the fact
that all of them critically examine the practices of journalists, the ombudsman of The
Toronto Star, a Canadian newspaper, works in the newsroom and works with the editor-in-
chief, thus reporting to management. His answers also revealed that he sees himself more as
part of the editorial staff. Based on an interview with the individual and a study of the content
of The Toronto Star, it was not possible to determine whether his contract contains a mandate
that prevents management from firing him during his tenure. Bjarne Schilling of the Danish
newspaper Politiken or Arjen Fortuin of the Dutch newspaper NRC Handelsblad are in the
same position. Milan Pokorny works at Czech Radio. In addition to his role as ombudsman,
he also serves as secretary of the Czech Radio Ethics Committee. As he himself stated, he
normally meets with the Director of Czech Radio. In addition to sitting on the ethics
committee and working in the Czech Radio building, Cestmir Fran&k has the power to issue
statements on behalf of Czech Television, which puts them in a position where they are more

of an ambassador of the media to the audience.

The second aim of the research was to find out whether the model of the critical voice of the
readers and the ambassador of the editorial office or the media to the audience is a
simplification of reality. The interviews conducted suggest that it does not adequately reflect
reality in the case of the respondents interviewed. None of them cooperate with the
marketing department. While doing their investigations, all of them of listen to both sides
and pursue a single goal: to eliminate the error. Those who held the public meetings did not
set out to stem the tide of readers, viewers or listeners, but to receive further input from the
public that would benefit their work. The research also found an ombudsman who, due to
the small number of staff, performs his function on a part-time basis. The research also

revealed a fully independent ombudsman with a mandate who works in the newsroom.

Another finding is the power of social discourse. As noted by ombudsmen who have stayed
on as ombudsmen for more than a few years, the rise of misinformation, audience

assertiveness, right-leaning sections of society, and politicians undermining trust in the
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media puts them in a position where they must not only explain editorial practices to the

audience, but even defend certain journalists.

Of course, these conclusions cannot be applied to the entire ombudsman institution, as a
small, unrepresentative sample of respondents took part in the research. Nor was it the
purpose of this paper to generalise. It would be appropriate to conduct similar research on a
larger number of respondents, for example by means of a questionnaire survey combined
with interviews. There is also the possibility of reaching out to the public to understand
whether editorial ombudsmen actually strengthen their trust in the media. The research

carried out met the objectives set.
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Pi"ﬂohy
Ptiloha &. 1: Statut ombudsmana Ceského rozhlasu
Statut ombudsmana Ceského rozhlasu: U¢innost od 10. &ervna 2016

1. Ombudsman Ceského rozhlasu (dale jen ,,ombudsman®) je ziizen za Gi¢elem prohloubeni
dialogu mezi poslucha¢i a Ceskym rozhlasem jako médiem vefejné sluzby, zejména s

ohledem na opravnéné zajmy posluchact Ceského rozhlasu (déle také jako ,,CRo%).

2. Ombudsman jedna v souladu se zakonem o Ceském rozhlasu &. 484/1991 Sb., ve znéni
pozdgjsich predpisi, Kodexem Ceského rozhlasu, dal§imi platnymi pravnimi predpisy

relevantnimi pro ¢innost CRo, a vnitinimi piedpisy CRo.
3. Ombudsman je poradnim organem generalniho feditele CRo.

4. Cesky rozhlas vytvafi pro ombudsmana vhodné podminky, aby mohl vykonavat svou

funkci nestranné a transparentng.

5. Ombudsman nema pravo zasahovat do obsahu vysilani CRo, ménit nebo rusit rozhodnuti

kontrolnich organi CRo nebo piislusnych regula¢nich organt.

6. Ombudsman jedna na zakladé podnétu (zejména stiznosti) posluchaée CRo (dale jen
»autor podnétu‘’) adresovaného kancelaii ombudsmana nebo jeho osob¢, na zakladé podnétu
tykajictho se vztahu s posluchaci, ktery mu byl pfeddn generdlnim feditelem nebo

zaméstnancem CRo na 1., 2., nebo 3. stupni fizeni, nebo z vlastni iniciativy.

7. Podnét muze byt podan ombudsmanovi zejména prostifednictvim interaktivniho formuléte
na webovych strankach ombudsmana, e-mailem, dopisem, prostfednictvim datové schranky

CRo nebo osobné.

8. Ombudsman podnét odlozi, nebude-li z néj patrné, kdo jej podal a jaké je kontaktni adresa
autora podnétu. Neni-li z podnétu ziejmé, v Cem je jeho podstata, jde-1i o opakované podani
téhoz autora podnétu, které neni doplnéno o nové skutecnosti, pokud ve véci, kterd je
pfedmétem podnétu, probihd soudni, spravni piipadné jiné fizeni nebo netyka-li se podnét
ginnosti CRo, ombudsman takovy podnét odloZi a uvédomi o tomto postupu autora podnétu.

VW v

9. Podnét, ktery obsahuje hanlivé nebo urazlivé vyroky a slovni obraty, jimiz se zesmésiuje
nebo jinak napadd duastojnost osob, proti kterym podnét sméfuje, nebo obsahuje
pomlouvacné vyroky, ombudsman po vyhodnoceni zpravidla odlozi. O této skutecnosti

bude autor podnétu informovan.
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10. Ombudsman je opravnén postoupit podnéty, které obdrzi, k vyfizeni ptisluSnym atvarim
nebo pracovnikiim CRo. O tomto postupu informuje autora podnétu.

11. Ombudsman je opravnén nahlizet do pfislusnych dokumenti CRo (s vyjimkou
dokumentd Rady CRo), které s podnéty posluchaéti souviseji. Zaméstnanci CRo jsou

povinni poskytnout ombudsmanovi soucinnost, kterou si vyzada, zejména mu poskytnout

potfebné dokumenty, informace a vlastni pisemna stanoviska.

12. Na podany podnét zaSle ombudsman bez zbyteéného odkladu odpovéd’ ve stejné nebo

obdobné formé, v jaké byl podnét podan.

13. Ombudsman miZe poskytovat generalnimu fediteli CRo interni doporuéeni k napravé

zavadného stavu nebo postupu v ramci ¢innosti CRo.

14. Ombudsman zpracovava statistiku podnétii posluchadti CRo dle zadani generalniho

feditele CRo a podava mu pravidelné zpravy o své ¢innosti
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P¥iloha &. 2: Uprava postaveni ombudsmana CBC
Mandate
Principles

CBC/Radio-Canada is fully committed to maintaining accuracy, fairness, balance,
impartiality and integrity in its journalism, as expressed in its unique code of ethics and

practice, the Journalistic Standards and Practices.

Our journalistic mission is to inform, to reveal, to contribute to the understanding of issues
of public interest and to encourage citizens to participate in our free and democratic society.
We base our credibility on fulfilling that mission through adherence to the values, principles

and practices laid out in the Journalistic Standards and Practices.

The Ombudsman is completely independent of CBC program staff and management,
reporting directly to the President and CEO of CBC/Radio-Canada and, through the

President, to the Corporation's Board of Directors.
Mandate

The Ombudsman acts as an appeal authority for complainants who are dissatisfied with

responses from CBC information or program management.

The Ombudsman generally intervenes only when a correspondent deems a response from a
representative of the Corporation unsatisfactory and so informs the Office of the
Ombudsman. However, the Ombudsman may also intervene when the Corporation fails to

respond to a complaint within a reasonable time.

The Ombudsman determines whether the journalistic process or the broadcast involved in
the complaint did, in fact, violate the Corporation's Journalistic Standards and Practices. The
gathering of facts is a non-judicial process and the Ombudsman does not examine the civil
liability of the Corporation or its journalists. The Ombudsman informs the complainant and
the staff and management concerned of the review's findings and posts such findings on the

Ombudsman's website.

As necessary, the Ombudsman identifies major public concerns as gleaned from complaints
received by the Office and advises CBC management and journalists accordingly. The
Ombudsman and CBC management may agree that the Ombudsman undertake periodic
studies on overall coverage of specific issues when it is felt there may be a problem and will

advise CBC management and journalists of the results of such studies.
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The Ombudsman establishes a central registry of complaints and comments regarding
information content, and alerts journalists and managers on a regular basis to issues that are

causing public concern.

The Ombudsman prepares and presents an annual report to the President and the Board of
Directors of the Corporation summarizing how complaints were dealt with and reviewing
the main issues handled by the Office of the Ombudsman in the previous year. The report
includes mention of the actions, if any, taken by management as a result of the Ombudsman's
findings, provided such disclosure does not contravene applicable laws, regulations or

collective agreements. The annual report, or a summary thereof, is made public.

The Office of the Ombudsman reports annually on how each media component has met the

CBC standard of service for the expeditious handling of complaints.
Compliance with Journalistic Policy

The Office of the Ombudsman is responsible for evaluating compliance with the Journalistic
Standards and Practices in all content under its jurisdiction. It can be assisted in this role by

independent advice panels.

Panel members are chosen by the Ombudsman. Their mandate is to assess content over a
period of time, or the overall coverage of a particular issue by many programs, and report
their findings to the Ombudsman. The Ombudsman will advise CBC management and

journalists of these findings.

The evaluation measures performance in respecting the fundamental principles of CBC
journalism. All employees of CBC News, as well as the content they create, and employees
of Local Services, Radio Talk information programming, or any service involved in the
creation of news, current affairs and public affairs content must respect all of the principles
of the Journalistic Standards and Practices, namely: accuracy, fairness, balance, impartiality

and integrity.

With the exception of fiction and comedy, content produced by other employees which
touches on politics, social issues, economics, cultural issues, scientific issues or sports —
particularly if the issues are controversial — must respect the following principles :accuracy,

fairness and balance.

User-generated content, when incorporated into information programming, must conform

with the principles of the Journalistic Standards and Practices.
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Moreover, in an election or referendum period, the Journalistic Standards and Practices
applies to all content related to the campaign, parties or candidates that is broadcast and

published by CBC, regardless of the department concerned.

The JSP applies to all news, current affairs and public affairs content commissioned by CBC

and produced by third parties.
The Office reports twice a year, once internally and once in public.
Jurisdiction

The jurisdiction of the Office of the Ombudsman covers all content, produced for radio,
television or the Internet (including social media used by CBC) that falls within the scope

of the Journalistic Standards and Practices.

Complaints beyond the Ombudsman's mandate should be addressed directly to the programs

concerned, or Audience Relations.
Appointment

When filling the Ombudsman's position, the Corporation openly seeks candidates from

outside as well as inside CBC.

After appropriate consultation, the President and CEO establishes a selection committee of
four. Two members, including the committee chair, must be from the public. People
currently employed by the Corporation or employed by the Corporation within the previous
three years will be excluded from nomination as public members. The other committee
members are chosen, one among CBC management, the other among its working journalists.
At least one of the above selection committee members shall be Indigenous or from an
equity-seeking community such as racialized Canadians, Canadians with disabilities, and
Canadians who self-identify as LGBTQ2. Members representing the Corporation and

journalists jointly select the committee chair among the two representatives of the public.

The selection committee examines applications and selects a candidate to be recommended
for appointment by the President and CEO. When evaluating candidates for the position of
Ombudsman, the selection committee shall consider candidates’ awareness of and
sensitivity to the diversity, experiences and voices of Indigenous Peoples in Canada and

Canadians.

The Ombudsman appointment is for a term of five years. This term may be extended for no

more than five additional years. The Ombudsman's contract cannot be terminated except for
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gross misconduct or in instances where the Ombudsman's actions have been found to be

inconsistent with the Corporation's Code of Conduct.

The outgoing Ombudsman may not occupy any other position at CBC for a period of two
years following the end of his/her term but can, at the discretion of the incoming

Ombudsman, be contracted to work for the Office of the Ombudsman.
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Priloha €. 3: Statut ombudsmana CBC Radio-Canada
Mandat
Principe

Radio-Canada s’engage formellement a faire preuve d’exactitude, d’intégrité, d’équité,
d’impartialité et d’équilibre dans ses activités journalistiques, comme il est énoncé dans son

propre guide intitulé Normes et pratiques journalistiques.

Notre mission journalistique consiste a informer, a révéler, a contribuer a la compréhension
d’enjeux d’intérét public et & encourager la participation des Canadiens a notre société libre
et démocratique. Nous établissons notre crédibilité en accomplissant notre mission grace au
respect des valeurs, des principes et des pratiques énoncés dans les Normes et pratiques

journalistiques.

L’ombudsman est totalement indépendant de la direction et du personnel de Ia
programmation de Radio-Canada, relevant directement du président-directeur général de la

Société et, par I’entremise de ce dernier, du Conseil d’administration.
Mandat

L’ombudsman agit comme instance d’appel lorsqu’un plaignant n’est pas satisfait de la
réponse donnée par la direction de 1’Information ou par les directions des programmes de

Radio-Canada.

L’ombudsman n’intervient généralement que lorsqu’un plaignant informe son Bureau qu’il
juge non satisfaisante une réponse donnée par un représentant de la Société. Cependant,
I’ombudsman peut également intervenir lorsque la Société n’a pas répondu a une plainte

dans un délai raisonnable.

L’ombudsman détermine si la démarche journalistique ou I’information diffusée qui fait
I’objet de la plainte a violé les Normes et pratiques journalistiques de Radio-Canada. La
cueillette des faits revét un caractére non judiciaire et ’ombudsman ne proceéde pas a
I’analyse de la responsabilité civile de Radio-Canada ou de ses journalistes. Il communique
les conclusions de son enquéte au plaignant ainsi qu’au personnel concerné et a la direction,

et les publie sur le site web de I’ombudsman.

Au besoin, I’ombudsman identifie les grandes préoccupations du public qui se dégagent des
plaintes acheminées a son Bureau et en informe les journalistes et la direction de Radio-

Canada. L’ombudsman et la direction de Radio-Canada peuvent convenir que I’ombudsman
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effectue des études périodiques sur la couverture globale de certains sujets, lorsqu’il est
estimé qu’il peut y avoir un probléme, et I’ombudsman informera ensuite la direction et les

journalistes de Radio-Canada de ses conclusions pour ces études.

L’ombudsman établit un registre central des plaintes et des commentaires sur les contenus
d’information et porte réguliérement a I’attention des journalistes et de la direction les

questions qui préoccupent le public.

L’ombudsman prépare et présente chaque année, a I’intention du président-directeur général
et du Conseil d’administration, un rapport résumant le traitement donné aux plaintes
déposées et passant en revue les principales questions dont le Bureau s’est occupé au cours
de I’année précédente. Le rapport fait aussi état des mesures prises par la direction, le cas
échéant, pour donner suite aux conclusions de I’ombudsman, dans la mesure ou la
communication de ces renseignements respecte les lois, réglements et conventions

collectives applicables. Le rapport annuel, ou un résumé du rapport, est rendu public.

Le Bureau de I’ombudsman rend compte une fois 1’an de la fagon dont chaque composante

média a respecté la norme de service de la Société pour le traitement rapide des plaintes.
Conformité a la politique journalistique

Le Bureau de I’ombudsman est responsable d’évaluer si les dispositions des Normes et
pratiques journalistiques de Radio-Canada sont respectées dans tous les contenus sous sa
juridiction.

Pour ce faire, il peut obtenir 1’aide de comités consultatifs indépendants. Les membres de
ces groupes sont choisis par I’ombudsman. IIs sont chargés d’évaluer des contenus pendant
une période donnée ou encore I’ensemble de la couverture d’une question donnée et de faire
rapport de leurs conclusions a I’ombudsman. L’ombudsman informera ensuite la direction

et les journalistes de Radio-Canada de ses conclusions.

L’évaluation se fait sur la base des principes qui sous-tendent la politique journalistique de
Radio-Canada. Le personnel de la Direction générale de 1’information, de méme que les
contenus qu’il présente, ainsi que les employés des services régionaux ou des autres services
qui produisent des contenus de nouvelles, d’actualités ou d’affaires publiques doivent
respecter tous les principes des Normes et pratiques journalistiques a savoir: 1’exactitude,

I’équité, 1’équilibre, I’impartialité et I’ intégrité.
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Les autres producteurs de contenus, a I’exception des contenus de fiction et d’humour,
doivent respecter les principes suivants s’ils traitent de questions politiques, sociales,
économiques, culturelles, scientifiques ou sportives, particulierement s’il y a controverse:

I’exactitude, 1’équité et 1’équilibre.

Les contenus produits par 1’auditoire, lorsqu’ils sont incorporés a des sujets d’information,

doivent étre conformes a I’ensemble des Normes et pratiques journalistiques.

Par ailleurs, en période électorale ou référendaire, I’ensemble des Normes et pratiques
journalistiques s’applique a tous les contenus diffusés et publiés par Radio-Canada se
rapportant a la campagne, aux partis et aux candidats, peu importe le service d’ou ces

contenus proviennent.

Les Normes et pratiques journalistiques s’appliquent a tous les contenus de nouvelles,
d’actualités et d’affaires publiques commandés par Radio-Canada ou par des entités

contrdlées par Radio-Canada et produits par des tiers.
Le Bureau de I’ombudsman rend compte de cette activité deux fois par an.
Juridiction

La juridiction du Bureau de I’ombudsman s’étend a tous les contenus couverts par les
Normes et pratiques journalistiques conformément a ce que prévoit leur « portée », que ces
contenus soient présentés a la radio, a la télévision ou sur Internet (incluant les médias

sociaux utilisés par Radio-Canada).

Les plaintes relatives a des émissions dépassant la juridiction de I’ombudsman devraient €tre
adressées directement aux émissions concernées ou aux services des Relations avec

1’auditoire.
Nomination

Lors d’une vacance au poste d’ombudsman, la Société sollicite ouvertement des

candidatures, et ce, tant a I’extérieur qu’a I’intérieur de Radio-Canada.

Aprés une consultation pertinente, le président-directeur général constitue un comité de
sélection de quatre membres. Deux membres, dont le président du comité, doivent provenir
du public. Les personnes employées actuellement par la Société ou employées par la Société
au cours des trois dernieres années ne peuvent pas étre nommées comme membres du public.
Les autres membres sont choisis, I’un parmi la direction de la Société, I’autre parmi son

personnel journalistique. Au moins un des membres du comité de sélection susmentionné
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doit étre autochtone ou appartenir a un groupe en quéte d'équité, comme les Canadiens
racisés, les Canadiens en situation de handicap et les Canadiens qui s'auto-identifient a la
communaut¢ LGBTQ2. Les membres représentant la Société et les journalistes désignent

conjointement le président du comité parmi les membres issus du public.

Le comité de sélection examine les candidatures, sélectionne un candidat et recommande sa
nomination au président-directeur général. Lors de I'évaluation des candidats au poste
d'ombudsman, le comité de sélection doit tenir compte de la sensibilité des candidats a
'égard de la diversité, des expériences et des voix des peuples autochtones du Canada et des

Canadiens.

L’ombudsman est nommé pour un terme de cinq ans. Ce mandat peut étre prolongé pour un
autre terme de cinq ans uniquement. Le contrat de ’ombudsman ne peut étre résilié avant
son terme, sauf en cas d’inconduite grave ou si les actions de 'ombudsman sont jugées aller

a l'encontre du Code de conduite de la Société.

L’ombudsman ne peut occuper un autre emploi a Radio-Canada au cours des deux années
suivant la fin de son mandat, mais peut, a la discrétion de son successeur, étre engagé a titre

contractuel afin de travailler pour le Bureau de I’ombudsman.
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Priloha €. 4: Statut ombudsmana Publica
Estatuto do Provedor do Leitor do PUBLICO
Preambulo

Ao instituir o cargo de Provedor do Leitor, a Direc¢io do PUBLICO da corpo a uma
aspiracdo presente desde a fundacdo do jornal e oferece aos leitores um interlocutor

permanente, independente e responsavel pela defesa dos seus direitos.

Em simultaneo, o Provedor constitui para os jornalistas do PUBLICO uma instancia critica
do seu trabalho a luz das normas deontoldgicas que regem a profissdo. Esta reflexdo critica
ndo ¢ exercida apenas como resposta a iniciativa dos leitores, antes se exprime em analises

e recomendagdes transmitidas sempre que o Provedor o julgue necessario.

Nenhuma redac¢ao dispde da massa de conhecimentos e da capacidade critica que os leitores
de um jornal representam. Atender, analisar ¢ encaminhar as duvidas, queixas e sugestdes
dos leitores sao competéncias do Provedor que contribuem para aumentar a confianga dos
leitores no seu jornal didrio e para tornar mais transparentes os processos e decisdes

jornalisticos que intervém na produg¢@o das noticias.

Essa relagdo de confianga é o capital mais precioso do PUBLICO, tal como o seu estatuto
editorial reconhece quando afirma: o "PUBLICO ¢é responsavel apenas perante os leitores,
numa relacdo rigorosa e transparente, autdbnoma do poder politico e independente dos

poderes particulares".

A criacdo do cargo de Provedor do Leitor ¢, para a Direcg¢do e para todos os jornalistas do
PUBLICO, uma consequéncia natural desta consciéncia de que um jornal de referéncia s6 o

pode ser se garantir em permanéncia a defesa dos direitos dos leitores.
Definicao

O Provedor do Leitor do PUBLICO (adiante designado por Provedor) ¢ uma pessoa de
reconhecido prestigio, credibilidade e integridade pessoal e profissional, cuja actividade
principal tenha estado nos ultimos cinco anos relacionada com a problematica dos "media",

de preferéncia enquanto jornalista.

A Direcgio do PUBLICO pora a disposi¢do do Provedor todos os meios necessarios para

que este cumpra a sua missao de garantir a defesa dos direitos dos leitores.
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O Provedor orienta a sua intervengao pelo Codigo Deontologico do Jornalista, pelo Estatuto

Editorial e pelo Livro de Estilo do PUBLICO.
Competéncias

O Provedor desenvolverd a sua ac¢do com total autonomia e independéncia face a quaisquer

orgaos do jornal ou da empresa e compete-lhe:

1. Avaliar a pertinéncia das queixas, sugestdoes e criticas dos leitores, produzindo as

recomendacdes internas que delas decorrerem.

2. Esclarecer os leitores sobre os métodos usados e os factos relevantes, envolvendo a edi¢ao

de noticias que suscitem perplexidade junto do publico.

3. Investigar as condigdes que levaram a publicacdo de noticias ofensivas dos direitos dos

leitores.

4. Transmitir aos leitores, & Redac¢do ou a Direccio do PUBLICO a sua reflexdo sobre

eventuais desrespeitos pelas normas deontologicas que ocorram no jornal.

5. Manter uma coluna semanal nas paginas do jornal sobre matérias da sua competéncia e,

em geral, da ética e deontologia jornalistica.

6. Propor a Direccao Editorial a publicacao de quaisquer outros textos ou recomendagdes no

ambito das suas competéncias.

7. Em todas as comunicag¢des, internas ou publicas, que digam respeito a noticias editadas
no PUBLICO, o Provedor é obrigado a ouvir o(s) jornalista(s) responsaveis por estas ¢ a

divulgar as opinides recolhidas.

8. O ponto anterior deixa de se aplicar quando o(s) jornalista(s) interpelado(s) pelo Provedor

nada responder(em) num prazo de 72 horas.
Nomeacao e cessacao de func¢oes

1. O Provedor ¢ nomeado pelo prazo de um ano, renovavel por idéntico periodo, pela

Direcgao do jornal apos parecer favoravel do Conselho de Redaccgao.
2. A nomeagado do Provedor implica:

a) A realizagdo de um contrato conforme ao presente Estatuto, entre a PUBLICO
Comunicagdo SA e o futuro titular do cargo, caso este nao faga parte dos quadros

redactoriais do PUBLICO.
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b) A dispensa do desempenho de quaisquer outras fungdes, caso o futuro titular do
cargo faca parte dos quadros redactoriais do PUBLICO. Nesta situagio, ao cessar as
suas funcdes como Provedor, o jornalista sera reintegrado no trabalho diério do jornal

nas mesmas condi¢cdes econdmicas e laborais de que gozava antes da nomeagao.
3. Nenhum Provedor pode ser nomeado por mais de dois mandatos consecutivos.

4. O mandato do Provedor s6 cessa antes do periodo estatuido: a) por impossibilidade

prolongada (superior a 45 dias) do exercicio de fungdes; b) por vontade expressa do proprio.
Incompatibilidades

Sdo incompativeis com as fungdes de Provedor do Leitor o exercicio de fungdes
jornalisticas, a colaboracdo regular em qualquer 6rgdo de comunicacdo social e quaisquer

outras que ponham em causa a independéncia e isen¢do do seu estatuto.
Disposicoes finais

Este Estatuto, que pode ser revisto no final do mandato do Provedor, obteve o parecer
favoravel do Conselho de Redaccdo e passa a fazer parte integrante do Livro de Estilo do

PUBLICO.
A Direcg¢io do PUBLICO

Lisboa, 23 de Fevereiro de 1997
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Priloha €. 5: Statut ombudsmana NPO

STATUUT OMBUDSMAN NPO

Gewijzigd en vastgesteld op 18 februari 2021 en in werking per die datum.
Functie

De NPO-organisatie voorziet, in het kader van het behartigen van zaken die van
gemeenschappelijk belang zijn voor de landelijke publicke mediadienst, in een ournalistieke

ombudsman in een fulltime positie (1,0 fte).

De ombudsman volgt, onderzoekt, evalueert en beoordeelt het journalisticke handelen van
de landelijke publieke media-instellingen bij de verzorging van media-aanbod op het gebied

van nieuws, informatie en educatie.

Het betreft media-aanbod op radio, televisie en online dat valt onder de eindredactionele
verantwoordelijkheid van de betreffende omroep, inclusief buitenlandse producties die
dusdanig zijn bewerkt door de Nederlandse redactie dat ze onder de verantwoordelijkheid

van de redactie vallen.

Aansluitend bij de CCC-codering valt hierbinnen journalistiek handelen in het kader van de
verzorging van media-aanbod met code 111 (nieuws), 112 (actualiteiten), 120 (gesprek van
de dag), 123 (meningsvorming), 132 (kunstinformatie), 143 (human culture), 151 (educatie),
154 (service) en 200 (sport).

Het oordeel van de ombudsman is niet bindend en de ombudsman kan geen rectificatie
afdwingen.

Doelstellingen

De ombudsman toetst na een klacht of op eigen initiatief het betreffende aanbod aan de
normen van de journalistieke redacties zoals vastgelegd in de Code Journalistiek Handelen
van de NPO. Met de ombudsman leggen de NPO-organisatie en de landelijke publieke
omroepen (hierna NPO) publieke verantwoording af over de journalistieke werkwijze van

hun redacties.

Met de ombudsman vergroot de NPO zijn toegankelijkheid voor het publiek en staat deze

open voor klachten van het publiek over de journalistiecke werkwijze.
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Aanstelling

De ombudsman wordt aangesteld voor een periode van drie jaar. Herbenoeming is mogelijk.
De benoeming wordt gedaan door de Raad van Bestuur van de NPO, op bindende voordracht

van het College van Omroepen (CvO).

De ombudsman heeft als vast aanspreekpunt het presidium van het CvO, bestaande uit een
taakomroep, een fusicomroep en een stand-alone-omroep. Dit presidium opereert onder

goedkeuring van alle betrokken omroepen.

De aanstelling van de ombudsman kan tussentijds niet eenzijdig worden beéindigd, tenzij

de ombudsman structureel in gebreke blijft en hierop is aangesproken door het CvO.

Tijdens ziekte en verlof is er geen vervanging van de ombudsman. Bij langdurige

afwezigheid kan in een tijdelijke vervanger worden voorzien.

De ombudsman heeft geen financiéle of andere belangen bij bedrijven of instellingen en
vervult geen nevenfuncties waardoor een goede vervulling van de functie of de handhaving
van de onafhankelijkheid van de ombudsman of van het vertrouwen daarin in het geding kan

zijn. Nevenfuncties zijn openbaar en vindbaar op de website van de ombudsman.
Onafhankelijkheid en bevoegdheid

De ombudsman is onathankelijk van de NPO, overheid en commerciéle invloeden en werkt
autonoom. De ombudsman velt een zelfstandig oordeel en vertegenwoordigt niet een

algemeen standpunt van een landelijke publieke media-instelling en/of de NPO-organisatie.
De ombudsman rapporteert aan het presidium van het CvO.

Er wordt persoonlijk contact opgenomen met hoofdredacteuren wanneer een kwestie hun

redactie aangaat.

De ombudsman doet geen bindende uitspraken, maar kan wel aansturen en aandringen op
rectificatie. Het rectificatiebeleid blijft een verantwoordelijkheid van de redacties. Op de site
van de ombudsman worden klagers ook gewezen op de mogelijkheden van de Raad voor de

Journalistiek en/of de rechter.

Het staat de ombudsman vrij om buiten de redacties om onderzoek te doen naar

journalistieke aangelegenheden.
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Taken

1. Klachten van het publiek (die betrekking hebben op het journalistiek handelen of
het nalaten daarvan van redacties) onderzoeken, becommentariéren en
beantwoorden. Een uitzondering vormen anonieme klachten, die hoeven niet te

worden behandeld.

2. Journalistieke uitingen binnen het domein van de landelijke publieke mediadienst
toetsen aan de normen van de journalistieke redacties zoals vastgelegd in de Code

Journalistiek Handelen van de NPO.

Over al hetgeen dat niet in het statuut is vastgelegd en tot het werkterrein van de ombudsman

zou kunnen behoren, beslist de ombudsman in overleg met het presidium van het CvO.
Werkwijze
Contact publiek

Het publieck kan rechtstreeks contact opnemen met de ombudsman via
contact@omroepombudsman.nl. Ook verwijzen de afdelingen Publieksreacties van de
omroepen en/of de algemene afdeling Publieksreacties van de NPO door naar de
ombudsman. Bij de athandeling van een klacht bij een specifieke redactie wordt de klager
ook gewezen op de mogelijkheid een klacht neer te leggen bij de ombudsman via

contact@omroepombudsman.nl.

Wanneer een klacht binnenkomt, geeft de ombudsman de betreffende redactie de
mogelijkheid om binnen zes weken een antwoord te geven op de klacht. Is de klager niet
tevreden met dit antwoord of verzuimt de redactie om binnen de gestelde termijn een

antwoord te geven, dan kan de ombudsman besluiten de kwestie op te nemen.

De vraag of de ombudsman een onderzoek gaat doen naar aanleiding van een klacht, en zo
ja op welke wijze, is aan hemzelf. Ook hoeft de ombudsman niet elke klacht en/of
athandeling van een klacht te publiceren. De ombudsman geeft wel altijd een reactie aan

klagers, ook al wordt de klacht niet in behandeling genomen.
Contact redacties en redactieleden

De ombudsman is in overleg met de verschillende omroepen geregeld aanwezig op de
verschillende journalistieke redacties waarvoor hij verantwoordelijk is. Hiermee is de

ombudsman zichtbaar en toegankelijk voor de journalisten.

80



In het geval van klachten haalt de ombudsman voor wederhoor altijd informatie op bij de
betreffende redactie. Hiertoe behoort ook de schriftelijke communicatie die tussen klager en
redactie heeft plaatsgevonden. De redactie zal deze informatie verstrekken, al kan de
hoofdredactie van de betreffende redactie besluiten bepaalde informatie (bijvoorbeeld
informatie die herleidbaar is tot bronnen die om geheimhouding hebben gevraagd of

wanneer privacy in het geding is) niet te verstrekken.

Redactieleden kunnen individueel door de ombudsman worden benaderd, maar daarover

moet de hoofdredactie altijd worden geinformeerd.
Publicatie

De ombudsman publiceert zijn oordeel op klachten op de site. Desgewenst worden
privacygegevens daarbij niet gepubliceerd. De betreffende hoofdredactie krijgt voorafgaand

inzage in de publicatie.
In het oordeel van de ombudsman wordt altijd het wederhoor van de hoofdredactie benoemd.

Het staat omroepen die geraakt worden door een oordeel van de ombudsman, vrij om dit

oordeel wel of niet te publiceren.

Het zal, voor zover dit kan, mogelijk worden gemaakt om op de publicaties van de

ombudsman te reageren, zodat er een levendig journalistiek debat kan ontstaan.

De ombudsman legt eenmaal per jaar publieke verantwoording af in een jaarverslag dat

gepubliceerd wordt op de site.
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Piiloha &. 6: Uprava postaveni ombudsmana v Ceské televizi
Pravidla pro vyfizovani podani, vCetn¢ stiznosti divakt
Preambule
Ucel rozhodnuti

Ugelem tohoto rozhodnuti je stanovit pravidla pro vyfizovani podani tfetich osob, véetné

stiznosti divaku.

CAST 1

PODANI

¢lanek 1
Podani

1) Podéanim se rozumi projev fyzické nebo pravnické osoby, (dale jen ,,divak®), ktery
je zaznamenan a je adresovan Ceské televizi nebo jejimu generalnimu fediteli, a kterym se

divak zpravidla snazi upozornit na nedostatky v &innosti Ceské televize.

2) Pokud divék chce mit jistotu zpétné reakce Ceské televize, je tieba, aby podani
ucinil elektronicky prostfednictvim kontaktniho formulafe na strankach Ceské televize v
zélozce Vie o CT, sekce kontakty https://www.ceskatelevize.cz/vse-o-ct/kontakty/, nebo

pisemné na adresu info@ceskatelevize.cz.

3) Za podani se pro tyto ucely nepovazuje piiméd e-mailovd korespondence se
zaméstnanci Ceské televize, komunikace na socidlnich sitich, diskuze na webovych

strankach Ceské televize a pofadil, ustni a telefonickd komunikace.

4) V kazdodenni ¢innosti Ceské televize se rozliuji tato podani divaka:
a) stiznosti divakd,
b) Zadosti o informace a stiznosti podle zdkona o svobodném pftistupu k informacim,
¢) petice podle zdkona o pravu peti¢nim,

d) zadosti o vymaz osobnich udaji a zadosti o informace o zpracovani osobnich

udajt,
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e) zadosti a informace o televiznich poplatcich dle zdkona o rozhlasovych a

televiznich poplatcich,

f) podnéty divak,

g) zadosti 0 omluvu a obdobné zadosti,
h) zadosti o uveiejnéni odpovedi

1) zadosti o dodatecné sd¢€leni.

5) Pokud je podani doruéeno Ceské televizi v pisemné formé doporudené ¢i osobné, je
vzdy piijimano a evidovano v podatelnach Ceské televize. V podatelndch Ceské televize je
rovnéz evidovano elektronické podani doru¢ované prosttednictvim elektronické podatelny

Ceské televize.

CASTII

STIZNOSTI DIVAKU

¢lanek 3
Pojem stiZnosti a cile vyFizovani stiZnosti

1) Stiznosti se rozumi takové podani divéka, kterym si st€Zuje na obsah programi
Ceské televize, obsah webovych stranek Ceské televize a dale na nespravné jednani,
chovani, praci nebo jiné zdvadné jednani Ceské televize, osob v pracovnépravnim vztahu ¢i

0sob v obdobném pravnim vztahu k Ceské televizi &i osob ¢innych pro Ceskou televizi

2) Pokud z obsahu podani plyne, Ze o stiznost nejde, vyhrazuje si Ceska televize pravo

povazovat podani za pfipominku.

3) Cilem vyfizovani stiZznosti je naslouchat ndzortim divak a reagovat na jejich vytky,
dale otevienost a transparentnost jednani Ceské televize, ponauéeni z ditvodnych stiznosti,
omluva Ceské televize, je-li to divodné a vhodné, a reakce Ceské televize na zjisténé
problémy a jejich feSeni.

4) Pokud divak nezvoli pro svoji stiznost spravnou variantu k zaslani do Ceské televize,
ale napf. e-mail na osobni adresu zaméstnance CT (nebo na vice adres v ramci Ceské

televize) nebo doporuéeny dopis, je kazdy zaméstnanec Ceské televize povinen obratem
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postoupit stiznost Divackému centru, které nasledné postupuje podle zasad vytizovani

stiznosti.

5) Jestlize se zaméstnanec Ceské televize rozhodne svévolné odpovedét svym jménem
na stiznost nebo nereagovat vibec, prebirda odpovédnost pii mozném poskozeni dobrého

jména Ceské televize se vSemi pravnimi dusledky.
6) Pfi posuzovani stiznosti je tfeba nalézat rovnovahu mezi vstficnym reagovanim na
stiznosti divaki a potiebou zajistit soustfedéni zdroj na aktudlni obsah vyroby a vysilani,

poskytovani audiovizualnich medialnich sluzeb na vyzadani a na obsahu webu Ceské

televize.
¢lanek 4
NalezZitosti stiznosti a lhiity pro podani stiZnosti
1) Stiznost musi obsahovat:
a) jméno, pfijmeni a kontaktni adresu stéZovatele, ktery je fyzickou osobou,

pripadné jeho adresu pro dorucovani. U stézovatele, ktery je pravnickou osobou, pak

obchodni firmu a sidlo, ptipadné adresu pro doruc¢ovani,

b) stiznost se musi tykat &innosti Ceské televize, upozoriiovat na jeden problém

a uvadeét aspekty, které sté¢Zovatel poZzaduje posoudit,

C) datum, kdy doSlo k udélosti nebo jednani, kterych se stiznost tyka; bez

uvedeni data lze podat jen stiznost obecného typu.

2) Stiznost je mozno ucinit pouze pisemnou formou (doporuceny dopis) nebo
elektronicky prostiednictvim kontaktniho formulafe na strankach Ceské televize v zaloZce
Vse o CT, sekce kontakty https://www.ceskatelevize.cz/vse-o-ct/kontakty/, nebo pisemné

na adresu info@ceskatelevize.cz.

3) StiZznost nesmi obsahovat vice nez 1000 slov. Delsi stiZznosti jsou piipustné jen

vyjimecné, s uvedenim diivodl a kratkého shrnuti v délce jedné normostrany.

4) Stiznost je tfeba podat do 15 pracovnich dnii ode dne, kdy byl pofad nebo jina ¢ast
programu odvysildna nebo poprvé uvefejnéna na webu Ceské televize nebo do 15
pracovnich dnli ode dne, kdy doslo k jednani nebo chovani, na které si divak stézuje. Pokud

stéZovatel zasle stiznost pozdéji a nezdiivodni, pro¢ takovou stiznost zasila opozdéné, Ceska
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televize odmitne vytidit stiznost jakozto opozdénou. Ceska televize rovnéz odmitne vytidit

stiznost jakoZzto opozdénou, pokud shleda diivody opozdéného podani jakozto nepodstatné.

5) Ceské televize miize proSetiit stiznost podanou i po zmeskani lhity uvedené v
odstavci 4, pokud dospéje k zavéru, ze jde o stiznost zdvaznou a Ze je efektivni a nezbytné

stiznost prosetfit a rozhodnout o ni.

6) Stiznost vytizuje Ceska televize zpravidla do 60 kalendainich dnti ode dne doruéeni

stiznosti Ceské televizi; jde-li o ptipady slozité&jsi, Ize tuto Ihiitu prekrodit.

¢lanek 5
Rozhodnuti o stiznosti a vyrozuméni o jejim vyrizeni
1) Pokud Ceska televize shledd, Zze stiznost je diivodnd nebo Casteéné divodna, je
povinna ucinit bezodkladn¢ nezbytna opatfeni k napravé, je-li to mozné. S vécnym obsahem
stiznosti a opatieni k napravé je sezndmen pracovnik na prvnim stupni fizeni a ombudsman.
2) Ceska televize vyfizovani stiZznosti zastavi:

a) jestlize stézovatel, kromé stiznosti doruc¢ené Ceské televizi, zjevné podal ve
stejné nebo obdobné véci jeste stiznost nebo podani Rad¢ pro rozhlasové a televizni

vysilani nebo Zalobu k soudu,

b) jestlize byla doru¢ena Ceské televizi stiznost poté, co bylo rozhodnuto

soudné nebo v fizeni o prestupku ve stejné nebo obdobné véci téhoz stéZovatele,

c) jestlize stéZovatel, kromé stiznosti dorucené Ceské televizi, podal ve stejné
nebo obdobné véci jesté Zadost o informaci nebo stiznost podle zakona o svobodném

pfistupu k informacim,

d) jestlize stéZzovatel, kromé stiznosti dorucené Ceské televizi, podal zalobu k
soudu na uvetejnéni odpoveédi nebo zalobu na dodatecné sdéleni nebo zalobu na

ochranu dobré povésti nebo na ochranu osobnosti.
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3) Ceska televize stiznost odmitne:

a) jestlize se stiznost netyka podstatného poruseni povinnosti Ceské televize

stanovenych zdkonem nebo Kodexem Ceské televize,

b) jestlize stiznost obsahuje hanlivy nebo urdzlivy text. Pokud stézovatel poda
stiznost znovu, aviak bez hanlivych a urdzlivych vyrazi, bude se ji Ceska televize

zabyvat,

C) jestlize je stiznost prokazateln¢ trividlni, neodiivodnéna, hypoteticka,

opakovana ¢i jinak kverulantskd a Sikanozni,
d) jestliZe stiznost neni opodstatnéna.

4) Jestlize byla stiznost podana osobou, kterd je v konkurenénim vztahu k Ceské
televizi, je opravnéna Ceska televize stiznost odmitnout nebo ji odlozit, pokud je zjevné, Ze

cilem stiznosti neni upozornéni na nedostatky Ceské televize a jejich naprava.

5) Pokud bylo fizeni o stiznosti definitivné zastaveno, nelze se ji zabyvat znovu.
6) Pokud byla stiznosti jiz jednou definitivné odmitnuta, nelze se ji zabyvat znovu.
7) Pokud Ceska televize obdrzi stiznost, ktera se tyké jiz jednou posuzované véci, miize

odkazat na jiZ vyftizenou stiznost.

8) Jde-li o vice stiznosti, tykajicich se téhoz problému, miize Ceska televize posoudit

stiznosti spole¢né

9) Podani stiznosti nesmi byt stézovateli na uymu; odpovédnost za trestny €in nebo

piestupek neni timto dotcena.

10) O vyfizeni stiznosti musi byt st¢Zovatel vyrozumeén.

Clanek 7
Odvolani k ombudsmanovi Ceské televize
1) Proti rozhodnuti o stiznosti se lze odvolat k ombudsmanovi Ceské televize.

2) Odvoléani k ombudsmanovi je tfeba podat prostiednictvim elektronického formulare
uvetejnéné¢ho na webovych strankach ombudsmana nebo doporu¢enym dopisem a pozadat
o presetieni stiznosti. Odvolani proti vyrozuméni o vyfizeni stiznosti je tieba podat do 10

pracovnich dnil ode dne doruceni vyrozumeéni o vyftizeni stiznosti.
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3) Odvolani proti vyrozuméni o vyfizeni stiznosti musi obsahovat ¢islo jednaci, pod
kterym byla stiznost vyfizovana, datum vyfizeni, pfesnou odpovéd Divackého centra,
struéné a jasné vysvétleni, pro¢ neni stézovatel s vyfizenim stiznosti spokojen a oznaceni
aspekttl, které pozaduje predetfit. Ombudsman Ceské televize neni opravnén zabyvat se

novymi ditvody, které nebyly uvedeny ve stiznosti, ktera je predmétem odvolani.

4) Ombudsman v odvolacim fizeni zvazuje, zda odvolani je vécné spravné, pfiméiené
anakladové efektivni. Pokud dospéje k zavéru, ze odvolani je divodné, véc vrati Divackému
centru, v ostatnich ptipadech odvolani zamitne. Odvolani rovnéz zamitne, pokud neobsahuje

podstatné zalezitosti obecného vyznamu.

5) Ombudsman neni opravnén zabyvat se odvolanim, pokud zjisti, ze véc je piipadné

byla pfedmétem pravni korespondence Ceské televize nebo ma byt posuzovana Radou pro

A SR

rozhlasové a televizni vysilani ¢i jinym orgdnem vetejné spravy.

6) Odvolani vyiidi ombudsman Ceské televize zpravidla do 30 kalendainich dnti od

doruceni odvolani.

7) Ombudsman ¢tvrtletné zpracovava pro generalniho feditele zpravu o vytizenych

odvolanich, vécném obsahu a trendech stiznosti.

8) Ombudsman je povinen poskytnout useku medidlniho prava a smluvnich vztaha

potfebnou soucinnost pii vyfizovani podani uvedenych v €l. 6 odst. 1 pism. b), d), e), g), h),

i).

Clanek 8
Stiznosti adresované Radé Ceské televize

1) Vytizovani stiznosti, které spadaji do ptisobnosti Rady Ceské televize (§ 8 zdkona o

Ceské televizi) se ¥idi postupem, ktery schvalila Rada Ceské televize.

2) Stiznosti adresované Radé Ceské televize doruéuje piisluina podatelna Radé Ceské

televize obratem.

3) Pokud neni stiznost adresovana Radé Ceské televize, aviak tyka se jeji vyluéné

plisobnosti, je bez zbyte¢ného odkladu postoupena Radé Ceské televize.

4) Pokud Rada Ceské televize obdrzi stiznost, ktera nespada do jeji ptisobnosti, preda

ji Divackému centru.
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Priloha €. 7: Rozhovor s Bjarnem Schillingem, 20. ¢ervna 2022
When you worked as a journalist at Politiken, did you feel the need for an ombudsman?

Well, at first, I didn't. When we launched the public editor in 2001, I thought it was just
another way to extend my workday because, of course, you have to answer all the
ombudsman's questions. But over the years I’ve changed my mind, and that's a good thing,
because | have this job for a reason. I think it helps to improve the credibility and overall

quality of the newspaper, but I was reluctant at first.
What made you change your mind?

Well, first of all, I found out that it didn't take me so much time to answer, maybe because I
didn't make so many mistakes then. But at the same time, I think in many ways it makes it
easier to work as a journalist, because especially since there's email, you get a lot of reader
comments and emails. And it's very easy because as long as it's just a complaint of some
sort, you just forward it to the readers' editor or the ombudsman. It's actually easier that way,
because of course you can't handle complaints about your own work. So, you have to get
somebody else to look into them. So, in many ways it's very simple, you just send it on and

let the other person take care of it. Exactly.
Do you have an assistant?

No, I don't have an assistant. What I mean is that the journalist or the photographer doesn't
have to sit down and write all these responses, he or she could just refer the complaints to
the ombudsman or to the readers' editor, because I'm in charge of handling the complaints
anyway. So, this way you can focus on your journalistic work instead of dealing with

complaints about what you did yesterday or the day before, right?
How would you describe your position?

Well, officially, I'm independent. I don't have to be, or I don't take orders from the editor-
in-chief or the editorial board. From time to time, of course, I disagree with what the editors-
in-chief have decided. But in my daily submissions, except on Sundays, I run that errors and
omissions column. And there's only one person who decides what would be in it. And that's
me. Of course, I listen to other people. And I listen to the criticism when they say, well, we
don't agree with you, we think you're too harsh on this point or too lenient on that. Of course,
I listen to them, otherwise I wouldn't do my job. But when it comes to the final decision, it's

just mine. And that's the way it has to be, you can't have an ombudsman working on some
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kind of group discussion, or what would you say, some kind of joint agreement on how

things should go, you have to be a bit of a dictator.
Do you perceive yourself as a reader’s advocate or newspaper’s ambassador?

Definitely the first position. I mean, I'm in no way a public relations representative for the
newspaper. But having worked at Politiken for 25 years, I was reader's editor for half of that
time. You're biased in some ways, because you know everybody in the newsroom, or
practically everybody, and you've worked there for so long. But I really try to do my best to
understand the readers and speak for them, sort of against the newsroom. I mean, it goes
both ways. I have to criticize the newsroom, but at the same time, of course, sometimes the
readers write emails in horrible language and they're very, very harsh and very spiteful from
time to time. But I have to look through that and look at the core of it: are they in the right
or are they wrong? Have we made a mistake? Or haven’t we made a mistake? It could be a
factual mistake or it could be some kind of violation of the ethical guidelines that we should

follow.
Do you think that it's better to hire an internal or external ombudsman?

I think you can argue that both are a good thing. Because having one from the outside makes
you seem more independent. I think it's an advantage to have one recruited internally,
because if you try to be a bit diplomatic, you can learn that it's easier to work things out and
find solutions that everybody can live with. There are some journalists who can't take
criticism either. They're then also resistant to argumentation at the same time. When you
come from the outside, I have seen this with colleagues around the world or heard this from
them, that sometimes it blocks the communication. It’s easier, if you can go around the
newsroom and discuss things and then find a solution. And by that I don't mean you have to
agree with the newsroom. Because often I make corrections that the newsroom doesn’t agree

with at all. But that's my job, after all.

You have been an ombudsman for more than a decade. How has the communication

between you and readers changed over the years?

First of all, technically, I think almost everything comes by mail now. A lot of people used
to call me and they used to call all the time, that practically stopped. So, everything goes by
email. And that has the effect, I think, of making it much easier to respond to something that
you read in the newspaper. And I can see that many people respond even late at night. You

can read our newspaper as an e-paper from 9:30 in the evening. And many people end their
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day by reading the next day's newspaper. So, I get a lot of emails, even in the evening or in
the early hours of the next day. So, I would say that I receive more e-mails than I used to
because of the technological revolution in communications. But the general composition of
the complaints has not changed much. I mean, it's pretty much the same that people are
complaining about. That goes without saying, but the policies have evolved as well. For
example, we now have a lot of podcasts and a very large Internet service. I am responsible

for that as well. So, I have more to do.
What was the reason for establishing this position at Politiken?

This decision was made by an editor-in-chief who, unfortunately, is no longer with us. He
passed away in 2006. I don't know exactly where he got the idea from, but when we went to
the Guardian in London with a representative of the editorial team, we more or less just

copied the way they do it there.
So, your inspiration was Guardian?

Yes, it was. And I think maybe one or two other newspapers, but there were very few

newspapers then that had a public editor.

In Denmark, there are several types of ombudsmen. Are there any differences between

an ombudsman and the public editor or reader’s editor?

No. I'm also a member of ONO, the organization of news ombudsman, and we think it's
more or less random what kind of title we use. I think that ombudsman in Danish vector has
a bit more appeal to the general public instead of ombudsman, which sounds like a kind of
official position, which it's not. But I think it's more or less a coincidence, what kind of title
you choose. And there's also the problem that, for example, in Denmark and Sweden and
many other countries, you have an official ombudsman, who makes sure that the government
doesn't do anything wrong. And of course, we shouldn't be confused in any way and taken

for a public servant, which we aren't.

The website says that Politiken is a living community institution. How does it look like

in terms of readers?

Politiken has sometimes been described as a role compared with some kind of religious
congregation, because many of our readers, especially of the printed paper, have been with
us for decades. And they are very, very steadfast. They don't tend to go away to other

newspapers, they stay with us. But that doesn't mean that they're not critical, they can be
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extremely critical. And in some ways, when, for instance, we make some kind of error, even
the smaller ones, they say that they're disappointed in us, because it is as if the paper is
something that we have in common: we share the road, so to speak, that they read it and we
write it but it is our common child so to speak. That's the impression you get from time to
time from the Politiken readers, which, as far as [ know, many other papers don't have that

kind of relationship to the readers.
Why do you think you have exactly this kind of relationship with your readers?

I guess it's a matter of tradition. And I can also see that the readers we through the internet
service don't have the same tendency to stay with us, they switch to another newspaper, but
the ones who pay a hefty sum to have the paper delivered to their door in print every morning
stay with us for years. Unfortunately, they get older and eventually their subscription ends

for natural reasons, but until then they're very steadfast and loyal customers.
Do you contact them, when they want to cancel a subscription?

From time to time I just have to pass the sad news on to the department in charge of that. I
don't try to argue with them in any way. Obviously, I tell them that I'm sorry, because we
want people to like our newspaper, but at the same time, for instance, in depends on whether
someone stops buying the newspaper because it has become too expensive. It is actually
quite expensive to have any newspaper delivered in Denmark and some people do it for
other reasons, and unless if it does not have to do with journalistic mistakes, I do not

interfere, I just pass things on to the people responsible.
On average, how many readers contact you per year?

On average, [ receive 15 to 20 emails a day. And if you multiply that in a year, it's about six
or seven thousand. We run except for Sundays. That means six days a week we're doing this
error and omission column. And usually, we correct five errors a day. So, if you multiply
that, we come up with about 16000 or 17000 errors a year, some of which of course are very
small, spelling errors and other minor things, but some of them are also ethical errors that
we make from time to time, more or less terrible things. And that, of course, needs to be
corrected. And usually, of course, I give that much more space in the column than if we

misspelled a tennis player's name or whatever.

What issues that are being complained about the most?
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I would say about 80% of the complaints have to do with all kinds of factual errors. We are
very bad at, for example, big numbers, billions and millions. And everything is bigger than
that. It could be wrong years. You can imagine all kinds of factual errors, can't you? That
accounts for about 75, maybe 80%. And another 10% has to do with the language, with
people complaining about how you can treat the Danish language in such a way that you
should be ashamed. And I think very often that has to do with the fact that Danish changes
over time, as I think Czech does, and all languages do, young people speak and write a
different language than their parents. And many readers learned the language, I don't know,
40 or 50 years ago, and they think that you should write and speak the way you did then.
And at least in Danish, there are about 4000 words that you can write in two different ways.
And they are both correct. And when you are totally convinced that you can always write it
that way, then you get angry, and then you write to the readers editor. And then I have to tell
people, I'm sorry, but both spellings are correct. That gobbles up a lot of data. And that's
about 10%. And the rest of it? Well, it's a big mix of everything. It could be people who
didn't receive the paper, of course I have nothing to do with that. Or it could be that a tiny
fraction of the complaints are actually about ethical issues. You shouldn't have mentioned
this name, you shouldn't have done this, you shouldn't have done that, and that usually takes
a lot more time than just correcting a number or a name that's obviously wrong. But,
fortunately, [ would say, there are very few complaints about ethical errors. So, they are rare,
infrequent, maybe, I would say I had maybe one complaint a week about ethical errors or

ethical issues as such.
What sources do you consult, when you prepare your response to complaints?

I always consult the journalist, the photographer, the cartoonist, or the person being
criticized, because quality journalism requires that you always check with the person you're
accusing. So, I can't publish a correction until I've heard the other side of the story. I always
contact the person being criticized, even if it seems obvious, but I still have to do it. To be
sure, if there is a mistake or if the reader has misunderstood something, but apart from that,
I always, almost always, double check things, because it also happens that journalists say:
"Oh, I'm sorry, that was a mistake.” Because they're very busy, and they don't want to spend
too much time checking things or looking things up in a book or on the website, for example,
when they're busy doing other things and they say, okay, if it was yesterday, I don't want to

spend time on it. So, I spent a lot of time checking things out myself. And also, from time
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to time, the readers are wrong, or the readers have found a mistake. So, I think if there's one

mistake, there's a good chance that there's more. I try to be as thorough as possible.
The goal of reader’s editor is to serve the needs of readers, how do you achieve it?

I think I achieve it by listening to people. And maybe that's what I'm trying to do, too, to
write the daily column on errors and omissions in a way that's easy and simple to understand
and not just mentioning that we did this, we did that, but in some way hopefully entertaining
people a little bit and maybe letting them know something they didn't know yesterday. That's
my goal, at least. But whether I'm successful or not, I don't know. But I’ve got quite a few
positive reactions. I'm happy about that, of course. But at the same time, [ want to emphasize
that it's not my job to be popular. There are people in the editorial office who don't greet me
anymore. And that's the way it has to be. If they're unhappy with decisions I've made, there's
nothing I can do about it. We all hate to make mistakes, don't we? And we all hate being
corrected and being called the ones who made the mistake, even though we don't name the
names in the paper or the people who made the mistake because we don't want to spend time
looking for the people responsible for this and that. So, in the errors and omissions section,
I also just write that we wrote this and that yesterday and that was wrong. But of course, you
can easily check who made the mistake. But then again, you don't know if it was the
journalist, a sub-editor or it was another editor? As you undoubtedly know, stories go
through many, many hands and many computer screens before they end up on the Internet

or in print.
What is the main topic of your column?

What mistakes have we made since yesterday. But what I'm trying to say is that I've tried to
write the corrections so they're entertaining, and they may even be humorous. Of course, it's
not funny, when we've made an ethical mistake, or when we've written something that was
terribly wrong, but at the same time many, many mistakes are very small. And some of them,
I think, are funny. For example, a lot of mistakes that we make in terms of language can be
funny because suddenly there's something in an article that shouldn't be there, right? And
it's also a way for myself, because otherwise I soon get a depression from all the people
complaining about things and saying, how come you never get it? Exactly. And I mean, lots
and lots of time, because as you can see, I'm getting to be an old man, and all men tend to
be grumpy, you know. And I've really done my best to not be grumpy and to try to have a

positive outlook on life. So, it's also about making my own work day better, I suppose.
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Based on what do you decide, whom are you’re going to answer personally and whom

are you going to give an answer in column?

I always answer everybody. If it's just a small correction, I don't do it, unless they've asked
me to. Otherwise, [ don't contact people again saying, yes, I'll correct it or no, I won't correct
it. Unless I can in some way sense that that's what they want. From time to time, if we've
made a serious ethical mistake, for example, I'll do a major column pointing out what we've
done wrong, and we can make sure we don't do it again. But as I said, that's pretty rare. |

usually just write the errors and omissions column. And that accounts for most of it.
Do you follow a discussion about Politken on social media?

Yeah, from time to time I do, but I must admit that I very rarely engage in debates on social
media, because I have to check off the printed version and the web services and the podcasts.

And sometimes, I also have to drive some time off and clear my head.
Can you describe your daily agenda?

It starts at 21:30 in the evening, when the printed version can be read on as a e-paper on the
internet. I just browse it and look through it very, very quickly to see, if there's anything that
catches my eye and what can be an issue the next day. But then in the morning I see that the
e-mails have arrived during the night. And I immediately forward them to the journalists
involved, so that they have as much time as possible to respond to me, because of course
they have to deal with the matter. Before they get back to me and say, oh, there's been a
mistake with you, the readers, please, please correct it. So, the more time they have to do
that, the more time I have to make the correction later in the day. So, I try to forward all the
emails to the journalists involved as early as possible. There’s a chance that they are covering

something elsewhere and they do not come back to the newsroom later in the day.
What is the most popular way of contacting you?

Definitely email. I would say 90 to 95% of all communication is via email.

What kinds of influence do you have on editorial products and processes?

I don't interfere, or I try to stay out of the next day's paper or the next week's paper. But
obviously, I have a say when, for instance, we discuss what kind of ethical guidelines we
should have. I gather with the editors in chief, and normally I write a draft of things that
could be changed. And when we discuss it with everybody in the newsroom to see if it needs

alterations, we issue the new guidelines. But I don't interfere or mix anything in the
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preparation of the next day's paper. And from time to time, especially young journalists,
approach me, saying, Hey, I'm thinking of writing this, and would that be okay? Then I have
to tell them that I cannot be a consultant; you should talk to the editor. Or you should look
at our ethical guidelines. If [ were to give them advice on that, I wouldn't be able to handle

the complaint; I would have rendered myself incompetent to do so.
To what degree can you operate independently and be critical of editorial staff?

I can write whatever I like. Obviously, I have to stick to the same ethical guidelines as
everyone else. If I criticize somebody, I should have presented the criticism to them before
writing it in public. And although I have to stick to all the rules and guidelines that are there
in order to safeguard quality journalism, apart from that, I can write whatever I like, no
problem. And the editors and chief, I must say, are very supportive of what I do. I mean,
quite often, when they get complaints, even though they are the ones responsible, according
to the Danish Media Act, they forward them to me and say we'll have an independent guy
look at them.

So, your freedom is large?

At least that’s the impression under which I work. I should also point out the fact that even
though we have an editor or an ombudsman, we are under exactly the same rules as other
papers in Denmark. So, if people don't think that I've handled complaints correctly, they can
go to the Press Council, which is a public body, and complain. So, they don't have to contact
me, they're free to contact the Press Council or indeed to go to the courts, if they think that

politics needs real, real harsh treatment.
Have you ever appeared in front of the Press Council in Denmark?

No, I haven't. But I participate in the way that if somebody launches a complaint against
poaching at the Press Council, it is a case against the paper itself. So, I only take part in
handling the complaint. But at the same time, if the reader had complained to me beforehand,
I would have corrected things if they were wrong. So in that way, in some way, I sympathize
with the view of the paper. But there are also examples of people who've complained to the
Press Council before having contacted us first, and then I look at it independently. And if I
think they're right, I make the correction. And then we have the Press Council look at the
case afterwards. So, I don't have to agree with the paper all the time. And quite often, I don't
agree with the paper. But. But that's, so to speak, two different systems. I mean, everybody

is free to complain to the Press Council. And if they want to complete payment to me instead,

96



things are treated faster. And you get maybe a decision that you like, even if you complain
to the Press Council, it could easily take two, three, four, or even more months before you

get a decision from them.
Do you think it's important to have a Press Council?

Yes, definitely. We get criticism from the Press Council. I think it's taken seriously by the
newsroom. You don't want the Press Council to criticize your journalist. So, it is from time
to time in the public debate in Denmark. It's portrayed, as if the papers and the news outlets
don't care about the Press Council, in my view, that's not correct. And the Press Council has
been given a different role over the later years, because there are so many new media on the

web. So, we, the old traditional media, we like to support the Press Council.
How hard was it to balance the pressure of public and the pressure of newsroom?

Normally I have my working days very, very comfortable. And I don't have that many
problems. But from time to time you get across people in the newsroom say no, [ wasn't
wrong. You just have to say to yourself: did I do my job properly, did I check everything,
do I actually feel that it was wrong and therefore run a correction and you'll just have to do
it. It's the only way that you can have your self-respect and hopefully the respect of the
general public as well. You just have to be ready to acknowledge the fact that people

sometimes disagree with you.
Can you sense that the column you are writing is going to cause controverting?

Yeah, from time to time, but nowadays not that often. I've been a public editor for 12 or 13
years. And in the first years, [ wrote a weekly column about different principles, principles
of journalism and all that. And back then it happened more often, then, to be quite honest, I
ran out of topics, and I found myself writing the same on and on again, so I more or less
agreed with the editors in chief to give it a break and to only have the bigger columns from
time to time, when I find it necessary, which I quite rarely do. So nowadays, I would say, I
don't have that many controversial issues. But from time to time, there are readers, who think
that I'm not doing my job properly even though I've tried to explain, why 1 wouldn't be
running a correction. They can criticize me in all different ways, sometimes even harshly.
But that means you just have to live with that. That's not a problem. We don't have to agree

with each other on everything, right?

Do you organize meetings with the readers?
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The short answer would be no. We have tried to have these meetings with the readers, but it
wasn't very successful, because we hoped that they would criticize the paper, but instead,
they spent all the time criticizing each other. Maybe we should try it again. We used to have
a lot of people visiting us at the paper, but then for security reasons we have tightened
security a lot. So, we cannot have these groups visiting us. So, in general, maybe we tend to
be a more closed entity than we used to do. So maybe it would be a good idea to have these

conferences or reader meetings. But as I said, the last ones weren't a success.
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Priloha €. 8: Rozhovor s Pierrem Champouxem, 6. ¢ervna 2023
What was the reason for establishing an ombudsman’s position at CBC?

I think that the ombudsman position was created in 1990-1992, around that time it was not
exactly the same role as the one I am in right now. As you may know we are public
broadcaster, so we have a set of rules that are really strict and to which journalists have to
comply in their daily work. The idea was to make sure someone could receive complaints
about our journalistic standards and practices and make sure that complaints were heard and
the news management was aware of complaints from the public. My role, as you may know,
is not to defend the public, nor do I have to defend news management. In fact, my role is to
be in between, just to make sure people have access to management, whether new, radio or
television, when it's related to news content. Because someone who's not a journalist can
have to make an interview with a politician, let's say, and that could be considered like a
news content, even though it's another journalist who made the interview. So, the idea at
first was to make sure that people were able to file complaints and for their complaints to be
heard by news management so they can weather, adjust their way of working and the type
of content they do. That's most ideal, but as I said, 30 years ago I was not in that role. I was
elsewhere completely doing radio and a private broadcaster, so I don't have the fine details

about the reasons why the ombudsman post was created then.
Are you coming from the outside?

Yes, I worked in the private sector from 1985 until 2003. So, [ was a news presenter myself
and I did some writing as well. Afterwards, I went to television, where I helped started the
North News 24 hours channels in the public sector as well. Afterwards, I went through the
director of digital news. I won't go into details, but there was a lot of turmoil then in the
management, so a lot of changes in the hierarchy and finally I ended up being responsible
for some digital productions stuff and answering complaints for news management

complaints that were coming from the ombudsman at that moment.
Can you describe your daily agenda?

That’s not a routine job. Sometimes it can be really quiet, if [ may say, other times maybe
really hectic. Normally at the start of the day I will take a look at my emails. To be frank
with you, I check my emails often, even though I'm not at work. So I always keep an eye on
my emails, so I don't miss any emergencies or complaints that would necessitate a quick

intervention. So normally, I check my emails, I respond to a few emails. I forward some of
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them to news management so they can, or not, just be aware of the complaint or have to
respond to them. And sometimes, as I should do today, but well, I have other obligations
because I'm part of that, so I have to attend the AGM today, the Annual General Meeting. |
have a board meeting afterwards, but most of the time I will work on reviews. I have to do
following complaints that were not satisfying to the complainant. My reviews are like my
investigations, you know the term I guess. So when someone is not satisfied with the
management response they got for a complaint, they can ask me to do a review and that's
when I investigate the complaint, the content that was the aim of the complaint if [ may say.
And then I publish a review in the next few days so everybody knows if there was an
infraction or violation of the GST or journalistic standards and practices or not. And then
there is follow-up if there was a violation. If not, I just inform the complainant that, to my
knowledge or according to me, my judgment, there was no violation. So everything's good.
My day usually is that, checking my emails, doing my reviews, having other activities like
a member of the FCO or the Organization of News Ombudsman, of which I'm a member as
well. I am also a member of the mediators group for the, in French it would be the Média
Francophone Publique, so the Public Francophone Media, which is a group of public
broadcasters, so we get together once a year and I exchange with my colleagues from France,
from Swiss, from Switzerland in fact, from Belgium about our common topics. More or less

that's an ordinary day if [ may say.
Do you have an assistant?

I have one assistant and that's it. Usually, the ombudsman's offices are larger than mine, but
we never had large offices in CBC. Jack Nagler, which you may know, is alone with his
assistant and I say alone in fact, our assistants are really precious to us, because they do a
lot of the work behind the scene and it's really important for us to have them. But usually,
you have aa ombudsman’s office with five, ten, twenty...I've seen offices with 50 people
working it in the health industry, but in the news sector, usually, there are small offices for
ombudsman. I know that at BBC, David Jordan is not alone by any means. He has a team,

but our offices are small.
Does your assistant help you to investigate the compliances?

No, she doesn't do that. She will help me with my travel arrangements. She will sometimes
answer complaints acknowledging receipt of a complaint. But she won't herself say if there

was a violation or something like that, she may sometimes when it is obvious, ask for a
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response from management, but most of the time she will say to the complainant that I will
take care of this when I return. So she's there to help, but she's not the one doing this work
for me, because this is my, you know, as ombudsman, we have usually a long experience in
journalism. My assistant, Laure, with which you have corresponded a bit, is really
knowledgeable regarding the GSP, but she's not a journalist. So it's really clear for her, as
for me, that she's there to help, to support, but not to do my job as I do. So she won't help
me. Maybe she could help me with fixing meetings with some people. I have to talk to
whenever I have to do a review, but that's about it. I must specify here though that she's the
one, who will read my reviews, if there‘s no language errors or something like that. Make
sure that the review stands by itself. It's okay, it's understandable, I've not forgotten anything.
And she will afterwards do the formatting, so it can be sent to everybody and put on the
website. That's it. But in the content itself, she rarely has to do something. If she does, it's
because she's seen something that doesn't make sense and says, well, yeah, I think you
should maybe take a look at that paragraph. I'm not sure if it's okay, or maybe you repeat
yourself. You should maybe not say that. She has a lot of experience, so I tend to listen to

her, but this job is my duty.
How would you describe your position?

I would say it's a lonely job at first. It may be surprising to you because mostly with the
COVID and all that stuff we mostly work from home. But even when the ombudsman
worked from the office, it's a job, where you're totally independent from the news
management, totally independent from everybody in the house, if I may say. So it's a job
where you have to be able to endure loneliness a lot. But you can also make some unofficial
or informal contact with some people. So there are ways to have contact with some people
in an informal way, but you must not abuse that kind of stuff. So it's lonely, but at the same
time it's a position that is quite a privilege because I get to pose a judgment on complaints
or on news management and there is no way to appeal that kind of reviews. So one can say,
well, that's it, I decided there was no violation or I decided there is a violation and I'm the
only one knowing all about that. But need to undertand that even though you decide there
was no violation on a complaint you may be wrong, but you have to be able to live with that.
And sometimes people will say, well, I'm not sure about that, well, maybe you should have
said that. I may have missed that one but to my judgment, my point of view, I was pretty
sure that my judgment was right. So you have to be able to live with that kind of judgment

afterwards. I had a review two years ago, where there was a big TV star in Quebec, Canada,
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that was involved and I concluded on multiple violations of the journalistic standard and
practices. It was about an interview with Didier Raoult, which you may know, a French
doctor, and I concluded that the journalist didn't ask tough enough questions to make Raoult
explain and defend more himself. The journalist went public saying that I was wrong, that
he would not excuse himself, he refuted completely my judgment. So it was a rough time
and I was pretty alone with my wife, with my family, with my friends to receive that. It was
tough. You have to be able to cope with that kind of pressure, because being alone, not
having a boss above you or lots of employees can be a pressure, it can put yourself in a
position of pressure as well. I worked enough in this field to have known multiple bosses
and had a number of employees under me to know what kind of pressure that means.
Sometimes its hard to publish a review or to decide on something when you are all by
yourself. So you have to be pretty solid in your thinking, your knowledge, your experience
in journalism. But even then, there is always a doubt. And I think that doubt here is
something that is good. If you never doubt, you won't be a good ombudsman. But at the
same time, doubting all the time may be paralyzing at times. So you have to have a good
network within the ombudsman industry, if I may say. I cannot reveal the name of the
complainant, that's confidentiality, but sometimes having some people like that, you can not
ask them to do the review for yourself. So that's important in my role to have that kind of

people I can rely on if ever I need.

If you're talking about making a judgment, let‘s say that you have a complaint from, I
don't know, a viewer, who says the this journalist has made a mistake. So based on

what do you decide, who is right? Was the journalist right or was this person right?

In fact, all is about the journalistic and standard practices. So this set of rules is my basis
whenever it comes to analyzing a complaint. So if, let's say, the complainant says, well, that
journalist is not impartial, he has taken sides in that stuff, his report was not fair, was not
balanced, there were errors there, I just have to check. I go with facts. Sometimes facts are
not always at hand, you have to talk to people. So it's what one says versus what the other
one says. Sometimes you have to say, well, I cannot have a clean cut at the center and I will
believe him more than I believe her. That's not the question, because I have to have facts.
So if I cannot for sure say that this reporter was impartial, I will say, he has the benefit of
the doubt. I cannot say that he is impartial. He says he's not. And I have no other proof to
think otherwise. So the basis of every review are the JSP. That's for sure. So our five

principles are accuracy, fairness, balance, impartiality and integrity. Integrity being the one
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about the respect we owe to people we work with or the people we interview. So those are
the five principles. After that, you have a lot of sections. It's quite long, not as long as the
BBC's, but more or less it's the same thing. In French and English, it's about the same thing.
So you will see that the kind of same basis for journalism. So as I said, I'm not defending
one or defending the other. I'm in between, as I like to say, like Humpty Dumpty. I'm on the
fence. I'm not on this side or on that side. I'm on the fence with my JSP. I say, OK, now
here's the question, here's the complaint, here's the facts. Most of the time I would say in the
last few years, a lot of complaints were about that this journalist seems or it looks like, you
know. Some people have thought that journalists had bad intent. It was not about accuracy
as sometimes, but mostly about we know that he's a liberal or a conservative. People think
or pretend some things based on their own beliefs and sometimes it tainted their personal
appreciation of a report. That didn't mean the report was violating any JSP, but people
received it that way because maybe the subject was more kind of a leftist subject or the
people talking in it were more on the rightist side. But it's a lot about perception more than
reality. In the COVID period that was all about the conspiracy theories. People said, well,
you did not cover that subject, you should have covered that subject, because you talk about
the vaccine, but you don't say that the vaccine is bad. So I had to not to defend, but explain
sometimes or make management explain, why they would not cover that side of the problem.
Same with the climate change. A few years back, one of the ombudsman said there is no
need or no obligation to let deniers of climate change be heard because they represent a
small amount of people. They are very vocal, but they're shouldn't be put on the same page
or the same weight as the scientifics, who say there is a climate change due to human activity.
So at one point, [ had to decide that some people pushing conspiracy theories in the COVID
era had right to complain, but their complaints would not have the same weight as people
who would say, well, that was not correct, not impartial. I had to make a kind of judgment
before asking for an answer, because some of them were totally out of space. It was a rough

time for an ombudsman to manage that kind of complaints.
How do you feel about criticizing CBC's staff?

Well, one of my predecessors has told me: “Don't let yourself be intimidated.” So since I'm
an ombudsman, [ have to disconnect from that. I have to say that I'm doing my job and
they're doing their job. They have to understand that my job is not to make them sad or to
criticize them, but I have to go with the facts. So if people complain about something, [ have

to make my job. Sometimes it may be hard to publish a review, where I say that there was
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violations about that. The first one is maybe a bit harder because you ask yourself, how
would they react and eventually I should not care how they react. They respect the
ombudsman, he has been there for a long time. I'm the Ombudsman myself right now. The
institution itself is respected within the CBC and they know I have a hard job to do. So if
they fail, they fail. In my reviews I tend be not too harsh, because I don't use words that are
most constrictive. If I may say that, we'll make them progress, not just hit on them. Because
I don't think this is the right way to do it. Using words that offend or tend to make people
angry or be sad won't help them get better. I usually try to have an approach that is more
more educational than punitive. I had one with a young journalist, I think she was 23 years
old. She, you know, really knew first year in the business in Canada and working in Sudbury,
which is a really small town in the northern Ontario province in the centre of Canada. So
totally out of the limelight. She's not a star at all. She's beginning in the business. And it was
a complaint about one of her articles. As always, whenever a journalist receives a complaint
regarding one report, they fear the worst. In those times, I tend to talk to the people that are
concerned. [ will talk to them to have their version. But if I, at the end of my review, conclude
to a violation, I will also talk to them saying that here's a review. It's coming. I will publish
it tomorrow. Now, there is a violation that says, ta-ta-ta-ta-ta. And just don't think it's the
end of the career. Nobody has lost his job because of a review. Nobody. It's an opportunity
to learn and to grow. Just don't do the same mistake again. Then again, it can happen.
Journalists are human, so it can happen that someone makes a mistake twice. That's not the
end of the world. But you tend to be more careful whenever you have this first review on
your content. My approach is more, as I said, trying to help them get better. When I was in
company that that decided I would be the ombudsman, the last question was, what do you
want them to remember of you when you're finished? I said, well, he has helped us get better.
If my reviews, whether they are concluding on violations or not, can help them get better,
great. Some reviews are tougher to make, even if there is no violation. I know that someone
may be not deceived, but be happy with my decision. I have one coming up. There are four
complainants. I made one review about two shows. It's 32 pages plus the annexes. Its mind-
boggling, a mammoth, as I said. I'm sure that those complainants will hate me for that. I'm
not here to be loved. To the best of my knowledge, I concluded that, so, that's it. They don't
have an appeal, but they will be not happy with me. That's for sure. Sometimes its difficult,
when I have to publish a review that says this journalist of this show or this team has
committed violations. But as I said, it's all in the way you do it. And other things I learned a

few years back, when I had a training, there was a judge once that said, if a sentence or, you
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know, something you wrote gives you pleasure, erase it. You know, when you write a text,
you tend to get away and write something, it feels good. It's, wow, that's a nice sentence. It
hits something. It may be a little cocky, but it's okay. If that happens, maybe you should not
let it in the review because maybe it's too much. It will hurt someone. It will seem maybe
unfair. It's maybe not necessary. So I tend sometimes to read my reviews and say, okay, this
one here, is it necessary? I like this. It sounds well, it sounds good, but is it necessary? I'm

not sure.

Have you ever gotten into a conflict with the editor-in-chief or the top management

because of your reviews?

No and that's the nice part about being independent. There is a tradition at CBC Radio-
Canada, at least. I cannot talk for public editors because they are within the newsroom
usually, which we are not. But the news management and the other management of Radio-
Canada do not usually to my knowledge have never second-guess our reviews. They can
second-guess them between themselves, but calling me saying I don't think you should
something, no never. My boss is the CEO of Radio-Canada. She never says a thing about
my work. Otherwise, then, well, I read her reviews. Thank you. It's very interesting. She
never second-guessed something. And my own year-end evaluation to see if I've done a good
job, I do it myself. That's totally weird, but that's the way it goes. I'm as Jack, really
independent from the management, so they don't say a thing. And there is no appeal possible.
In fact, there is one appeal, kind of, but it's not totally the same thing. It's with the CRTC,
which is the Canadian Radio-Television Council, the regulatory body here, which is the
equivalent of the outcome in Great Britain of the FCC in the United States. So people can
complain to me and complain to the CRTC afterwards, but the CRTC won't make a review
on my review. It will do another review based on its bylaws. I'm independent, so I get to
have my say about some complaints, but they cannot say, well, you were wrong. I know
sometimes that sparks a lot of discussions, but [ don't have to be involved in that. And I don't

have to fear for anything because they cannot touch me duting my mandate.
How many readers contact you on an average yearly?

My annual report is about to be published next week. This year, I've received 1,840 some
complaints. I know Jack has a lot more, because he has a bigger population to answer to.
But normally it's around 2,000 to 2,300. So 2,300. This year there was a slight drop. I think
because of the end of COVID, it seems that we've come back to the pre-COVID level. I've
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asked for response from management in a bit more than 500 cases, which is a lot of job for
them. Because the people answering to those complaints are not doing only that. They're
managing teams, they are managing shows. So that's a lot of work. And I've done 19 reviews
in the whole year, which is quite less than last year. I had 31. I don't know why exactly. Less
people complained, I asked for more response. But most of them, it seems, were satisfied
with the answer they got from management. So, well, that may be a good thing. Or, as I tend
to say, because I see the glass half empty, maybe that people have a bit lost faith and just
don't want to, you know, whatever. So that annoys me a bit. And I don't see that as a good
thing, the number of complaints.In fact, the number of reviews has dropped. But, you know,
this year, we're at the beginning of June. And I feel that this will be a pretty busy year. I
think, up and down, I think I have six form-reading and I have two that have been published

so far.
Just to make it clear, you don't respond to every reader?

Yes, I do. At least to say, well, I received your complaint or I received your commentary.
The problem is that some emails I receive are not related to my role. So people will say,
well, I don't know why, but when I looked on Radio-Canada on television, this show doesn't
come up. Or they have questions about programming. My job is not about programming, it's
about news content. So if it relates to a news bulletin report, an article, a story on the web or
something like this, OK, I'll take it and I'll see if this is a commentary or if this is a complaint.
A commentary is like, you know, well, I don't like when this show, this news presenter plays
with his pen. OK, that's not a complaint related to the JSP. That's a commentary about
something that people don't like. It's worth letting know news management that, you know,
this news presenter is annoying people with his pen. That's OK. But it won't make, you
know, a complaint with a right to a response and a review. So most of the time, questions
are like that. If people tell me, well, I think he was wrong. He said that number. It is this
number. We said, well, I feel he is more conservative than liberal or something like that. Or
he expressed an opinion. OK, then I can ask management to respond to the complaint and
we'll see from then if there's a review that should be done. But a lot of my questions, I have
an old citizen, 93 years old, the poor guy combated in Korea in the 1950 s. He was wounded.
He had all sort of, he's been sending me emails for two weeks. Help me. I need my story to
be learned and to be known. [ want people to know what I've been through. I said, I'm sorry,
sir, I cannot help you. I will send your email to news management so they can read it and

they will decide if they want to treat your subject or your story. That may be interesting, but
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I cannot force news management to do a subject. That's not my role. And I cannot tell them
not to do a subject as well. [ have to make sure what they've done is OK. But I cannot dictate

them a subject or a topic to talk about.
Where is the most common way of contacting you?

Email. Some people also call me, but maybe once a week. I still receive some letters. That's
quite weird in those times, but it happens. They can write to me through my website, or if

they have my email, they just write to me directly.
What issues are being most complained about?

Inaccuracies, but mostly it's about politics. Like never talk about this, or you talk too much
about that, or this guest was too far to the right, too far to the left. And Radio-Canada is a
nest of separatists. Because, I don't know if you know a bit about the story of Canada, but
Quebec has had for a while intentions of leaving, being a sovereign country. Not really
anymore, but for a long time it was something. So, that's more about that. But as I said,
mostly people are complaining about something they feel. It's something, well, I feel you're
pro-anti-abortion, or you're pro-this or pro-that. I get complaints recently about people
regarding the transgender people. And people saying, well, you talk a lot about drag queens,
about transgender, but what about those people who don't want them? We never hear that.
Okay. Is that a question of balance? You have to see, because, but mostly it's about, I would
say it's about, you know, perception of what has been done. Accuracy, that's for sure, there
1s always mistakes here and there. Sometimes more important than others, but usually it's, |
would say that perception is a good vector of complaints right now, because people are so
polarized, to the right, to the left, anti-this, pro-this. It's difficult to have them, you know,

have a discussion without complaining. I guess you know what [ mean.

If you're talking about your reviews, who decided to create a column at CBC

Radio/Canada French Services?

I don't know where, I think it dates back to maybe early 2000, but who has decided that...I'm
not sure about that. But that's the main way to work now, because my reviews are all online,
and past reviews as well. Before that, there were PDFs that were sent by email, or before

that by courier, by postal service.

Where is the main goal of your reviews?
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As I said, the main goal of my reviews is at first to see, if JSPs were violated or not. It is
also helping journalists to do a better job, so that people get better journalism. Also, it's about
explaining more to the public the way that journalism works, because a lot of times people
don't understand exactly, what journalists do. I know there is a strong demand for journalists
to be more transparent. I think this is something really important, but how can we be
transparent without putting a lot of layers that would make the job quite impossible to do
day after day, inviting people to our meetings. Those are good ideas, but not always feasible,
especially with big organizations like ours. So, making journalism more transparent, helping
journalists to be more accountable, to be aware of what the people think of their job, of the
job they are doing. And on the other side, as I said, helping people understand more what is
journalism, and particularly good journalism. I see myself as kind of a facilitator, someone
who can help the conversation between journalists or news management and the ordinary
citizen, who doesn't have access to those people most of the time. What I repeat often to
journalists is that we have to remind ourselves that we're in a really privileged position. Not
everybody has the chance to have a camera or to have a computer and to be able to write a
story on a website that is visited by millions of people each month, or to have their report
on a great TV show. It's something that is a privilege, and we have to be aware of that. In
the last few years, there have been a lot of questions about diversity and inclusion. Some
people wanted that some journalists be relieved of the duty of impartiality, so they can relate
to their own experience. When [ said, with all due respect, I feel that impartiality is still
something really important to good journalism. That's something that makes a difference
between us and Fox News or Sputnik. I think you don't have to be partial to take sides
necessarily to be a good journalist and to do that job. Take advantage of what you have as a
journalist, your camera, your computer, the website and all, and do your best. You'll achieve
a lot more than just being on air saying, well, I think this is not a good thing, or my opinion
about that is this or that. I know it's not a very popular position amongst mostly young
journalists, and I think it's something that should be talked about. But I feel there is room

for discussion.

What do you consider as the biggest advantage and the biggest disadvantage of your

position?

For the company, having an ombudsman is kind of an engagement towards credibility,
towards journalism of quality. In fact, Radio-Canada has to have an ombudsman, because

the CRTC told him, they had to be an ombudsman. But I don't think that Radio-Canada
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would get rid of the ombudsman. They could, because it's something that, on the face of the
public, tells them, well, we're not afraid of being criticized. We're not afraid of letting
someone independent say you failed this time. And for the people, I think it's something of
value because they give them access to something that otherwise would be unaccessible
because just trying to reach someone in the news management is quite a task. You know, it's
a puzzle. You never find anything. So knowing that the ombudsman is there to answer or at
least try to answer or direct them towards a good resource is maybe of value. But first and
foremost, I guess it's something that says Radio-Canada wants to commit on good journalism
and we have someone that will be there if something goes wrong or something seems to go

wrong.
Do you think it's better to hire an internal or external worker for this position?

Well, I've been an internal, an insider for a long time at Radio-Canada. I think it would be
possible for someone from outside to do the job. But that would be pretty tough not knowing
anybody inside. So not knowing, who to turn to, when something is problematic and having
no network at all, even though it's informal. But at the same time, having someone from
outside not knowing anybody could make sure these people don't owe anything to anybody.
Its part of my duty to not owe anything to anybody. So that's okay. I'm good with that. But
osmetimes you tend not to be too harsh, but you have to do without that. So someone from
outside the box would have a lot of things to learn, that's for sure. But at the same time,
would be free from any influence from his or her past that could be useful as well. But is
that better coming from inside? That would have to be experienced because I've never seen
any ombudsman at Radio-Canada nor at CBC coming from the outside. I think you have to
be a journalist for quite a long time to be able to get in that position. Maybe someone from
another newspaper or another television could do the job. But there would be a pretty steep

learning curve, I think.
What is the main effect of your function?

The main effect, well, smiling a bit, [ would say that it's to keep people on their toes to their
heels. I hope that people tend to be more cautious. I'm not this monster in it‘s cave waiting
to eat the journalist. That's not my role. But I like them to be aware that people can complain
about their content and if there is a review to be done, I will do it and I will say there is a
problem. So this makes them be a little bit better. And whenever they fail or they seem to

fail, if someone thinks they have done something wrong, I feel it's a good occasion for them
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to sit back and just reflect on their work. Last year I had a report that was a complaint about
a a very good reporter. I said that I got a complaint about his report. He said that this is an
excellent report. I said, well, that's not what I'm talking about, this person complained. She
says or he says that something was wrong. What can you tell me about that? We had this
discussion. Okays, it's not about saying, well, you did a lousy job. Maybe it's something that's
a lonely detail. But if I can have them have a discussion, you know, reflect on their job,
sometimes it will help them get better because the next time they say I learned this last time.
I understand that people may get this subject this way. They can understand what I'm saying
right now. The choice of my image, the choice of my words, in a way, they will feel I am,
you know, maybe more to the right, more to the left or whatever. At the same time, I don't
want them to censor themselves. That's the big problem. I don't want them to fear. You
know, when you're on the field right now, we have a lot of wildfires here in Quebec right
now. It's devastating, really. It's a big, big thing. On the field, you know, you don't have to
think about the GSPs necessarily. You're in such a rush. You have to go on air. You have to
produce your story. So sometimes you don't think about the ombudsman, and that's okay.
But when you have time to reflect, you say, well, maybe I should have done this a little bit

better.

At the very beginning you said that the public editor's position is a bit different from

the ombudsman's position...

I may be wrong, but most of the public editors I've learned about are the ones that are under
news management. They're not totally independent. And public editors, if I'm not mistaken,
but then again, maybe you should check it, In France, the mediator for French television
works in the newsroom with the people there. He does a TV show with them. He interviews,
you know, editor-in-chiefs and journalists and all, but he's not totally independent. His boss
is the boss of France Television. So, he doesn't have the independence I have regarding the
management. So, well, he's there maybe to respond to complaints, that's all, and to hear what
people have to say. I know the mediator from Radio France, she doesn't answer complaints.
She publishes a weekly blog that is really something that she's a workhorse. She's something,
Emmanuel Daivieri. But she doesn't answer complaints individually. I this that Toronto Star
in Canada, has a public editor, but he was not totally independent from the management as
well. So, there might be a slight difference. But then again, maybe some public editors are.
But I don't think they have the same independence as Margot or me. Bjorn, I think, is in the

abutment. But there are slight differences. But at the same time, what we have in common
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1s to make sure that our journalistic standards are applied. Whether it's before publication or
after publication. But being independent as Jack Nagler and me and maybe Margot, we're
totally independent. The only reason I can loose my job might be if I do something illegal.
Otherwise, my job is built in that it's in the movable. I cannot be removed. But I would be
careful with what I say because there are maybe exceptions or maybe what I'm talking about
are exceptions as well. But I know Ombudsman are totally independent. Public editors, to

my knowledge, are not in every case totally independent.

Priloha €. 9: Rozhovor s ombudsmankou NPO Margo Smitovou, 24. ¢ervna 2022
Who took the decision to appoint an ombudsman at NPO?

That was done by the broadcasters themselves. Since NOS was working with one, they saw
how well that worked to address people's complaints, the other broadcaster directors said,
let's do this for all the broadcasters. And NPO is like the name that covers all of them together
- National Public Broadcaster. So that's why it's called NPO, but you have the little sections
underneath. That was in 2017. Now the function of the ombudsman is also in the law. And
when I started, it wasn't like that. It was mainly something that the broadcaster said that they
would do. Since then, parliament has decided that the public broadcaster has to have an

ombudsman and they have put it in the law. So that has changed. So now I'm in the law.
Has something changed, since you are in the law?

The main difference is that the broadcasters cannot just say, oh, it was nice, but now we
stop. Now we fire her or him or whoever is in the... Now what they will always have to do
is to explain to parliament and parliament can say, no, it's in the law. You have to have an
ombudsman. Whoever that is, you have to. So that is the main difference. From being a self-
regulatory body, it has become a legal... I don't have any legal... How do you say that?
Powers. But the fact that the ombudsman needs to be there, that is the legal status it has now.
I think that's good because you have the different broadcasters may have very different
opinions on the usefulness of an ombudsman or of having an ombudsman altogether. But
now they will have to. They will always have to. Yeah. I think it's good because it makes
the representation of the opinion of the public visible in the law. So that the public has a way
of going to the broadcasters and explaining their opinion on the journalism that is done there.

So I think it's good.

Can you describe your daily routine?
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Well, these days today are different than from a month or three ago. Because then I was just
basically doing answering complaints by the public. They come to me in my mailbox. So I
would open my mailbox, me and my assistant. And we would look at the complaints. And
we would either call up the broadcaster or the journalist or email them and ask for
information. And try to look again at the broadcasting and decide whether the complaint was
to be upheld. I published a very big investigation into one of our broadcasters two weeks
ago. And that is a very right-wing broadcaster. I found that in their broadcasting they are
breaching the journalistic prescriptions. The way we do journalism, we have an ethical
standard. They broke the ethical standard several times. So, I published that. And now the
regulator is looking into giving them a 15 % fine. And since then my days have changed
quite a bit. Because since then I get a lot of complaints about myself. From people who are
watching the right-wing broadcaster and who are trying to get me fired. And who are just
filling our mailbox and our social media channels with all kinds of dirt and stuff like that.
So what I do now is basically not read social media anymore. That's one thing. And try to
filter out the complaints that really need addressing. And write to the other ones that this is
not what the... You know, that the ombudsman has the task to do what she did. And if they

don't agree, well, take your complaint elsewhere.
Did they send a complaint to the Press Council?

No. There were a lot of people complaining with me, when they started broadcasting at the
beginning of this year. So I took up their complaints and investigated them. And I had to
uphold quite a few of them. And they still have a weekly show, twice weekly, in which they
would put up my photo on the video wall. And they would call up for people to email me
and to ask for my resignation. And things like that. But they didn't go either to the judge or
to the press council. They just told their public to do this.

Have you ever appeared infornt of the Dutch Press Council?

Sometimes people who complain with me also take the complaints to the press council. But
the press council is also a self-regulatory body here in the Netherlands. And usually we are
in sync. Usually we think the same about the breaches of ethical rules. Because our rules are
very much alike. And we have never really differed in an opinion. So far I have not had to
appear before court. I don't know if someone one day will take me to court. I don't know.

We'll see that. So far it hasn't happened.

What kind of expectations did you have from this job?
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Well, I didn't really have very concrete expectations other than being able to look into
complaints and being able to explain to the public how journalism works. Because that's
very much what you do — you are constantly explaining. This is what the rules are, this is
how they were followed or not and this is what happens when you don't. What I didn't expect
was what happened over the last few weeks. But that is so out of the ordinary that I won't
take that into consideration. What happened during COVID was interesting enough. People
dug themselves into their little news holes and were less and less willing to accept the view
that maybe somebody in the newsroom just made a mistake because it happens — we do
make mistakes. But people would go, no, that's not a mistake. You are trying to force certain
news on me. Your news are fake. You see you make a mistake, your news is fake. And that
has really changed over the last two and a half years that people have become less willing
to listen or at least think about what the ombudsman does and how the ombudsman tries to
explain the news to them or the work of the journalists. And it is in line with what I think
the journalists themselves have experienced. That they have become under attack more and
what I try to explain to the journalists is that if this happens, they need to be more and more
transparent about what they do because apparently the public needs that.But it is really hard
to get somebody to think about a point of view that they have already decided about that it
is fake. And that has really surprised me and it worries me. Because it is getting harder and
harder to reach people and say, maybe somebody has made a mistake. But he is still an
honest journalist doing his job. And it is very much on very specific topics. Like Covid. Or
the war in Ukraine. Is another one. Where people have dug themselves into what they believe
is happening there. And even if you prove to them that it is different. They are not, you
know. So that has changed, definitely. And so I have gotten more work than I expected. So
that has changed. But in a way that is good. Because people know where to find the
ombudsman. And know that they can send a complaint. So that is good. But this other aspect,

that has surprised me.
Why do you think that the journalists are more under the attack during the few years?

I wish I knew. Maybe it is a combination of people being able to get more information from
more different sites. And starting to compare themselves saying that you are only bringing
me one side of the story. But also, there is a lot of rubbish going around that people believe.
There is research into the role of social media. And all the stuff that is going around there.
And there are apparently more people who are getting their news from social media and not

from the regular news organizations. So that definitely has not helped here. We have had
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very vocal anti-COVID people demonstrating, attacking journalists making it impossible for
them to work. We have a very vocal farmers community, who are doing the same on climate
change saying climate change doesn't exist. And even if the journalists say that it does, they
have proof for that. They say, we think you are fake. So we have a few groups that are very
vocal. And basically what they do is get their information from the right-wing political
parties. And they get their information from social media. And that doesn't help. But
probably this is a simplified sketch of the situation. But I think these are two things that
really play a role in this.

How has the communication between you and viewers changed during the five years?
Do you mean by means of communication? Or just the amount of contact?
Both.

When I started there was nothing there, so we had to set it up entirely. So we set up a website,
because that's my first way of communicating. Since then we have changed that website
completely. And we have taken it out of the environment it was first in, so it is perceived to
be more independent. We have added a newsletter. We have added a podcast. And I appear
more in interviews and things like that to communicate. Publishing a report that gets national
press attention definitely helps in communicating with your public. And then you have the
other colleagues, who do it for you. Because they write about you in the newspaper. But we
have added several ways of communication to just having the news, the website. And the
amount of communication has, from being about 5 to 600 at the beginning, was stable the
last couple of years to about a thousand. And that's basically because people first have to
complain with the broadcaster. And then they come to me. So I'm kind of like a second level
of complaint. But this year it is going through the roof because of that report on the national

broadcaster. So we probably have 3 or 4 times as many complaints this year. So it's grown.

To what point has the position of ombudsman contributed to the accountability of the

public broadcasting system?

I think it has, because without the ombudsman we would not have had this latest big
investigation into one broadcaster and then breaching the rules of ethical journalism. Also |
think a lot of the journalistic programs would not have thought about how to be accountable
and how they could be reached by their public or even how to explain. I did a big
investigation a year and a half ago into how our largest broadcaster, NOS, covered COVID.

They probably would not have done that if the ombudsman had not been there. They would
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not have known whom to ask for an independent review of their own broadcasting, so I think
it has changed the perception of the public. They know that there is somebody they can go
to. But it has also changed the perception of the journalists. There is somebody they can turn
to and say, please investigate, because the public does not believe us, but we want to show
how we did our journalism, how we came to our stories. And so I think it works a little bit
both ways. And I hope definitely that the public feels that journalists have become more
accountable. Last week, the digital news report by the Reuters Institute was published again.
They do that every year in 46 countries. And the Netherlands always has a fairly high score
in trust in media. And trust in NOS stays exceptionally high. And NOS has definitely made
several steps towards being much more accountable than they used to be. So I hope having
an ombudsman is part of the fact the trust stays high. Or at least fairly high if you compare
it to other countries. The interesting thing is that BBC also has a public editor and a standards

editor. But trust in BBC is much lower.

In addition to writing a column, you also respond to the audience's questions through

podcast. Was it your idea?

I started the podcast basically because I love it. I love podcasts. I love radio. And I was
looking for a way to give more background to the public about the work that I do. But also
in kind of a more light way, if we were having a conversation. My assistant told me that
maybe I should think about having a radio show. And we looked into having a radio show,
but apparently that was very difficult. It would take a lot of time to get that set up. And then
I'looked at her and I said, well, if I do it as a podcast, I don't need anybody. I can do it myself.
I know how to record. I know how to edit. I know how to put it on the internet. Why would
I wait for somebody to give me a radio show? So that's why we started the podcast. And the
audience is, you know, it differs. Some episodes are very well listened to. Others are maybe
a little bit more difficult for people. I did one on the autonomy of newsrooms. That
newsrooms can pick their own stories. I cannot tell them to cover something or not. And
people don't understand that. They will just say, you should tell them that they, you know,
why aren't they paying attention to and then whatever story comes up. And I always try to
explain that's what a newsroom is allowed to do itself. It's in the law. They have this freedom
to pick their stories. That people found was a difficult episode, because it's very theoretical
and it's very legal. But we did one on language and that was so popular. You know, and it
was about the choices you make in the newsroom, whether you say black and white or like

here in the Netherlands, we have a different word for white. So you can say black or blank,
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which is, you know, and people find that difficult. They say white, white. I'm not white. You
know, yes, you are. So it's really interesting to see the choices that the newsroom makes and
people find that very interesting. It's the same with choosing names for countries. You know,
do you pick the names that the country itself uses or do you pick the international name or
do you spell the names of the cities in Ukraine in the Russian or in the Ukrainian spelling?

But they're also political choices. And it's really interesting. So that was a very popular one.
What kind of impact did it have on viewers and NPO?

Not that much on NPO, because I'm completely doing it myself. I'm totally independent in
it. And they found that at some point they found it a little difficult. They said, you know,
you should do it under our umbrella. And it's like I am not part of you. So I keep my podcast
independent. And I hear from listeners that they like it because it is a little bit lighter and
people like to listen to podcasts. And it has a kind of a more happy format than reading about
how a journalist did something wrong or listening to this journalist talk or to me explaining
it apparently for a certain group is much better to do. So I don't really know if it has had an
impact so far. It is part of the impact the entire Ombudsman Office has. I think. I couldn't

really separate it from the rest.
Do you think that having a regular column is important?

Well, interesting enough, it has been important to certain other journalists, who report on
what I do. They say, if I publish every now and then, I don't know when to look for a new
investigation that you did or a new verdict that you gave. So if you do a regular one, I know
when to look. But we decided it's very hard to because sometimes an investigation takes
more time. And I don't want to rush it, because it needs to be done in time for the column.
So instead we said this last year, we said if that is the problem of certain people, if they want
to keep up with our work but they don't know when to look, we will make a newsletter. So
that's what we've done instead. And we've said if you want to get a signal that there's
something new, just tell us you want our newsletter. And we will do that. We found that the
newsletter is very popular with other journalists who report on what we do. So now they
know when a big report is coming out or they know about the little funny things that we do
or when there is a new podcast or things like that. And that's what we decided to do. It's
better for the how do you say that I don't want to rush an investigation just because I need
to write a column about it every Thursday or every and I know from several of my

ombudsman friends who do have like a regular column that it's not always easy. Some weeks
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you have way too much for one column. Other weeks there's nothing really interesting to fill
a column with. So I'm happy I have the freedom to not having to do that every Tuesday or
every Friday. And the newsletter I think is successful because we see a lot of responses on
it and we see the membership growing. Even though it's kind of an old-fashioned thing it is

apparently to it fulfills a need.

As we were talking, you're the second point of contact. Do you think it's making the

gap between you and audience bigger?

I don't think so, because we always tell them that if they come to us, they can still come to
us directly, but we will tell them that first we will take their complaints to the broadcaster,
who has done the report. And we always explain them. We write them a little email and say
thank you for your complaint, we are first taking it to the broadcaster. they will try to get in
touch with you, if you're not satisfied, come back to me. So they know what's happening.
And sometimes they don't understand that they first have to go to the broadcaster. So I think
basically it's almost the same. I wish they would know that they could first go to the
broadcaster, but you know with a lot of the broadcasters, it's also difficult to find the

complaint form.
Why are you the second point of contact?

We've done that ourselves basically because when I started I said I will always need the
input from the newsroom. So why don't we first say go to the newsroom and ask for their
input. If you do that as a complainant at least the newsroom knows that you're a person. So
we've decided to say we will be the second point. So we try to make the newsrooms
responsible for the first line. It's difficult with some of them, because some of them just
never pay attention to their mailbox. So we will have to sometimes tell them there's
complaints in your mailbox. You need to address those. So I think it does help with some
newsrooms to make them responsible for their own first line of contact. And with others it
will always be difficult. Some people are arrogant. I hope it doesn't widen the gap. I hope it
stays the same. We do also get complaints about things that we are not really there for. You
know technical issues and things like my subtitling is not working or whatever. If we send
those on to the technical people and then we realize that that is very important for people
because the technical people are hard to reach. So we are kind of you know in between first

and second line I guess a little bit.

What kind of issues are being complained about the most?
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The most is objectivity and incorrect information. And then it depends on the year. We've
had a year in which there were a lot of complaints, when we had a large influx of refugees
coming from Syria. When we had this horrible footage of drownings and boats capsizing.
People would complain about shocking images a lot. But that has gone. And I'm surprised,
because the footage coming from Ukraine is pretty shocking every now and then too. But
these days it's basically incorrect information. During COVID also it was a lot of that. It was
saying you're wrong. You say vaccines help. You're wrong. They don't. Okay. Scientific
evidence says they do but you have googled for five minutes. You know better. So there's a
lot of that. And then there's objectivity issue. You are left wing. You are public broadcasters
often are seen as very liberal. And then again left wing which we are not. We are actually
we can prove that we're not but still people believe that. So that's a difficult one to question.
And what people also complain about is the amount of attention to certain news issues. Why
are you always writing about Ukraine, but not about Yemen? Or why are you writing about
or filming about the American elections but not so much about the German elections? And
they are very important to us and maybe even more important than the American elections.
Those are really interesting questions because very often you can explain why. But it's you
know people find it they want to feel represented. They want to see the news that they are
interested in. So it's not an easy question to answer. But I kind of like those questions because
you can really figure out you know. And sometimes they are very right. You know why do
we pay so much attention to the American elections? Because the German elections are
much more important to us here. So then you go to the broadcaster and say tell me why. And
usually there is a very sketchy explanation for it. You know we still have one of the
broadcasters still have has two correspondents in or three correspondents in Washington.
And it took a long time before we had two correspondents in Brussels for the like this is not
okay. This is out of balance. So you should add or remove one correspondent from
Washington. But you definitely need to add one in Brussels. Because there is so much news
coming out of Brussels. Then you can make maybe help you know make a change in things
like that. By pointing out that the public is actually saying something is missing here. And I
think that's a good thing. If the public points out what they perceive to be in that news then

it might help the newsroom get better.

Do you think that NPO is held to higher standards and criticized more for its mistakes

because it's a public service?

118



Yeah and I think that's a good thing. Because I always say to the journalists as well you are
doing it with the public's money and you're doing it for the public. All journalists work for
the public, But as a public broadcaster this is your main responsibility. Informing the public.
And you get the public's money to do it with. Then we should have very high standards. It's
the most beautiful place to be in I think in journalism. Because you have no commercial ties.
If okay you don't have ideological or other ties. You get the public's money to do it with, be
careful with that. And on the other hand the public sometimes has not entirely correct idea
of what the public broadcaster should be. This whole idea of being independent does in the
Netherlands at least does not mean that as a broadcaster you cannot express an opinion. But
people will always say you need to be neutral. And I say no, if you want neutral, you should
hire a secretary who just takes notes. You know we don't do that, we also think about the
news, we give context, we explain the news. And in certain broadcasts we can give our
opinion. Because journalists make decisions too and that is possible under the Dutch law.
So the whole idea of neutrality is sometimes difficult to explain to the public and say yes,
NOS needs to be very independent and have no ties with anyone. But one of the other smaller
broadcasts, they can be they can be a little left leaning or they can be more right wing as
long as they still hold up the ethical standards of journalism. But they can express their
opinion. They can say climate change is a crisis and we should act. NOS cannot do that. You
know they have to be the national newscaster. But some of the smaller ones can do so. And
that's an interesting concept in our broadcasting system. It makes it a difficult system. But
all over I think we should be held to very high standards. Yes. And I'm happy with them.

And we don't always, you know.

On your website it is stated that you're a bridge between the audience and the

newsroom. How do you achieve it?

I said that, when I was appointed and I try to be that as much as I can. When I started, I did
go out in public and actually meet the public and call for them to come and complain with
me. And what I will do is I'll take their complaint to the newsroom and report back. So that's
the way I see that bridge going in that direction. Like I said at the beginning, it's becoming
harder, because the people that do complain are much more dug into their own sense of truth
already. So it feels like the bridge is kind of not quite closing anymore. So it's harder to be
that bridge. It's also hard if people don't perceive you to be honest or working on their behalf.
And that is the thing that I try to explain more about. That I really... If people think that I

don't work for them, then they should tell me how to do it better, or make changes, or use
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different channels. Because I sometimes get a sense that the complaints that reach me very
much come from one corner of society and the other... You know, like I get very few
complaints from people with a different ethnical background, but also from young people,
very few complaints. And they probably do have complaints, like, you know, the older white
people who do know how to find me. So I really try to look for other areas of society and
say, you know, you can also come to me, don't worry. I can find answers for you, I can talk
to journalists for you, and I have the power to make them talk to you. You know, if you
cannot reach them, and if they don't answer your emails, I can make them answer your
emails. So it's like the bridge goes well into one section of society and others don't. So I'm
trying to figure out how to make that better. And so it has changed. I feel the bridge is not
as secure as it used to be. You know, even though it has a legal foundation these days, the

standing with the public is hard.
Do you perceive yourself as a readers' advocate or as a newspaper ambassador?

If I'm a true bridge, I'm both. It depends on the case. I try to be a readers' advocate as much
because as journalists, and then I say we because I've been a journalist for so long, we often
think the public understands how we do our job, but they don't. So we have to explain and
keep explaining. So then I feel like the voice of the reader who says, sorry, come back to
me, [ don't understand. I don't understand your choices. I want to hear what you've done. I
want to see what your sources were. And if you don't give me that, [ don't trust you. So that's
where I... On the other hand, when people come with frivolous complaints, sometimes you
have people who are just there to make one journalist's life difficult because they don't agree
with what this person is doing or because they think it's a bad journalist or whatever. Then
I feel like the newsroom's ambassador. And that's where I do try to be both as much as I can.
[ used to be a teacher. So then I think, you know, that's what I do. I try to keep teaching, but
also in both directions. Because I do feel that, like I said earlier, there is a group of journalism
programs who simply don't listen to readers or viewers. Who think, who say, we're so busy,
we're so busy, we don't have time for that. Hey, if the public doesn't watch your program
anymore, you have no job. So why are you too busy for your public? You know, you have
to listen to them. You have to respond to them. They might be a wonderful source of new
stories for you. So, you know, so that's where I try to be both. But I think, yeah, it depends
on the case. One case, I'm more the ambassador on the others. I always say, am I the news

police? Or am I the ambassador? Yeah, yeah. It's a little bit of both, I guess. Yeah.
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Based on what do you choose the main topic of your columns, when you receive so

many complaints?

I look at the interest in topics amongst the broader public, at the possible impact of a breach
of the rules, the larger the possible breach ir, the higher the chance I will investigate and
write about it, I look at the size of the public a breach has already reached, a large daily news
show making a mistake at primetime is more likely a topic than a very small newsroom
broadcasting at night making the same mistake, for the size of the public having seen the
original mistake and thus having to know a mistake was made is larger. Number of tweets
is almost never a guidance, for twitter is inhabited by a very peculiar bubble: journalists,
politicians and a very small number of very loud dissatisfied people. Twitter is becoming

less and less a matter of importance to me.
How do you assess the value and importance of every viewer’s complaint?

Most important: By the size and the impact of the possible breach of the rules. Also by the
number of people that might futher be affected by it. Sometimes by the occurrance of the
topic of the complaint in a number of programs, so you can make a wider ruling than just
about one program, breaches of privacy are often that kind of complaints: they happen in
more than one program alike. There are on the other hand also reasons that make me decide
NOT to handle a complaint: if someone writes anonymously, is yelling (writing in only

capital letters or bold face type) or threatening, or is insulting journalists or the ombudsman.

Ptiloha €. 10: Rozhovor s Milanem Pokornym, 28. ¢ervence 2023
Jak vznikla pozice ombudsmana Ceského rozhlasu?

Tady musim zaéit tim, Ze medialni ombudsman byl v Ceské republice neznamym pojmem,
respektive neznamym postem. Takovy post tu v té€ doby neexistoval a ja jsem nemél z ¢eho
vychézet. Kdyz jsem se pokusil zjistit, jak funguji pozice medialnich ombudsmanti v jinych
zemich, narazil jsem na problém, ktery svym zplisobem pifedznamenal celou mou dalsi praci
a mij vztah k jinym medidlnim ombudsmanim. A sice, Ze kazda zem€ ma trosku jinou
medialni legislativu. Tim padem nelze beze zbytku pfebrat modely medialnich ombudsmanti
v jinych zemich. VZdycky zélezi na tom, jak je v té konkrétni zemi upraven pomér mezi tou
samotnou instituci, mluvime o vefejnopravnich institucich ted’, a mezi orgdnem, ktery ji
kontroluje, ktery ma tieba moci vydavat spravné rozhodnuti, a podobné. V kazdé zemi je to

trosku jinak. J4 musim respektovat vychozi podminky, které existuji v Ceském rozhlasu, a
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to je existence dvou medialnich rad. Ty maji své pravomoci, kontrolni, spravni, a do téch ja
samoziejmé nezasahuji. KdyZ jsem spolupracoval hlavné s pravnim oddélenim Ceského
rozhlasu, tak jsem piipravoval statut ombudsmana Ceského rozhlasu, coZ je zakladni listina,
ktera definuje moji ¢innost, tak jsem musel respektovat to, Ze pravomoci, které bych tfeba i
rad mél, prosté jsou svéfeny jinym organiim ze zakona. A to jsou vychodiska, které je tieba
respektovat. To znamena, ano, svoji praci jsem si definoval sam, ve spolupraci s pracovniky
Ceského rozhlasu, predevdim s pravnim oddélenim, pochopitelné zejména s generalnim
teditelem Ceského rozhlasu, ktery ten post ustanovil, po konzultacich s dal§imi pracovniky
Ceského rozhlasu, s tehdej$im vedenim, ale samozi'ejmé nezapiram, Ze ta iniciativa byla na

mé stran€.

Probihala pfed ziizenim vasi pozici s generalnim reditelem hlubsi diskuze o poslini na

smysl ombudsmana?

Ano, a to z toho diivodu, Ze byl to pravé generalni feditel Ceského rozhlasu, ktery do svého
kandidétského programu vtélil 1 pasaz o ombudsmanovi, kterého by chtél zfidit, pokud by
byl zvolen. A kdyz potom byl zvolen generalnim feditelem, tak uvadél v praxi jednotlivé
body svého kandidatského programu a tim padem i post ombudsmana. V té dob¢ se obratil
na mé, protoze mé znal z doby, kdy jsem vedl Tydenik Rozhlas a vysvétlil mi, ze prestoze
nejsem pravnik, coz jsem si myslel, Ze ombudsman by mél mit touto kvalifikaci, vysvétlil
mi samoziejmé zcela spravng, jak dneska vidim, Ze jsem staval uz tehdy na pomezi dvou
sveth — svéta rozhlasoveého a svéta téch, ktefi rozhlas poslouchaji. Jako Séfredaktor ¢asopisu,
ktery psal o rozhlase, psal pro posluchace, takZe jsem prost¢ vnimal tyhle dva svéty na
hranici, a to je vlastn€ i moje dneSni poslani. Takhle mi to vysvétlil, takhle mi definoval
moje roli, Ze nebudu ani vykonavatelem nebo iniciatorem pravnickych kauz, pravnich
rozhodnuti, ale Ze budu tim, co obvykle nazyvam slovem mediator, to znamena
zprostfedkovatel mezi rozhlasem a mezi vetejnosti a pokud mozZna ¢lovek, ktery se snazi o
vyfeSeni problémil, dejme tomu jinou cestou neZ cestou prava, soudu a podobné. A

samoziejme pak uz bylo teda na m¢, jak si tohle zadani naplnim.

Na webovych strankach uvadite, Ze vam vaSe pozice zajist’uje velkou miru nezavislosti,
jelikoZ se nepodilite na tvorbé obsahu ani Cinnosti redakci. NeZ jste se stal
ombudsmanem, tak jste ale v internim prostredi rozhlasu piisobil. Myslite si, Ze i tak

dokazZete byt nestranni?
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Myslim si, Ze ano a vysvétlim vam prog. Ja jsem nastoupil do Ceského rozhlasu v den, kdy
jsem se stal ombudsmanem. Piedtim jsem v CRo nikdy nepracoval. Moje pozice
Séfredaktora nebyla spjatd s rozhlasem pracovné-pravné, protoze mé zaméstnaval
Radioservis, coz je akciova spole¢nost Ceského rozhlasu. My jsme v té dobé jesté ani
nesidlili v budové Ceského rozhlasu, ale na Olanské ulici a ja jsem do Ceského rozhlasu
dochazel, kdyz jsem Sel dé€lat rozhovor, stejné¢ jako Vy jako ted. Kontakt na rozhlasové
pracovniky jsem mél ryze pracovni, dané povinnostmi novindfe, ale jinak jsem se v téch
rozhlasovych strukturach nepohyboval, coz je dulezité, protoze kdyz jste Clenka néjaké
zajmové skupiny, at’ uz tteba ve vyrobé nebo ve zpravodajstvi, je pro vas potom velmi
obtizné na tu slozku plsobit, tieba i kriticky. Snazite se tfeba zlepsit néjaké veci, nebo prosté
predat jim néjaké kritické nézory, ale proto, Ze jsou to vasi kamaradi, nebo lid¢, se kterymi
vas poji tfeba 1 jiné z4jmy nez jenom kamaradské, tieba i financni, protoze jste tfeba byla
¢lenkou n&jaké skupiny. Cili nikdy jsem nebyl ¢lenem zadné, feknu, skupiny, ktera by
Ceskému rozhlasu, dejme tomu slouZila za penize. Moje kontakty, byt byly pratelské, tak
nepierostly formu béznych pracovnich, dejme tomu pratelstvi, coz je dulezité. Tézko si

dovedu predstavit, Ze by ombudsman byl ¢lovek, ktery prosel tou instituci zevnitf.

KdyzZ se bavime o té Kkritice, do jaké miry jste schopen operovat Kkriticky a nezavislé

vici svym kolegiim?

Takhle, pracovnici Ceského rozhlasu pro mé nejsou kolegové. Stejné jako pro mé nejsou
kolegové poslucha¢i Ceského rozhlasu. Jeden z ¢lanki pojednavala o ombudsmanovi
americké medialni spole¢nosti NPR. A ten medidlni ombudsman tam fika néco ve smyslu,
ze medialni ombudsman je ¢lovek, kterého nema nikdo rad. J4 to tak nevnimam, ale v zdsadé
medidlni ombudsman je mezi t¢émi dvéma svéty a nesmi byt sou€asti ani jednoho z téch
svetl. Je to vlastné velmi tézka pozice, nevdécnd, protoze posluchaci si o vas ¢asto mysli,
ze jste soucasti Rozhlasu, Ze kopete v uvozovkach za rozhlas. Rozhlasovi pracovnici si o
vas Casto mysli, Ze jste soucasti toho kritizujiciho a neptatelského svéta venku. Ale rozhodné
bych neoznacil pracovniky ze své kolegy, ale dejme tomu za lidi, které mam rad, protoze
mam rad rozhlas, ale nemam zadny problém za nimi jit nebo jim poslat kritické vyjadieni a
tteba 1 pozadovat nebo naznacovat, jakym zplisobem by méli postupovat, aby se podobnych

kritik v budoucnosti vyvarovali.

A naslouchaji vam?
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Ano, naslouchaji mi. Jina véc je, jestli si to vezmou k srdci. Nékdy ano, nékdy ne, ale nemam
pravomoc nafidit jim to, a to je podstatné: nemam sankce, kterymi bych vynucoval své

rozhodnuti. Ty sankce maji prave ty organy, o kterych jsem mluvil.
S jakou vizi jste do rozhlasu nastupoval a jak se o té doby vase vize proménila?

Ja jsem do Ceského rozhlasu nastoupil poprvé v Zivotd pravé az v roce 2016. Do té doby,
jak jsem fikal, jsem pracoval dejme tomu blizko rozhlasu, ale nikoli v jeho strukturach.
Nastoupil jsem do n¢j s tim, Ze to je pro mé dalsi prilezitost, jak mu byt na blizku, jak mu
svym zpusobem slouzit, protoze tak jsem to bral i jako $éfredaktor. Bral jsem to jako sluzbu
rozhlasu. V tom vlastné pokraduju i nadale. Cili moji ambici bylo napliiovat sluzbu médiu,
kterému vétim, nebo v jehoz vyznam vefim, takhle to feknu. Jsem piesvédcen, ze vétit v
pravnim konceptu ma sviij hluboky vyznam v demokratické spolecnosti. A to, Ze mizu byt
soucasti, nebo ze mizu timhle zptisobem byt prospésny jemu a vetfejnému prostoru, to pro
m¢ byla motivace. A musim vam fict, ze jediné, co se vlastn€ za téch nckolik let, co tuto
praci délam, zménilo, je pohled na jisté slozky, nebo jisté Casti vefejnosti, které se vyjadiuji
stale asertivnéji a stale s vétsim mirou nevkusu nebo vulgarity. V mém osobnim piesvédceni
o tom, jak ma prace ombudsmana Ceského rozhlasu vypadat, zadné zasadni zmény

nenastaly. A ten koncept jsem se mél pokusit neznadit v té pfedchozi odpovédi.
Jak zFizeni funkce ombudsmana proménilo Cesky rozhlas?

Proménilo ho v tom smyslu, ze troSku uvolnilo ruce fad¢ jeho zaméstnancti. A to v tom
smyslu, Ze vefejnost predtim, nez byla zfizena funkce ombudsmana, zaméstnavala
pracovniky Ceského rozhlasu stiznosti, dotazy, prosté kritikami vieho druhu a pracovnici
Ceského rozhlasu byli nuceni na to reagovat. Casto je ta korespondence zdlouhava, je to
nevdécné, protoze je to vétSinou spojeno s néjakymi negativnimi emocemi ze strany
posluchact, protoze logicky, kdyz se stézujete, tak asi nemate moc ndlady na né¢jaké
pozitivni emoce. A tohleto vSechno se soustfedilo do mé agendy. Mam mnoho zkusSenosti s
tim, Ze mi pracovnici dékuji a fikaji mi, a my jsme moc radi, Ze pan feditel tuto pozici zfidil,
protoZe v nasi praci ustala povinnost vénovat se tady tém zaleZitostem a mizeme se vice nez
lidi soustfedit na na$i praci, a hlavné nemame ten pocit neuznani nebo opravdu
nespravedlivé kritiky. Ja si to neberu osobng¢, ja jsem tu préci, j& jsem ten pofad neudélal, ja
to beru prosté jak analyticky nebo z vétsi vySky a chapu, Ze dejme tomu ten moderator, ktery
tomu vénoval usili, mize byt i osobn¢ tim dot¢en a miize to mit negativni vliv na jeho postoj

k vlastni praci. Cili takhle se ten Cesky rozhlas proménil z hlediska pracovniki. Co se tyce
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mych bezprostiednich z4sahi do jednotlivych slozek, do prace v jednotlivych slozek, téch
jsou desitky, ale to jsou prosté véci, které vam Spatné vyli¢im v jednotlivostech, protoze ty
zasahuji od programdi, naptiklad od doporuceni, jak by se mely nekteré slozky programi
zménit, nékdy vyslySené, nekdy vyslySené az po dalSim case, doporucit jednotlivym
pracovnikiim, jak by méli zménit sviij styl vyjadiovani, jak by méli opustit urc¢ita schémata
vyjadfovani a tak déale. Samoziejmé velmi vyrazna je to spoluprace s oddélenim evidence
poplatkd, kdy zhruba nedévno, je to tyden asi nebo deset dni, kdy jsem byl hostem v oddéleni
evidence poplatkl, kdy by mi vyjadiovali podékovani za to, ze se s nimi délim prave o tu
nepfijemnou slozku, to znamena lidé, kteti jsou obeslani tim, Zze maji zaplatit z néjakych
davodd, tak se v podstaté obraceji na mé a j& pak jim vysvétluji. Pfedtim to vSechno bylo na
téch lidech s téch poplatkil. Cili, Ze by se n&jak zasadné zménila prace v Ceské republice
ptichodem jednoho pracovnika, byt ombudsmana, to se fict se neda, ale ze to pfispelo k
jitém mifte, dejme tomu, vEtsi spokojenosti rozhlasovych pracovniki a jisté mife doufejme i

kultivace vztahu k vefejnosti, to si myslim, Ze mohu fict celkem jednoznacéné¢.
Proménil vztah verejnosti k Ceskému rozhlasu po zrizeni funkce ombudsmanii?

Zase, vefejnost to je 10 miliond lidi a takhle si to obecné netroufam fict. Zcela jiste se, dejme
tomu, posunul vztah urcité ¢asti spolecnosti, kterd je mimotadné kriticky naladéna, obracela
se na Cesky rozhlas jako na instituci, ktera podle minéni téch lidi ma nekoneéné mnoho
povinnosti, které jsou v tom souhrnu nesplnitelné. A to mizou byt detaily az do takového
stupné, Ze se problematizuje vyznéni pohadek, Ze se tam objevi néjaké vulgarné;si slovo,
které tam v tu chvilku ma sviij jasné dany vyznam, nebo je tam néjaka situace rozehrana,
kterd je podle minéni téch lidi ne zcela v pofddku. S témito lidmi vedu dlouhou
korespondenci a snazim se jim vysvétlit, pro€ to tak je. A obavam se, Ze v tomto rozsahu na
to pracovnici CRo neméli &as a Ze v podstaté ty kritiky §ly trosku, nefikam do prazdna, ale
ze nebyly vyvraceny pochybnosti téch posluchacii o tom, Ze Rozhlas si pocina spravné. Tato
moje pozice je snad uzite¢nd i tim, Ze tento druh lidi, ktefi se na ¢esky rozhlas obraceji s
nedaverou nebo s pocitem, Ze si nepocina spravng, tento druh lidi se v mym prostiednictvim,

v diskusi dozvid4 o podminkach té prace, o pticinach toho, proc¢ to bylo udélano prave tak a

ne jinak. A ¢asto nebo dokonce vétsinou to kon¢i s mirem.
Proménila se béhem téch Sesti let komunikace s posluchaci?

Ne, v zdsadé se neproménila. Od pocatku jsem k nim pfistupoval s uctou, s respektem, s tim,

ze uz jako Séfredaktor jsem znal zhruba ty zdkladni parametry toho, co posluchaci od
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Ceského rozhlasu ocekavaji a jak obtizné je neplnit toto ofekavani. Takze jak fikam od
zacatku: ucta a respekt. Jediné, co se proménilo, nebo co se proménuje, je z velkou nelibosti

stoupajici mira agresivity nebo asertivity jisté ¢asti posluchacu.
Cim se myslite, Ze je to zptisobeno?

Netroufam si tady d€lat néjaké zavery, to je spis prace sociologa nebo n¢jakého vyzkumného
pracovnika, ale tak obecn¢ tomu musi ptispivat stoupajici mira asertivity nebo agresivity na
socialnich sitich, ktera se preléva do komunikace, kterd by méla byt preci formalnéjsi. Kdyz
komunikujete mailem nebo dopisem nebo osobné s ombudsmanem, tak byste méla pouzivat
slovniky jako metody, které jsou v téch diskusich na socialnich sitich. J& mam pocit, Ze tohle
se troSku zacina stirat, ta hranice mezi tim, kdyz je to diskuze na socidlnich sitich a kdyz jde
o oficidlnéjsi vyjadreni.

Sledujete tedy i diskuzi na socialnich sitich?

Ne. J4 jsem na za¢atku byl v pokuseni. Byl jsem z nékolika stran, at’ uz od lidi v Ceském
rozhlase nebo mimo négj varovan ptredtim, a z dobrych diivodi, které jsem pochopil posléze.
Neudg¢lal jsem to, nezalozil jsem si ten druh komunikace s posluchaci. Protoze obcas jsem
vystaven tomu, co socidlni sité¢ obsahuji, i kdyby tomu, feknou to takhle, je fada mych
vyrokli nebo vyjadfeni, které koluji na socialnich sitich a jsou velmi nezdvoftile
komentovana. Umim si pfedstavit, Ze by mohla ovlivnit moji praci, Ze bych tfeba nechtél
byt vystavovan tomu druhu vetejného lyncovani feknou az ponizovani, a citil bych se
povinen uzpusobit tomu sva vyjadfeni, coz si myslim, ze by nebylo dobfe. Protoze ja
komunikuju s t€émi posluchaci naptimo, komunikuju s témi, dejme to, mailem, osobnim
dopisem nebo osobnim setkdnim a v podstaté ta odezva, kterd se objevuje na socialnich
sitich, na moji préaci, myslim si, Ze by neméla byt bezprostiedni vliv. Proto se tim socidlnim
sitim v podstaté nevénuju. Pokud to vyZaduje moje profese, pak se se tomu samoziejme

musim vénovat.
Jak se na vas miiZe verejnost obratit?

Vetejnost ma nekolik zptsobt, jak mé oslovit. Podotykam, ze na kazdy podnét odpovidam
osobné. Kdyz se na mé¢ obrati mailem, ktery ma tfeba nalezit¢ parametry, to znamena je
podepsany a neobsahuje vulgarity, tak samoziejmeé na kazdy dopis odpovidam osobné. Neni
castd komunikace dopisy, dneska uz ta posta funguje spiSe u téch starSich lidi. Je moZnost
za mnou piijit osobn¢, pobavit se se mnou. Této moznosti lidé v dobé¢ covidu nemohli

vyuZzivat a mam pocit, Ze ta dvouleta odmlka v tom osobnim setkdvani stale m4 urcité stopy
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a ze téch osobnich kontaktl je méné nez diiv. Nejcastéjsi forma je mail, kde odpovidam v
zasadé kazdému a velmi Castd forma jsou telefonaty. Musel jsem si dat zasadu, Ze pokud mi
posluchac¢ zavold, stravim s nim klidné hodinu v telefonickém rozhovoru, ale neddvam na
ty telefonaty pisemné vyjadieni. A to z toho diivodu, Ze si nejsem jist, nikdy si nemtzu byt
jist, jestli jsem v tom telefonatu spravné odhadl to, co ten posluchac chtél presné védet. Ty
formulace mizou byt takové, Ze ja se z toho piesné netrefim do toho a zacnu ten piipad

posuzovat z jiné strany, proto pozddam o pisemnou formu.
Ceho se stiznosti publika prevazné tykaji?

Posluchadi si stéZuji prakticky na cokoliv, co se tyka &innosti Ceského rozhlasu. Kdyz to
hodné zjednodusim, neni snad Zadné oblast, kterou Cesky rozhlas méa ve své gesci, kde by
bylo cCisté nebe sociologické. Tak kolik lidi, tolik ndzorti a nikdo nemize vyhovét vSem.
Nejcastéjsi kritiky sméiuji k programu, to znamena nékomu se 1ibi urcité pisnicky, nékomu
se nelibi, nékomu se 1ibi projev ur¢ittho moderatora, nékomu se nelibi zatazeni potadu.
Velmi Casté jsou stiznosti, které se tykaji, dejme tomu, jak by obycejné feceno, politiky. Tim
mam na mysli vystoupeni jednotlivych at uz ¢innych politikd, nebo politickych komentatort
a podobné, kdy ty kritiky poslucha¢iim vétSinou vychazi z jejich osobnich hodnotovych
kritériich, to znamen4, kdyz jsem voli¢em jedné strany, s povdékem kvituji, Ze ten politik z
té strany byl pozvan do vysilani a s nelibosti sleduji, Ze mu moderator kladl nepfijemné
dotazy a hodnotim to jako zaujatost vii¢i tomu politikovi. Pokud ovSem si rozhlas pozve
politika ze strany, kterou nemam v oblibé, kritizuji CRo, jak si to dovolilo, Ze pozvalo
n&koho, to znamena, Ze asi patrné tu politickou stranu preferuje. Casto jsou ty stiznosti
opravnéné, nebo smysl ¢asti, kdyZ posluchac¢i maji pocit, Ze moderatofi si nepocinaji zcela
stejné se stejnou mirou asertivity, nebo naopak, kde je na tomu vstiicnosti vici politikiim z
ruznych politickych stran. V tom pfipadé¢ doty¢nym moderatorim ty kritiky posilam, a
samoziejmé upozoriiuji na to, ze byt to tak jisté¢ nemysleli a fidi se kodexem, tak at’ si pfisté
daji pozor. To je obecné ta druhd oblast, a to je politika. Dalsi oblasti je technika, vSechno,
co je spojené s distribuci signalu, to znamend problémy s kvalitou signalu, digitalizace,
problémy s pi{jmem signélu, archiv Ceského rozhlasu, mobilni aplikace mobilnimi Dalsi
oblast, poplatky, to uz jsem se zminil. Problémy posluchaci, ktefi opomenuli zaplatit, zrusSili
firmu, neodhlasili se, nevybrali digitalni schranku, kde méli n&jaké ptidélenou vyzvu. Velmi
asté jsou problémy jazykové kultury, protoze Cesky rozhlas je povaZovan za vzor
kultivované hovorové ¢estiny jako mluvené formy spisovné ¢estiny. Nikdy se nedostanete

do ideélniho stavu. Vzdycky mate fadu mluv¢ich, kteti udé€laji chybu, kdyZz mluvi nazivo do
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mikrofonu. VétSinou jsou to mluvEéi pozvani, ale nékdy se toho nevyvaruji ani samotni

moderatofi, protoze je fada stresovych faktort.

Kromé emaili komunikujete s publikem prostfednictvim sloupkii. Jde o VaSe

rozhodnuti?

Bylo to moje rozhodnuti, nikdo mé do néj netlacil. J4 jsem si fekl, ze bude dobte, kdyz
vefejnost uvidi, co ten ombudsman Ceského rozhlasu vlastné déla. Osvédéilo se mi to, vim
z mnoho ohlastl, Ze na ty moje webové stranky pravideln¢ chodi studenti medidlnich studii,
Ze na to chodi novinafi, ktefi se zajimaji o média a Ze na to koneckonctli a v nejvétsi mife
chodi ten segment vetejnosti, kterému fikame vefejnost, posluchaci. M¢ to obird praci,
protoze nékteré véci, které jsou na webovych strankach uvedeny, jsou tématy moznych
stiznosti a moznych podméta, které by ke mné dosly. Tim padem si ty lidé prectou, uz mi
nemusi psat, ja jim musim odpovidat, ale nezastiram, ze to, co se objevi v rubrice, kde
¢ast své prace. A to jsou jedineéné piipady, kdy si myslim, ze neni vhodné, aby Sly k
vetejnosti. Protoze by podle zdsady GDPR by bylo mozné tieba se identifikovat ty lidi, ktefi
se na m¢ obratili, a to samoziejmé je nepiipustné. To jsou, kdyz to feknu typové, jednak
napiiklad lidé se vymahaji, aby nebyly vymazany informace o nich na webech Ceského
rozhlasu. Jsou tam piipady, které fesime ve spolupraci s pravnim oddélenim Ceského
rozhlasu. Ptipady Casto bolestné nebo 1 individudlni, a ty tam nedavam. TakZe ono to pak
trosku vytvaii klamny dojem, Ze moje prace je takova trodku, feknu, vysvétlovana. Ze jako
sedim a vysvétluji a vysvétluji. A ty véci, které opravdu feSime ve spolupraci témi dalSimi
oddé€lenimi, ty tam teda nejsou, ale prosté je to takhle a ja jsem pomérné spokojeny s tim, Ze
ten ohlas vefejnosti je na to dobry. Cas od ¢asu, jak vite, tak nep#ili§ ¢asto, napisu n&jakou
zminku, kterd neni motivovand bezprostfedné¢ dotazem nebo podnétem posluchace. Je
motivovana tim, Ze si myslim, Ze urcity problém by mél byt pojmenovan, ale spi$ touto

formou.
Rozhodl jste se pro zrizeni téchto sloupku tedy proto, abyste veirejnost vzdélaval?

Ano, v zasad¢ ano. Tady se dostavdme do jedné véci, kterou povazuji za kli¢ovou, za dost
dilezitou, a to je to, cemu se obecné fikd medidlni vzdélavani. A dejme tomu, Ze i1 tenhle

segment mé prace, to znamend zvetfejiovani odpovédi na podméty posluchaci a
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zvetejnovani glos, beru jako soucast toho, ¢im fikdm prispévek k medidlnimu vzdélavanim

vefejnosti.
Cim se pii tvorbé svych sloupkii inspirujete?

Inspiruji se naptiklad materidly, které dostavam od Mezindrodni organizace ombudsmantl,
kde nachéazim mnohé podnéty ke své praci. Byt podnéty ne ke své praci, ale podnéty k tomu,
co se déje v svété¢ médii. ONO ma mnoho materialli, které jsou velmi zajimavé, druhou

skupinou zdroju jsou medialni servery.

Kolik dotazii Vam prijde ro¢né? Mate pocit, Ze se na vas verejnost obraci vice, nez kdy

jste do funkce nastoupil?

Kdyz si odmyslim jisté viny dané kauzami, které zasahuji Cesky rozhlas, ano. Dneska mi
moje asistentka napocitala kvili setkdni s genidlnim feditelem, kterému casu od Casu
podavam raport o své praci, 750 pisemnych podani od zacatku letoSniho roku. Ale je to
troSku zavadéjici, to Cislo je jako kazda statistika, protoze mate dopis, ktery obsahuje jednu
jednoduchou otazku nebo jeden jednoduchy podnét. A pak mate dopis, téch je vétSina, kdyz
uz ten ¢loveék pise, tak to vezme jako z gruntu. A ma tam nékolik oblasti, které pak musite
fesit na etapy. Takze mate jeden dopis a pét témat, to je jako kdyby vam napsalo pét lidi.
TakZe téch 750 je velmi pomocny ukazatel. Skute¢né Cislo feSenych podnétl je n€kolikrat
vysSi.

Z jakych zdroji vychazite pri poskytovani zpétné vazby?

V zésad¢ se fidim svym svédomim. K tomu, abych se dobral néjakého vyjadieni, potiebuji
konzultace s pracovniky Ceského rozhlasu. Nefikam, Ze vzdy bez vyhrad pfijmu jejich nazor
nebo jejich vysvétleni, ale jejich vyjadreni cituji. Dale reSerSni prace, k tomu mam asistenty,
které pottebuji k tomu, abych mohl poskytnout tomu doty¢nému posluchaci co nejaplné;jsi

vyjadieni. Ale zakladem je opravdu konzultace s odborniky v Ceském rozhlasu.
A jinak mate dva asistenty?

Jeden na plny tvazek a jeden na poloviéni ivazek. ReSerSe si samoziejmé Cas od Casu

vyzaddam 1 od reSerSniho oddéleni Ceského rozhlasu.

Podle statutu vam ma Cesky rozhlas vytvaiet vhodné podminky pro nestrannou a

transparentni ¢innost. Jak konkrétné toto plni?

V zésad€ to plni tim, ze mé netkoluje ani nekontroluje v tom smyslu, ze by po mné

vyzadoval zpravy o tom, jak plnim zadani jednotlivych pracovnikéi Ceského rozhlasu. Nic
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takového se nestalo po celou dobu mé prace. Jednou za pll roku podavam zpravu Radé
Ceského rozhlasu. Ty zpravy jsou vyhladitelné, jedna ve zvukové podobé, jedna v pisemné
podob&. Rada Ceského rozhlasu mé zpravy bere na védomi. Podobné jsem v b&nych
pracovnich stycich s feditelem Ceského rozhlasu, ktery kdyZ je to zapotiebi, si mé pozve a
probereme spolu moji agendu. Ale vice mén¢ v souvislosti s aktudlnimi vécmi. Naptiklad
zasedani etické komise Ceského rozhlasu, i kdyZ jsem tajemnikem a pro niZ pfipravuju
podklady. Pak se setkdm s hlavnim feditelem a povime si scénaf, jak to zasedani etické
komise bude probihat. Ale jedina feditel m¢ neukoluje, takovym jako mozna tkoluje jiné
slozky, jiné pracovniky, naptiklad tiskové mluvciho, jimz nejsem a védome se drzim mimo
tuto roli. Cili pokud bych mé&l mluvit o tom, jaké vytvati podminky, tak kdyz to feknu velmi
obecné, ty podminky jsou vytvofeny tim, Ze mé Cesky rozhlas nechava na pokoji. V podstaté
pridelili mi mistnost, vybaveni a jinak mé nechavaji délat svou praci. At souhlasim s kritikou
rozhlasovych pracovnikil, nebo kritiku odmitnu, v zd&dném piipad¢€ neptichazi zadna odezva

ze strany vedeni Ceského rozhlasu. Ani kladnd, ani zaporna.
Takze vedeni zasahuje do vasi prace?

Nezasahuje. Vedeni Ceského rozhlasu do mé price prostd nezasahuje. Samoziejmé s
jednotlivymi pracovniky, i tfeba vedoucimi, tim mam na mysli feditele vyroby programii,
kdyzZ je potteba konzultuju, jdu za nimi, mluvim s nimi, vyZadam si od nich n¢jaké podklady.
Ale jak si s nimi naloZim, jak to zpracuju, to uz je moje véc. A jeste se mi nestalo, Ze by mi
nekdo z nich ptisel vycitat, co jsem to napsal, nebo jak jsem jim poSkodil. A tohle musim
fict, Ze jsme si vytvorili za téch 6 let, 6 mé&sicich, 6 let prace, jako stabilni prostiedi, Ze byt’
pracuji na ptidé Ceského rozhlasu, co je zase dané legislativou, protoZe jinak Cesky rozhlas
mé v podstaté bere jako solitarni pozici, kterd v podstaté s jeho strukturami neni nijak spjata.
Jinak by to neSlo, tak bych tu praci nemohl délat, protoze bych se stal druhym tiskovym

mluvéim nebo néjakym ¢lenem oddéleni komunikace, a to by samoziejmé ztracelo smysl.
Myslite si, Ze zFizeni funkce ombudsmana zlepSilo diivéru verejnosti v Cesky rozhlas?

No, vetejnost je velmi Siroky pojem. Nebo tak, nejsem se jist, ze diivéra téch lidi, ktefi se na
m¢ obraceji nebo ktefi ¢tou mé webové stranky, vzrostla. Ale maji, kdyZ ne jistotu, tak
alespont nadéji, Ze jejich problém, jejich kritika, nespadne pod stil, Ze se jim n€kdo bude
vénovat, to beze sporu. Ale nechtél bych mluvit o vefejnosti, o spolecenstvi ceského naroda.

To st myslim, Ze by bylo ode mé pfili§ nesolidni, protoZe k tomu neméam 74dné sociologické
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udaje. Ale z reakci jednotlivych posluchacu, kterych jsou opravdu tisice, mohu soudit, Ze

ziizeni téhle pozice ke zlepsSeni divéry piispélo.

P¥iloha &. 11 Rozhovor s Cestmirem Frankem, 12. ¢ervence 2023
Jak vznikla funkce ombudsmana v Ceské televizi?

Funkce ombudsmana vznikla v hlavé pana generalniho feditele Dvoiaka, kdyz délal projekt
na své druhé funkéni obdobi. Kdyz délal konkurs, tak to napsal do svého projektu, ze ziidi
pozici Ombudsmana. Ta byla chvili neobsazena a ja jsem délal v t¢ dob¢ zastupce
Séfredaktora Zpravodajstvi. Mé&l jsem na starosti takovy ty porady jako udélosti, komentaie,
historie CS a spoustu dalSich. A uZ jsem starnul, a to bylo dost naro¢né, protoZe to jsou
potady v podvecerni az vec€erni a udalosti komentare jsou od deseti do jedenacti vecer. Rano
v devét byla porada kazdy den, takze ja jsem musel bud’ divat se na televizi nebo kdyz jsem
Sel do hospody, tak jsem musel rano si to poustét z pocitace, délal jsem to dlouhy 1éta, tak
uz jsem si fekl, ze uz je toho dost a zaSel jsem pravé za svym nadfizenym. Ten mluvil s
generalnim a chtél jsem si nechat jenom takovy ty tydeniky nebo potady s tydenni
periodicitou a ze bych si uz takhle odpocival. No a pana generalniho napadlo, ze bych teda,
kdyZ nema obsazenou tu funkci, na to byl vypsany néjaky konkurs, no coz ja jsem splitoval
v podstaté vSechny ty podminky, tak jsme se dohodli, Ze bych Sel d¢lat toho ombudsmana,
coz bylo teda v roce 2018. No, m& na tom celkem lakalo to, ze v podstaté¢ to byla
neprobadana oblast, Ze tady existoval ombudsman jen v rozhlase. To je jedna véc a druha
véc je, ze jsem se docela dobte znal s prvnim ¢eskym ombudsmanem, s panem Motejlem,
ktery mi byl sympaticky a fikal jsem si, kdyZ budu takovy, no podobnej jako on, tak proc¢
ne, tak to zkusim. No a takze jsme si placli s tim, ze teda vlastn¢ to bylo na zeleny louce.
Nevim, jestli pak z toho vzniklo takzvané rozhodnuti generalniho feditele, kterym se tady
vlastné ten podnik fidi, kde jsme teda definovali, k cemu ten ombudsman je. A v zasadg, jak
uZ jste zminila, jsme si fekli, Ze by bylo nesmysIny, abych ja byl jakoby dalsi obhdjce Ceské
televize pted divaky. Protoze bylo by to zbyte¢ny a zbytecné by to komplikovalo cely ten
systém. Tady je systém ten, ze kdyZ si nékdo stézuje, tak si ma st€zovat na takzvané Divacké
centrum, ktery bud’ odpovi samo, nebo to d4 nékomu, kdo tomu rozumi a ten odpovi. A my
jsme teda zkonstruovali to, Ze ten ombudsman by mél byt vlastné€ jakoby druhej stupen, Ze
kdyz ten divak, ten stéZovatel nebude spokojeny s tou odpovedi divackého centra nebo toho

ptislusného odborného pracovnika, tak se odvola k tomu ombudsmanovi a ten by mé¢l
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nezavisle zhodnotit, jestli tfeba opravdu nemé pravdu. Anebo fict, Ze souhlasi s tim, jakou
odpovéd’ dostal a tim to uz zavie ten ptfipad. To bylo puvodné. Takhle to fungovalo. J&
myslim, ze docela dobfe. J& jsem opravdu se celou dobu snazil, nedéld mi problém
diskutovat s divaky. Snazim se najit n¢jaké systémové opatieni, aby se takové podobné
chyby neupakovaly. Takze takhle jsme to nastavili, takhle to fungovalo. Tady mam
asistentku. Dali jsme dohromady systém elektronicky, protoze naprosta vétSina podnéta
chodi v mailech. Pak pfisel lonisky rok s obtézovanim. A ted’ tady nic takového neexistovalo,
néjaky orgén, ktery by tohle to fesil, tak tady nikomu prosté nenapadlo nic jiného, nez se to
hodi ke mné. Takze jsem dostal k ruce dva, dneska uz tii pravniky, tvofime etickou komisi.
My jsme ustaleni oficidlné od nového roku a délame to uz témef tak tfi ¢tvrté roku. UZ mame
asi 14 nebo 15 takovych podani. Neni to jednoduchy. Jeden argument, pro¢ bych to mél
délat ja, je ten, ze vlastné tu televizi znam, ze tady délam x let a ze ty lidi znam. Ale ono to
je dvojseény samoziejmé, protoze znam ty lidi a ne, ze bych jim nadrzoval vztah
dlouhodobé. TakZe neni mi to pfijemné, ale samoziejmé snazim se byt objektivni. Navic my
1 v tom vySetiovani téch citlivych pfipadi jsme v podstat¢ shromazd'ovali fakta, ale to
generalni feSeni déla generalni feditel. Takze sice jsme navrhli néjaké vécné opatieni tieba
ve struktufe, ale to, jestli bude nékdo propustény nebo nékdo odejde, to my nerozhodujeme.

Vlastné délame jenom ty faktické véci. No, a tak to je v podstaté moje prace.
Jak byste popsal svou pozici?

Ted nabyla na dulezitosti. Takze kdyZ mozna diiv nikdo potfadné nevédél, co ten
ombudsman tady déla, dneska uZz se to vi jak uvnitf televize, tak i vné. A myslim si, Ze to
ma 1 smysl opravdu ten, Ze to neni byt apologetem televize, ale hledat néjaky... Prosté ti
divaci opravdu maji kolikrat pravdu, nebo aspon ¢loveék zachyti ty tendence, co lidi zajima
nebo co kritizuje. Coz pfeddm tomu vedeni, s kterymi mam porady. Podle mé to neni

zbytecna funkce, ale zaleZi na tom, jak je super napliiovano.
S jakou vizi jste do této role nastupoval?

To jsem vam vlastné fekl. S vizi toho, ze jsem m¢l pocit, Ze m¢ bude bavit nastolovat tu
agendu, vlastn¢ tu pozici vybudovavat. A vlastn¢€ jsem vedél, jaky si to udélam, takovy to
budu mit. TakZe to m¢ na tom ldkalo. No a pak samoziejmé, jak fikadm, v té televizi d€lam
sto let. A myslim si, Ze vefejnopravni vysilani je nezastupitelné. A ty tendence omezovat
vefejnopravni vysilani: v Polsku, v Madarsku, dokonce 1 na zépad€. Podkopava to

demokracii. TakZe se zajimadm 1 o to. Jako ten ombudsman mam pfistup k informacim
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z Ceské televize, tak tieba i z politickych kruht, protoZe se ob¢as s nimi potkavam nékde.
Takze to mé na tom bavi taky. Takze se to nemeénilo, ale z téch zakladii, na kterych jsme to

budovali, jsem docela spokojeny, jak to funguje.
Jak z¥izeni funkce ombudsmane proménilo Ceskou televizi?

To je asi tézké. Nemyslim si, Zze kdyby tahle funkce neexistovala, Ze by Ceska televize byla
n¢jaka jina. Ale to zase souvisi s tim, o ¢em jsme mluvili, jak je ted’ ta spolecenskéa vaha
tdchto véci, ty Sikany a obtéZovani, jak to ziskava na vyznamu, tak i ta CT pochopila, Ze se
tomu musi Siroce vénovat. A tahle funkce ombudsmana tomu napomaha. I kdyz na druhou
stranu lidi toho zneuzivaji a davaji podani, které jsou nesmysIné, které¢ jsou motivované tieba
jenom néjakou nesnasSenlivosti a nemé to viibec s diskriminaci nic spole¢ného. Ale jako

vSichni asi i Ceska televize si dava daleko vétsi pozor, aby se néco takového tady nedélo.
Jak se na vas miiZe veiejnost obratit?

Vefejnost by se pfimo na m¢ obracet neméla, protoze, jak jsem fikal, my to méame
dvoustupniovy. Nejdiiv se obrati na Divacké centrum a teprve kdyZ neni spokojena s jeho
odpovédi, tak se miize obratit na mé. My rocné mame takovych asi pét set podnétli, coz
znamena v podstaté dva denné. A oni se teda obraceji samoziejmé piimo na mé a ja
neodhodlam a odpovim jim, neposlu je zpatky zase na to Divacky centrum. Ale kdyby byla
oficialn€ ta moznost obracet se pfimo na m¢, tak se z toho zblaznim, protoze tady musime
byt tfi. A to je zbytecné, protoze Divacky centrum vétSinu dotazli zodpovi v pofadku. Takze
pfimo na me by se obracet nem¢li. Pfimo se mtizou obracet zaméstnanci v té druhé oblasti,

diskriminaci, to samoziejm¢. Mame na to 1 aplikaci, kde se miZou anonymné obracet.
Prohlubuje podle vas Divacké centrum propast mezi Vami a publikem?

Tak u n€koho jo, u nékoho ne. Kdyz jsou ti lidé sprosti, nebo vulgéarni, nebo pfticitaji véci,
které¢ nedelame, nebo tu televizi kritizuji z n¢jakych politickych preferenci, tak ti asi moc
spokojeni nejsou. Véfim, Ze vétSina ostatnich ano, a ob¢as mi pfijde pod¢kovani, Ze jsou
radi, ze jsem jim veénoval tolik Casu a tak, takze to samoziejmé potesi, ale jak to byva v

zivoté, no, nékdo vas ma rad, nékdo ne.
Ceho se stiznosti divaku prevazné tykaji?
Divacké centrum ftesi asi 2000 stiznosti tydné, takze vzdycky zalezi v podstaté na sezong¢:

kdyz je mistrovstvi svéta v hokeji, tak se stiznosti tykaji hokeje a ke mn¢ to samoziejmée

chodi jesté vétSinou posunuty, protoze to je vlastné to druhy kolo. KdyZ jsou volby, tak je
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spousta stiznosti na prezidentsky debaty. Pak mame Ukrajinu. Samoziejm¢ na zacatku valky
vSichni vychvalovali, jak spravné informujeme, minéni se ale samoziejmeé pievraci a ted’ uz
zase chodi stiznosti, Ze jsme prili$ proukrajinsky. Takze neda se fict, Ze by vétSina stiznosti
pravidelné byla takova nebo takova, zalezi to riznych faktorech. Pak bohuzel chodi stiznosti
na nesrozumitelnost zvuku, nebo na silnej zvukovej podkres, Ze neni rozumét herctim nebo
moderatoram. Ja jsem d¢lal rlizny porady a dokumenty. A stéZuju si na to furt. Vysvétlu;ji
mi, Ze to neni pravda. A pravda to prosté je. Ale asi to nejzasadnéjsi je, Zze oni, kdyz to
kontroluji, tak si to pousti na kvalitnich pfistrojich a tam to slysi dobfe, ale kdyz se to pak
protahne riznyma vysilackami a lidi maji samoziejmé doma nekvalitni televize, tak je to

prosté blbé. A tém lidem davam zapravdu, Ze proste tak je.
Odpovidate na kazdy podnét, ktery dostanete?

Neodpovidam na vulgarni. A kdyz je nepodepsanej, tak odpovim jenom, kdyz se mi chce.
A kdy7Z je tam tfeba jenom e-mailové adresa, kde neni vidét jméno, tak nemusel bych na n¢j

vubec reagovat. Ale kdyZ to neni vulgarni a kdyz to ma né&jaky smysl, tak na néj odpovim.
Z jakych stroji vychazite p¥i poskytovani zpétné vazby?

To musim rozhodnout sdm. To je asi jeden z diivodu, pro¢ to délam. Tteba jsem byl tady $éf
v oddéleni diskusnich poradl. Takze jsem mél tady vSechny moderatory na starosti. Takze
j& uz poznam, kdo to femeslo umi a jestli se to tyka jen toho projevu nebo toho, jak se pta.
Tak to prosté¢ nechavam na sob¢ nebo o tom rozhoduju saim. Obc¢as maji divaci pravdu, ze
nékdo mluvi moc. Tak to uzndm. Ale vétSinou se ty stiZznosti netykaji tohohle. Samoziejmé
se Casto tykaji Moravce, kterou stranu politického spektra podporuje, coZ neuznavam. Ja si
myslim, Ze je to profesiondl. Samoziejmé kazdy déla néjaky chyb. Ja pisu, Ze to je mij ndzor,
Ze my mame jest¢ a nevim, jestli to vite, fiké se tomu Denickova studie. A ona ma televize
asi dva pul tisice respondenti, ktefi piSou své nazory na vSechno, na co se divaji. A my
dostavame kazdej tyden z toho néjaky vycus. No a tam se to prosté ukazuje. No a tak tam
tieba pravé na Moravce, tak tam vzdycky ptlka je, Ze ho miluje a druh4 ptilka ho nenavidi.
Tak ja tém lidem napisu, Ze je to otazka vagich preferenci. Rikam, kazdy jsme né&jakej. Takze
ta zpétnd vazba je prosté, Ze s téma lidmi komunikuju. Do Kavek mi bud’ napiSou, Ze uz se
mnou nechtéji vilbec nikdy mluvit anebo obracené¢: dokonce napiSou, Ze jsem je presveédcil
a ze jsou radi. Abychom fekli upfimng, oni ty lidi mnohdy staci, nemusite s nimi souhlasit,
ale staci jim, kdyZ s nimi komunikujete. Kdyz védi, Ze to neskoncilo v kosi. TakZe staci mu

napsat, ze je to vaS nazor, na ktery samoziejm¢ mate pravo, ale ja s nim naprosto
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Ze ja se opravdu snazim, kdyz je néco masového, ale vicecetného, néjaky problém, tak jdu
za téma lidmi a snazim se to s nimi probrat. Jak fikam, ta moje pozice, ze uz jsem tady
dlouho, to je taky zase vyhodna, Ze ja ty lidi v podstaté vSechny znam, i ty feditele. Takze
tam mam v podstaté dvefe otevieny a oni maji i pokyn od generalniho feditele mi vychazet
fict. Takze tam se vlastné realizuje, proc to existuje, protoze se snazime ty véci bud’ napravit,

nebo aby o nich védéli.
Dostal jste se nékde do konfliktnich situaci se zaméstnanci kviili vasim podmétim?

No tak jako samoziejmé nesouhlasi se mnou ob¢as. Mizu mit nazor zvlasté v téch citlivych
vécech, tieba obtéZzovani. Tak jako to nemuze byt vlastné bez konfliktu. Ale takovou jako
ostrou vyménu ndzord, tak to ani ne. Takze konflikty jako v kazdy praci existuji. No ale tak
ja se snazim. Ja uz taky nemam toho adrenalinu tolik, tak se snazim pravé jim pfedchazet
tém konfliktim. Myslim, Ze to je vlastné dobie, kdyz néco, jak fikdm, kazdy délame chybu

a kdyz se ta chyba identifikuje a néjak si ji snazime vyhnout nebo minimalné o ni vime.
A naslouchaji Vam zaméstnanci?

Myslim, ze jo. A jak fikam, tak neni to dany prvotné tou funkci, ale tim, jak jsem tady v
kontaktu s lidmi, zndm je od Skoly nebo do Skoly jsem s nimi chodil. Nebo jsme délali spolu

1jinde, takZe ja tady mam spoustu lidi, takZe jo.
A dostal jste se nékde do konfliktnich situaci s vedenim, s generalnim reditelem?
Nikdy. Nebo aspoii o tom nevim.

Myslite si, Ze zFizeni ombudsmana zlepsilo divéru verejnosti v Ceskou televizi? To si
netroufnu fict. ProtoZe tady ta nedlivéra v tu televizi je tak jakoby uZ eskalovand, a tak
podporovana riiznyma jak politickyma, tak spoleCenskymi, tak samoziejmé 1 komercni
konkurenci, Ze asi né¢jakej ombudsman v tom neudéla Zadnou ani pro, ani proti. Myslim, ze

ne.
Myslite si, Ze je lepSi na tuto pozici najmout interniho nebo externiho pracovnika?

To je samoziejme problém. Ale kdyZ to vezmete i z jiné sféry, tak ombudsman v nemocnici
je vzdy zaméstnany z nemocnice. Ombudsman v bance je vZdy zaméstnany z té banky. Jako
na kontrolu by to samoziejmé vypadalo, Ze je nezdvisly a Ze c¢ viibec nebude tu televizi
Sanovat, nebude ji ochranovat. Nikdo mi nikdy netekl, Ze nemtizu néco napsat, protoze by

nas to poskodilo. A on to neni ani styl prace toho generalniho feditele. TakZe ja myslim, ze
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by se ani v mym pfipad¢ nic nezménilo, kdybych byl mimo televizi. A pak kdo by to
jmenoval? Parlament? Nebo kdo by se volil? Nebo platil by ho stat? Stejné by byl vzdycky

né¢kym zfizovany, nékym odvolatelny, nékym placeny. Takze pokud piistoupime na to,

ze to Clovek deéla s poctivymi umysly a Ze ta instituce si to déld s poctivymi umysly, tak si

myslim, Ze to nevadi.
Co povazujete za nejvétsi vyhodu a nevyhodu své pozice?

Nikdo se mé nesnaZi preletit, protoZe vi, Ze do toho vidim. Ze to znam. TakZe to je vyhoda
pro tu praci. No a moznd soucasn¢ je to i nevyhoda, protoze zase toho znam az moc. Takze
mam né&jaky vazby, ktery se musim snazit nulovat, ale neni to Gplné¢ mozny. Takze ta
nevyhoda tam je. Zase kdyby to délal nékdo s nulovou zkuSenosti z televizni prace, tak to
by bylo jeste horsi, protoZe to je prosté jina prace nez jit do banky. Nebo nez cokoliv jiného.
Novinafina, zvlast televizni, protoze to je tymova prace, tak jsou tady velmi tzky, blizky
vztahy, coz by jinde n¢jaké chovani ptipadalo naprosto nemyslitelnym néjakym kolektiviim.
Takze kdyz by to souviselo s tou pfedchozi otdzkou, ten, kdo d€ld mimo tuto branzi, tak to

tézko chépe a tézko by toleroval véci, které se jinde pripadaji naprosto nepftijatelné.
Co je hlavnim cilem ombudsmana Ceské televize?

No mym hlavnim cilem, ted’ to feknu vzneSené, je obhajoba vetejnopravnich vzdélavacich
prostiedkil. Jak uz jsem fikal na zacatku, ja si myslim, Ze bez nich je demokracie ohroZena,
Ze to je jeden ze sloupti demokracie a viibec fungovani spole¢nosti a jakmile se tenhle sloup
narus$i, tak se narusi samoziejme to, co je poslanim novinaiti — sledovat a davat pozor, jestli
se nedéje néco neptistojného ve spolecnosti. V podstaté u nas to komercéni televize na zapadé
to tfeba délaji, Ze jo? Tam maji ty tam ty jakoby méfitka na tu praci téch novinait, tam se
tolik nerozliSujou mezi tim bulvarem nebo mezi komerénima a tim nejsou tak daleko. U nas
panuje takovy nazor, ze komercni si miiZze délat vlastné, co chce. Ale je to nesmysl, ale pak
je to tak, bohuzel, takze ta rola téch vefejnopravné téchto televize je podle mée nezastupitelna
a bohuzel v posledni dobé zpochybiiovana, coz je samoziejmé videt i na tom, jak se tady
necha. Prosté mit tu televizi slabou je pro ty politiky, at’ jsou odkudkoliv. Je to vlastné
vyhoda, protoze pro¢ bojovat se silnym soupeiem, kdyz miizu ho nechat zesldbnout, coz je
jednim z téch prostiedkd, jak bojovat je, aby ta instituce byla divéryhodna. A to ten

ombudsman jakz takz trosku mize ovlivitovat, kdyz se chova divéryhodné.
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Jen abych si ziskal lepSi predstavu, asi bych se na to méla zeptat hned na za¢atku, ale

jestli byste mi nemohli popsat svou denni agendu?

Nejsem nejmladsi, tak vstdvam brzo. Takze ja pfijdu, j4 nevim, v pil osmé do prace. A
musim si precist veskery dostupny slusny servery, abych véd¢l, co se stalo v noci, nehledé

na to, ze koukam na televizi vecer. A tak, abych byl informovany, co se stalo, podivam se

do Cetky, co se bude dit ten den. Pustim se do e-mailt. VétSinou tieba musim, to se tyka
hodné¢ konkrétnich potadi, tak si ho musim najit, pustit si to nékdy dvakrat, tiikrat, abych
veédél dokonalé, co se tam dé&je. Pak mozna zavolam né¢komu, abych jesté ziskal informace.
A pak si snazim odpovidat. A pak mam zaroven bézny porady néjaké. No a ted’ka v ostatni
tf1 ¢tvrte roku zrovna dneska dopoledne jsme méli tady, fesili s t€émi pravnikama dvé podani.

A takze sedime na pravnim oddéleni a mame tzv. komisy.
Spolupracujete s dal§Sim oddélenim?

J4 mam jediného nadfizeného, to je generalni feditel. CoZ je taky dobfe. A vlastné to tak
zarucuje 1 tu nezavislost, Ze nikdo mi nemuze nic fikat kromé néj. Ale jinak jsem zatfazeny
do divize marketingu. Korporatni vztahy, komunikace. A tam jsou vSechny odd¢leni, co se
tykd komunikace. Jednak samoziejmé tiskovy oddé€leni, pak je tam vyzkum divackych
spokojenosti a divackych hlasti. Cisla sledovanosti a takové. Pravni oddéleni. Tak s timto se
stykam nejintenzivnéji. S tim mam 1 porady a tam feSime vSechny problémy. Pak se zaroven
stykam s Divackym centrem, kde jsou dopisy a maily a telefonat. Pak se stykdm vlastné tak
jako by ne negativné, ale tady hned vedle sedi agenda televiznich poplatkti. Protoze hodné
lidi si stéZuje na to, Ze jim nauctovali, Ze maji zaplatit 280 korun. StéZuji si ombudsmanovi,
aby jim vratil 280 korun. TakZe j& vZzdycky musim napftiklad fict, Ze to vlastn€ neni viibec
moje agenda a Ze to teda preposlu. Takze s téma komunikuju. No a v podstaté jako ad hoc
komunikuju s kazdym ze vSema. Jak jsem fikal, jsem délal na tom zpravodajstvi, tak tam
zajdu s feditelem nebo s $éfredaktorem. Tak jako jenom bych udrZoval vztahy. No a pak se
s nimi schazim, kdyZz je potfeba néco vyfesit. Takze intenzivné se stykdm s téma
komunika¢né orientovanyma oddélenimi. ProtoZe jsem vlastné taky takhle orientovany. Ale
jinak vlastné divackym centrem. A jinak tak jako ptipad od ptipadu. Ale jo. Jen abych nic

nepopletla.
V ¢em presné spociva spolupriace s marketingovym oddélenim?
Tteba diskriminace. Toto se vymyslelo, kdyZ se odehraly ty ptipady s tou diskriminaci. Oni

vydavaji CT Novinky, coZ je takovy asopis jak na papife, tak elektronicky. No tak tam
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obcas je se mnou rozhovor. Ten marketing, jako ten vné&js$i, s tim moc nespolupracuji, mé to
nebavi. Taky to neni moc moje prace. Spis s tim tiskovym oddé€lenim, protoze musi vydavat
oficidlni stanoviska, takze se mé obc¢as na néco ptaji, nebo ja jim feknu, aby se k né¢emu
vyjadfili. Akorat, Ze to spada do jedné té divize, ktera se tak jmenuje. Ale jako ja tam jsem

v podstaté jenom, ze nékam vejit musim.
Nékteri ombudsmani vedou pravidelné sloupky. Nelakala vas tato moZnost?

Me¢ to néjak nepftitahuje. Nevim. Co bych tam psal? Ja délam mésicné takovy report, ktery

davam na poradu vedeni, kde ale ja jsem si to, aby mé to bavilo, tak jsem si to udélal

spiS takovy jako glosy, nez Ze bych tam vypocital. Jako ddme tam samoziejmé kolik nam
pfislo podnéti a kolik jsme jich vyftesili a kolik ndm jich jesté zbyva a tak.
KdyzZ se bavime o té asertivité publika, da se Fict, Ze se vyostFila zvlast’ v posledni dobé,

tieba v poslednim pilroce?

J& samoziejmée nejsem objektivni méftitko, ale sili to. A ze tfeba jich chodi vic. A kolikrat je
poznat, ze to je z jednoho zdroje, protoze tam pouzivaji stejné informace a stejné formulace
a takové. A zase naopak tieba upada takovy to vy jste proti BabiSovi a hrajete. Ale ted’ka to
moznd zase vybubld, kdyz se schvaluje ten balicek. Takze se neda fict, Ze by ta agresivita
nebo ta rozpolcenost té spolecnosti byla jakoby vétsi nebo mensi. Tam je to pfipad od

ptipadi. Je to reakce na to, co vysilame v té televizi. T"

Priloha €. 12: Rozhovor s Jackem Naglerem, 5. ¢ervence 2022.
Can you describe your daily?

Well, every day is a little different, but the main function is that I am here as an advocate
for Canadians, citizens of the country, that their public broadcaster does good journalism.
And I'm here as an advocate for journalism itself, for the craft. So what happens is that
people file complaints about something that they've watched or something they've heard or
something they've read That CBC has done and they've said, you know this piece of
journalism that you've done, there's something I don't like about it. Either I think it's wrong,
or I think it's biased. Whatever their complaint might be, its my my job is sort of Twofold
first of all to make sure that they get heard and that they get answers, when appropriate from
programmers So if it's a you know, a valid complaint about there an interesting complaint

about something I'll go to the news department say the editor and say you have to answer
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this I want you to explain yourself and they'll produce a reply that either says yes, we made
a mistake or no. We did the right thing. And here's why we believe in in our story And then
the person when they get their response They can do the second part of my job is they can
come to me and say Jack I don't like that response that I got I still think that CBC was wrong
and they can ask me to do a review. And so I will investigate the story. I'll talk to the
reporters. I'll talk to the editors. I'll talk to experts in the field and just depending on the
nature of the the issue And then I write a report in public that says did CBC Do its journalism
the right way did they meet the standards and CBC has a big code of journalistic ethics called
the JSP journalistic standards and practices And so that becomes for me kind of the the law
against which I judge them Right. So did they look to the JSP and then I put that out in public
and so the person gets an answer and sometimes that means Holding CBC, you know up to
scrutiny and saying you're wrong You didn't do a good job. And sometimes it means saying
well, they did do a good job and here's why it's okay Even though you didn't like it. Here's
why this is how journalism works and it's about explaining What journalism can do what its
limitations are? and really kind of helping people have insight into into how how being a
reporter works and so it's You know, it's kind of a way of Putting transparency on something
and being an honest broker So that when people are mad and they're mad a lot as I'm sure in
Czechia just as they are everywhere else About about the media that there's someone they

can go to to say. Hey, is this really? Okay, because this made me angry
What are your main tasks and competencies?

I'm dealing with correspondence with different people and trying to help them get answers
or trying to explain to them, why they can't get. Its really important to understand there are
lots of ombudsmen and public editors and readers agents and things that different news
organizations have in my case. It's probably the thing that's most important to understand is
I'm completely independent of all of the editors and producers and programs. So I can just
say whatever I want to say then that's not always the case Sometimes there are people who
are actually part of the masthead or part of the editorial board You know with with this one

angle, but I'm actually completely set aside so I don't work with producers.
What is the main goal of CBC’s ombudsman?

That what the media does is always going to be questioned by people and so you need to
have a place that people can go and say okay, I'm upset but how do I get satisfaction about

being upset, because everybody can just go on Twitter, Facebook and argue about whatever
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they want to argue about and that's fine. But if you actually want to hold the organization to
account and say you know what you it needs to be understood that you blew it CBC you
were wrong on whatever the story was they have someone they can come to Who can
actually you know, I kind of act like a judge in a court in a way, right? Okay, the person says
no you were wrong and CBC says no we were right. Well, so I'm someone who understands
that place and understands what they do and why they do it. And I can help the person get
an answer as to whether they were right or not and and it's public and so this way You know,
it's the benefit to CBC I mean the bad thing for them is that sometimes there's somebody
who says you were wrong and that That's embarrassing for them when that happens But the
good news for them is that they can the reason why they have a role like this Is that they can
tell the public in an era where people don't trust the media? Well, you can trust us because
if you don't here's someone you can go to to get an answer and and that's pretty powerful
right to be able to actually Hold accountable a news organization there. There aren't a lot of
places where that actually happens. I mean in Canada There's CBC and Radio Canada, which
is our French language one. We have two different ombuds And there are two newspapers
in the country that have someone who does something similar that are public editors That's
it right, so To be able to do that is a really really powerful statement by a news organization
in this case CBC that says we're willing to be held to account And we're gonna give you as
our audience a place to go when you're when you're mad at us Or you think that we've made

a mistake
Based on what you decide whom are you gonna defend?

I talked about this document called the JSP, which is the journalistic standards and it kind
of lays out the things that CBC says it stands for. So that is how we practice our journalism.
This is how many sources we might need. This is what happens when we interview someone,
this is what happens, if we want to use a hidden camera, This is when we want to do testing
of consumer products. This is when we cover elections, you know a million different things
and That becomes my guide. It's like if I'm a judge in a court, those are the laws and so |
apply the law against that so I'll look at the story and I'll talk to the people who did the story
and understand, what decisions they made, why they made them, who they spoke to and
determine, did they actually do the things that they were supposed to do. If this is the
standard of quality journalism, were they fair to people did where they? Did they get
everything right? Did they explain it properly? So that it's clear so and every complaint is a

little bit different As to as to which part of the JSP is most relevant And so I try to explain
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all that in my reviews But it really starts with with looking at the work and looking at the
complaint and figuring out Okay Is is this fair or is it just someone who is? Criticizing
because they are on one side of they're on one side of the story and they don't like the way

the story was told Which is yeah, that's always gonna happen?
How many complaints do you get on an average yearly?

I do annual reports with statistics and so this past year it was about I don't have the exact

number, but it was about eight 5500 complaints or something.
Do you respond to every every compliant?

Almost every. If somebody is being abusive, racist or sexist or swearing at me, I'm not gonna
deal with them. Sometimes there are people, who will write about things that are completely
irrelevant. But for the most part everybody gets at least a reponse, but the one of the things
that I do when I first read it and respond to them is I decide Do they actually deserve? Or
merit a full response a substantive reply from the programmers so, you know someone might
write to say I Think it's terrible that you covered the story about the Czech Prime Minister
Who did this but you didn't cover the story about the Hungarian president who did that and
I go well, okay I mean that's that's good feedback that tells CBC there They should that that
you wish they would have done it differently, but it doesn't mean that that was bad
journalism It just means that was the judgment that they made that the Czech story was
interesting The Hungarian story was not newsworthy who knows why that might be but
that's that's what the editors do So I don't question, you know, you should have spent more
time on this story and less time on that But that's not a good use of my time. So I'll just take
a letter like that and Say thank you for writing it and I'm gonna share it with the the editor-
in-chief or with the head of the program that they're Talking about whoever the right person
is I'll make sure that they see it, but I'm not gonna ask them to justify their decisions in a
case But if on the other hand they write and say when you wrote about the you know Czech
leader and said that said that they Live in Bratislava, you know, no, obviously that's wrong.
Well, they're not gonna go and say okay you better write and explain Why you said that in
your article and hopefully fix it if it was wrong. But the way our process works, which is
not the same as every other one every other news organization But the way ours works is
that I don't Give them a full answer. I say, okay, I acknowledge your complaint. I see this is

what you're complaining about. I'm gonna turn to the programmers now and say okay CBC
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Deal with this answer answer with their question And so so I'm kind of the first and the last

But in between I'm trying to get CBC to to be accountable to them

Do you think that there is a difference between ombudsman, public editor and reader‘s

representative?

Yeah, there are so they're all a little bit different and there's you should actually if you look
at the Reuters Institute at Oxford in England There was a really neat study about
Ombudsman and and public editors that was done by a woman named Kathy English, if you
look at her research She's she's done a lot of thinking about those differences and she and |
argue about that stuff all the time And but she's nice. You'll you'll you'll love her there.

You've already spoken to her. So I'm sure you do
How how has the ombudsman’s role at CBC changed in three years?

Three and a half years so far. It's not that the job has changed so much, but I think there are
three things that have altered the relationship between the ombudsman and audience in
particular. Number one was email. I think people use when they when they open this office
people would write letters and so the number of people who would take the time to write a
letter, you know would be so angry they write a letter and they mail it to you and all that
was small right and It's so easy to send an email and be mad about something that that It that
increased the volume a lot the second thing is social media It has it has changed the nature
of the job because People who are upset about something that they've seen or they read.
They'll find other people who are also upset about it and it stirs the pot and it makes them
more mad, right? And so they're so they're more outraged by things and so that in
combination with the nature of social discourse, you know people have trouble talking to
one another. politely about thing. They disagree so much about stuff now and they're so
convinced that if they don't lik It's because the other person is evil but because you disagree
with their decision They they get people around them up and then they're they're really mad
and they're just they're offended. Not they're not just upset. They're genuinely offended by
something that you've done. So, you know, if you look at the way that the media or this case
CBC has covered kovat 19 and and particularly vaccinations Masking all these public health
things you know, there's there's some citizens who are just Furious that the media they think
is is embracing the message from government or embracing the message from business that
that you know this is the stuff you have to do and then you have a whole other set of people

who are furious that that the media is not doing enough to promote those messages of you
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know, you should get vaccinated or you should get a mask and and so The the job has
changed a bit I suppose in that There's there are more people complaining and they're they're
so upset and so angry that they don't even really want dialogue They just want you to admit.
Yes. I lied the media lies were wrong. We're terrible we're biased and and they don't want
to hear anything other than that. And so that's made it differen. But to me that just makes it
all the more important to remain professional and to and to say, well look, here's how it

works. I didn't to demystify it.
Do you think it's better to hire an internal or external ombudsman?

I don't know, they have different advantages and different disadvantages. Obviously having
an external person gives the public confidence that this person is actually independent.
Because someone like me, my experience was from within CBC, so there will always be a
certain number of people who go you're not really Right. You're their friend. You're trying
to help them and so if you have someone from outside that that helps because people are
more likely to believe that you're. That you're willing to be critical On the other hand if you
have someone internal, you know and in my case I I know when they're bullshitting You
know, I understand What they do and why they do it I get the nature of the conversations
they have. So I can cut through a lot of the stuff and get answers quickly And and I know
who to go to right like, you know, if you when you understand the culture of a place and
you understand You know who was likely to have made a certain decision you can get there
faster. And so Having someone internal. You know, it is helpful It's sometimes you get a bit
more cooperation from the newsroom because you need them to cooperate with you to do
your job. Well And that can help so it's just different it's different but I think either can work
I think it is Harder now than it would have been before to have an internal person because

people are so skeptical. But there are definite advantages to having internal as well.

Have you ever gotten into a conflict with someone from the newsroom based on your

reviews?

A lot. Every time I do a review, I'm coming down on one side or the other. If I come down
in favor of the CBC, the complainant will be mad at me. If I come down in favor of the
complainant, then someone at CBC is mad at me because most of the time they feel like
well, we had reasons to do what we did and and they want me to to agree with them that

they were right to do it.

How hard is it to pressure the balance of newsroom and public?
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It is one of the challenges of the job for sure, but there’s sort of two things. Simultaneously
one is you have to be confident enough and have a thick skin to just go. The other is to be
humble enough to realize that you're still just one person and you're not a god. It's like you
totally understand the person's point of view and you totally understand the journalist point
of view, but you got to make a call and so in those moments you don't take it so seriously
that you think well I get to decide who's good and who's bad. I'm just trying to work through
this and be honest and not be full of myself because Anybody could be in this job and be
given this responsibility. Someone has to do it. So it's me and and so I'll just do my best right
but You know, you're not like I don't worry about Trying to keep score I don't ever go. Oh,
well the last three times I've defended CBC I better find one where I'm critical of them or or
the reverse, right? it's just the stories come and they go and then and you look at each one
individually and you really have to Just keep as open a mind as you can like one of the things
I found I found most interesting about this job is the number of times where I've read a
complaint And I think I know what what my opinion is just reading the complaint. How
often I've changed my mind is that actually? when once I do the research and and really
think about the issues and And that can go in both directions, right? But it's like you really

have to stop and think that the first instinct is not necessarily the right one.
What kind of issues are being complained about the most?

So always politics. That's gonna be the focus on, you know, how the media being too hard
on them or is the media being too easy on them. Always gonna be a big issue. The pandemic
coverage has been dominant. The Middle East is always big, particularly Israel and
Palestine. Its kind of whatever is big in the news at the moment. So currently getting a lot
about Ukraine and Russia, but getting a lot now in the last couple of weeks about abortion.
Or it'll be gun control or the climate change, it kind of goes with the news as to what

generates the most reactions
Why decided to create a column?

So that was when I got hired. One of the things that I thought would be helpful, because it
wasn't really done before that the ombudsman would do these reviews of complaints that
kind of work their way through the whole proces. But that sometimes the these stories that
would be complained about the most, that were making people the most upset, wouldn't
wouldn't be a review, because they weren't the kind of issue that needed an answer or

because CBC would answer it and then people would go. I thought it was important to be
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able as a an indicator of transparency and accountability to say I think people deserve to
know what are the things that CBC has done that are upsetting people and so I that each
month I'm gonna tell Canadians that here are the things that I see the most in my email. What
are the issues that people are complaining about or what are the most interesting issues that
people are complaining about. So that's what I do in my blog. I made that promise that once

a month I'm gonna do that and so that's really the purpose of the blog.

When you were working as a journalist at CBC, did you feel the need for an

ombudsman?

I was proud of the fact that CBC had that kind of a role and so I thought that was great, but

I would never think about the ombudsman, when I was making decisions about what to do.
Who decided to appoint an ombudsman at CBC?

It was created in the early 1990 s, so it's been over 30 years now. The president and the board
of directors at CBC of the day decided that it would be a helpful thing to do. There was a
trend that sort of started in the 70s and 80s coming out of some of the scandals that had
happened in the media with ethics issues. so it was just seen as a way of Giving people some

assurance that there was there's someone wanted to make sure that the quality is good
To what degree degree can you act independently towards your editorial staff?

The only way in which I'm not independent is that I get paid by CBC and they control my
budget for how much my office can spend. But as far as what I write and what I think they
can't touch me. I get hired for a five-year term and during that time they can't fire me. If Im
am neglectful and I don't do my job Or if I were to you know, do something terrible be
convicted of a crime or something They can fire me but they they can't fire me because I say
bad things about them they also I'm not allowed to work there anymore. After I finished
being ombudsman, so there's no incentive for me to say nice things about them so basically
I can say anything I want and and how I do my job and the Judgments that I make they can't
They can't do anything I don't get my stuff approved by someone I just do it.

Rozhovorem s ombudsmanem Josém Lemosem, 14. ¢ervna 2023
What was the reason for establishing an ombudsman position in Publico?

Well, the newspaper was founded in 1990, it's the first really quality paper in Portugal. And
the ombudsman task did not start immediately. The ombudsman task began in 1996. This
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was the first guy. And they established a one-year term and being possible to renovate for
another year. So maximum two years as a term. Since then, there were maybe half a dozen
people or something. There was a period in which they had no ombudsman for four or five
years, | think. I don't know exactly why, because I was not in the newspaper. And then they
resumed the task in 2020, I think. And so I'm the second one of this new period, let's say. So
there was a guy between 2020 and 2022. And now I started in early January this year, in the
beginning of the year. And I'll go until the end of the year. And if we, both me and the paper,
want to renovate it, I'll be until the end of 2024. That's what usually happens, right? So in
my case, [ was a journalist of the founding team of the paper in 1990. I remained there for
three years. Then I moved to a private station, private TV station. The first one in Portugal
as well. And then I went back to the paper in 1996. That's when we started the ombudsman
job. And so then I left in 2002. And so I had no connection with the paper in the meantime.
I worked in a public TV station, then in a radio station. And so this time they invited me to
play this role, let's say. This is a very lonely task. I mean, I work at home. [ work from home.
I have nobody supporting me, let's say. Of course, when I have doubts, I ask them what

should I do about this or that. But generally speaking, this is a lonely job, let's say.

When you were working at Publico as a journalist, did you feel the need for a public

editor?

Yes, to a certain extent. In the beginning, it was a brand new paper, so it was totally
innovative in Portugal. Revolutionary, let's say. And most of the people were extremely
young. We were in our 30s, early 40s. Even the director, the number one, was around 40 or
something. So we were very committed and very enthusiastic with the project. And so I don't
think we felt the need of this in the beginning. So only when things became a bit more
mature, that we started thinking about that. And we decided to put the job in practice.
Anyway, in the beginning [ wouldn't say that. I wouldn't say that we felt this need. We did
feel this need later, and that's why we decided to put it there. Actually, I was a member of
the leading team of the paper when we started this job with another guy who had been a
former under-director. So we decided to institutionalize this, and since then it has been
happening. There was another daily paper in Portugal by then, with also an ombudsman.
They began three months before us, and he was the main competitor. But then he had a
couple of guys after him, but then they just gave it up. And nowadays we just have in

Portugal, Publico, no other paper with a public editor, and the public TV station, and the
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radio, the public radio as well. So we just have three people with this role, with this job, and

nobody else.
What is the main goal of Publico's public editor?

Well, the main goal is to survey the paper, to monitor what the journalists do. Whether they
comply with the ontological issues, with ethical issues, after all, with the rules of journalism,
generally speaking. The first text I wrote in the beginning of January was something like,
I'm a kind of detective, let's say. I'm not a policeman, I'm not a supervisor. It's a kind of
detective that should be paying attention to the mistakes, to the flaws of the paper, right? So
I come from a position where I assume that journalists do not work in a bad faith principle,
or platform, let's say. And when things go wrong, they go wrong because people made
mistakes. In a good faith way, let's say. They made mistakes because something failed.
Either the information they had, or the pressure to close, to write more quickly, to put things
online faster than the competitors, etc. So that's my principle of action. Not assuming that
there is some hidden agenda among the journalists, but they really write what they should
write. But sometimes they make mistakes, as everybody makes mistakes, right? So my
power, let's say, is just the power of appointing the mistakes, calling their attention for what
they did wrongly, and that's pretty much that. Of course, I have a very, let's say, I have
somehow a powerful weapon to do this because I publish an article every week. It's a one-
page chronicle that I have to fill every week. And of course, every week I choose one issue.

Sometimes two, but most of the time it's one issue that did not go well in the previous weeks.
What is the purpose of your column?

Let me give you an idea of the printing edition. This is the last one. Can you see? It's more
or less like this. So it's an old page, right? This one is exactly about this headline, which was
the most important headline of a couple of weeks ago, about a guy who is a health minister.
And this was wrong. Wrong in the terms that was a kind of a sensationalist headline, let's
say. So this column, of course, is very important, because it's read by everybody in the
newspaper. And among the readers. And, of course, there's a big feedback about this.
Especially journalists everywhere, in the other papers, on TV stations, radio stations, etc.
They read this, because somehow this is supposed also to make some doctrine about the
practice of journalism in the country, right? Or elsewhere. Also because Publico is the most
influential newspaper in the country. Daily. Because there's another very influential paper,

which is Express, which is a weekly paper. And the team that founded Publico, that created
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Publico, was a team that came from Express in the 80s. So this is somehow a very similar
way of working. And I would say that they are the two best newsrooms of the country. And
so this is very much read. Even me, when I was... I didn't even think about being an
ombudsman. I didn't know that the guys were going to invite me. I was always reading this
column. And I'm sure that every person linked to the business, to the media in general, reads
the column. So this is the best weapon, let's say, that [ have. The only one, actually, that I
have in order to correct the mistakes and to call the attention for the good practices that

should be played out. And sometimes it is not, right?
Who decided to create a column at Pablico?

It was created at the very beggining the beginning of the job. For example, El Pais, the
Spanish newspaper, they already had a public editor before us. And somehow we followed
what they and the other newspapers like The New York Times were doing. So, for example,
El Pais, the practice is different nowadays. I just learned this now in London, at this
conference of ONO. The girl from El Pais, she doesn't have a time frame to write. I write
every Saturday. She writes whenever she intends that she has something important to write
down. But, for example, with another people, who were in the conference, I learned that
some of them don't have a column. And some of them in radio stations or in TV stations,
they don't have a program. They call the attention to the people who work with them in the
backstage. Probably they write to them, but this does not come out. The readers don't know
what's happening in the backstage. [ don't think it's a good practice. I think that people should
know, readers and viewers in this case, should know what's happening. For example, the
public TV and public radio in Portugal, which is the same company but different newsletters,
right? Both of them, there are two girls currently, both of them have a program of their own,

a weekly program, where they voice and they show what they think is correct to show.

Why do you think it's important for readers to know what's happening in the

backstage?

Well, because it's the only way that you can assess whether the paper is doing the right thing
or not. Because some readers are people, who understand a lot about newspapers and they
detect the mistakes, the flaws. But most of them don't. A while ago, this was, how would I
say, this was a really big mistake in terms of this is not the kind of headline that paper should
do. So this was a kind of an accusation of the Minister of Health of trying to put someone in

a certain mayor city house. But this was, number one, before he was Minister of Health and
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they call him Minister of Health here, when he was just a political leader. Number two, this
is an accusation of the public prosecutor, but it's not consistent. So this is news, but this
should not be a headline of the newspaper. In this case, the readers must understand, how
wrong the paper behaves in this case. And so this is important to turn things transparent. We
discussed also this in London, in the conference. The more transparent the newspaper is, or
the media, whatever the media is, the more transparent it is, the more likely it is to obtain
the trust, the confidence of the readers. Because readers should know how this is done and
should know when and how and why people commit mistakes. And then, of course, they
correct these mistakes. Look, if these things were dealt in a private environment, let's say,
in a closed environment, I don't think this would have any consequences. So this has
consequences, right? Exactly because it goes into the public and makes people think twice
before they do stuff, before they write or before they make a headline or something like this.
So it's important that they know that they can be accountable and accountability in this job

is extremely important.

Just to make it clear, the mistake in the headline was made by a journalist from

Publico?

Yes, the piece was written by a journalist. This is something linked to politics, but very much
to do with the law. With legislation. So the girl, who wrote the piece is a journalist who has
a degree in law. So the piece was correct somehow, because it was quoting the public
prosecution. Nearly nothing to say about the piece itself, the article. The point was that the
leading team, the direction team, in this case a girl who is the underdirector, did this headline
that very day. And when I asked her, why this was done and whether she was defending this,
supporting this kind of headline, she wrote me back saying that this was really a mistake,
this should not have been done, and she was sorry for this having happened. So this was
good because it was the first time in six months of my activity that they recognized without
any kind of circumventing that this was a real mistake. Because the front page is the
responsibility of the director team. The director's team is five or six people, so each day one
of them is responsible for the front page, and of course when he is responsible he picks up
what he thinks is the most important in the paper during that day, and he chooses what to
put in the front page. And in this case, this girl thought that this would be a good choice and

it was a bad choice indeed.

You need to strike a balance between demanding public and defensive journalists. How

hard is it to balance the pressure of both sides?
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Well, for me it's not hard, because I worked in the newspaper, I have many years in the job,
in papers and TV and radio, so I'm very experienced and I don't have any problems to
criticize journalists. But I have to do it in a very fair way and you have to find the right tone
to do this. I'm never sarcastic or ironic or too harsh in the critics, I try to be objective and
develop arguments that are, let's say, undisputable. And so far I think that I've been able to
do this. Look, what we receive from the readers many times in many cases is not relevant.
People worry about things that are not really important because sometimes they miss the
target or sometimes they write about things that are irrelevant, small errors, small mistakes,
things that really are not important enough to be dealt with in a column like this. However,
some of the readers are people knowledgeable about this, they understand how journalism
is made of and how things are made of and so they claim some things where they have
reason. And in this case, of course, when I agree with their arguments, I pick up the issue
and I develop the issue. My first concern, my main concern, is to quote very accurately the
complaint and the defense. So when the journalist writes back to me responding to my
questions, I try always, I try, no, I do it, I quote them very accurately, their main arguments
and I try to be very specific on the arguments. And that's why sometimes, it just happened a
couple of times since I'm doing this, one piece is not enough. Sometimes I start an issue in
one week and I do a follow-up of this issue the next week. Sometimes when we are talking
about sensitive issues, to give you an example, one or two months ago there was a big
problem here with a professor of university, he was accused of harassing many girls that he
worked with. And so this was a very, the guy was a very prestigious guy, a whole guy, he's
already somehow retired, but he still works. And so he was a leftist guy, was supposed to be
defending all the rights of women and minorities, and so he was trying to abuse some of
these girls that were working with him. So this was a kind of big scandal in Portugal, a very
sensitive issue to cover. Because there were people defending him, saying this was a kind
of'a campaign to bash him, etc. etc. to tear him down, and others assuming that he was really
a crook, so he shouldn't be defended. So in this case I wrote two articles about the coverage
of this thing. Because there was a lot of arguments about this. And so sometimes I quote all
the arguments, and the next week I print, I write my position about the issue, with detail. So
I try to be the most objective I can, using journalistic, deontological, ethical arguments to
counter what happened, let's say. But I avoid totally a tone that might be harsh, or might be
offensive, you know? I avoid this totally. So for me it's not difficult to do it, because I'm

used to do it, but I assume that some people might have problems with this. So far I don't

150



even know if anybody is really pissed off with me in the newspaper, but to be honest I don't

care either, you know? This is my job, that's what I have to do.

Let's say that you have received a complaint from a reader about the journalist’s

mistake. Based on what do you decide, who was right and who was wrong?

It depends on the principles. We have to assume whether you write to me saying that this
guy wrote here and this and that wrong. I have to look at it and make-up my mind, whether
it's wrong or not. That's why I was telling you, many of the emails are irrelevant, or they are
not right at all. Sometimes people write to me accusing the newspaper of doing wrong things,
which are not wrong things at all. And in some cases, when their argument is valid, let's say
somehow, I write back to them, to the reader, just one-on-one trade-off. I write back to the
reader explaining to him why he's not right. Beyond writing, of course, I have a lot of
correspondence with the readers on a one-to-one basis, right? That's what I do. So you know
what the principles are, when things are right or when they are wrong. And so you make up

your mind and you decide what to write or not to write.
What sources do you consult while preparing your answers?

The main source I consult is the style book of Publico, which was published before the paper
came out in 1990. And this is somehow the constitution of the newspaper. It's where the
newspaper defines its style, the ontological code, the ethical code, the code through which
the journalists should behave. So somehow everything is here. But in some cases, of course,
there are things that are controversial and they are not exactly here. Not every law or every
behavior is typified in the constitution So in some cases, I write or I call some other people,
some people I know, personally speaking, guys of my generation mostly, who are journalists
with a lot of experience. Some of them were public editors before and I ask their opinion
about this or that issue. Do you think I should write about this? Do you think this is wrong
or this is not wrong enough to write about this? Is this an issue that should be addressed by
the public editor or not? So this happened a couple of times so far when I have some doubts,
right? For example, not long ago, and I don't have a doubt anymore, but I have to write about
this. But I have doubts about writing or not about some books that the newspaper published,
put out in the street along with the paper. And these books have problems of copyrights. So
this is not exactly journalism. I mean, this is not exactly the newspaper. But after all, the
public... So I have doubts about this. Should I write about this or not? This is another product,

has nothing to do with the newspaper, has no intervention of the editorial intervention, blah
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blah blah. But it's not really the case. I mean, this is a book or these are books, it's a collection
of books which were not written by journalists, of course, but were delivered with the
newspaper. And the public identifies this with the newspaper. I mean, the newspaper is not
supposed to be delivering porn movies or whatever or food or... So, but this is different. This
is a book, right? And when you deliver something with the newspaper, you have to be
careful. It has to be something that you can trust, something reliable, right? And that makes
sense. So in this case, I will write about this. And this is a delicate issue. So I have doubts

about this. But I decided that I will write about this.
Have you ever gotten into a conflict with staff because of your corrections?

Well, what do you mean by conflict? I mean, there were already some tensions. I know that
a couple of things that I did, I wrote were triggered some controversy inside the paper. But
that's a part of the game. Some people agreed, some people didn't. So I think that, as I told
you, it doesn't bother me that much. I mean, I would say that 95-99% of the pieces I wrote
so far were somehow undisputable. Meaning that I was pointing out errors, mistakes that
everybody agrees with. Everybody agrees that they were mistakes. Except the one who did
them. In some cases, not all of the cases, of course. But if you ask the other people of the
newsroom, even in the newsroom of public, or the other journalists, everybody agrees that
this should not have been done. And in this case, of course, the target, let's say, of my critic
has no chance of disputing it. And I should tell you that until now I had no complaint from
the target of my critic, of my critics, I had no complaints about this. You said this, but this
is not right, this is not true, I dispute this because of this and that and that. No, it didn't
happen at all.

Do you perceive yourself as the reader's advocate or the newspaper's ambassador?

Neither. Not reader's advocate, nor the journalist's advocate. Why? Because I am somehow,
or this is the way I perceive the task, the job, is I'm a kind of go-between. A mediator, let's
say. Actually, in some Spanish-speaking countries the name of the job is exactly... No, in
France. In France, the name of the job is exactly mediator. Mediator. In Le Monde for
example. And other papers. So it's someone that established the bridge between one camp
and the other camp. So, I can be in many cases the reader's advocate when I intend that they
are right and they are pointing out the wrong things of the paper. And in other cases, in many
other cases the journalist's advocate. For example, in these six months, I wrote maybe two

pieces so far praising this paper. What this paper did. Excuse me. Take care of this. You
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have to be a kind of a judge let's say. Referee, the guy, Who makes the rules being obeyed
during a game. So, I'm here to point out the rules. Of course, I don't need and I don't have to
make the readers apply any rules because they are private people, but I shall call attention
to them, when the rules are not applied in the paper. This job is supposed to be much more
on the side of the readers, right? Because, of course, the journalists have the paper itself to
promote their things, their ideas, their assessments. So, this is the power here. The power
here is the newspaper. And the reader is let's say, the weak part the, right? So, you are
supposed to defend the reader in the case that the reader feels that he was somehow, should
I say, offended or attacked by the paper in this case you should take the part of the reader,
of course, because the reader is the weak part but in many cases the reader doesn't have

reason it's not right.
What is your position in the newsroom?

I worked in this newspaper for nine years. I left 20 years ago, but anyway many of the young
journalists do not know me. But still many people, who work there, especially the elder ones,
they still know me and I have personal relationships with many of them. Actually, my best
friend still works in the newspaper, but as I told you it's just a professional connection.
Another thing that I decided whenever I'm dealing with some issue that I don't talk with
people I address things, it goes by email. I address him or her the questions and I wait for
the answers. Because if you talk to people, you open the chance of having some
misunderstandings. I said this and they said that and then he asked me this and I said this
way, it's not advisable. So I do not talk to them, when things are on the way of being
discussed and so my relationship with them is strictly professional in this case and as I told
you, I don't go to newsroom. I think it's better to have an external ombudsman exactly
because it's more independent and this has been the practice of the newspaper since the
beginning there was a time the second ombudsman still belonged to the paper but then there
was no other case like this in my case I was a former journalist of the paper, the first one
was also a former journalist, then the others have never been journalists in the paper one of
them one of them was an academic a scholar two of them were TV journalists so with no
connection to the newspaper no, three of them had been TV journalists guys with prestige
so this has been the practice. In London I met this girl from EI Pais. As you know El Pais,
1s a very good, very prestigious newspaper, one of the best in the world in my opinion. She
belongs to the staff, she's a member of the newsroom she was the editor of social issues

many years and now they chose her to become a public editor. I don't think it's a good idea,
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because you are in the same environment, you are dealing with same people you have

friendly connections with.

What do you consider as the biggest advantage and the biggest disadvantage of your

function?

The biggest advantage is also exactly this one. You work alone, totally lonely, without any
kind of support. For example, I think that we should have at least, let's say, one intern or
someone in the newsroom or a secretary that helps you with things that you need to do, for
example researces. [ need to find an article that was written in 1995 about this issue or for
example just to give you a very recent example. I had to take care of this conference in
London, all by myself, so to take care of the subscription, of the conference, to book the
flights, to book the hotel...At least one person should be your staff in the newspaper, but it
doesn't exist, because there's no money for that. As you know, the media are in a very bad
financial situation, especially in a small country, like Portugal. I imagine that in Czechia it
is probably the same. So this is a disadvantage. The advantage is that it is a very prestigious
job with a lot of responsibilities and also accountability for example, when you are pointing
out mistakes of journalists errors, flaws, you should be extremely careful with what you
write. Even those kind of small mistakes that happen every day in the newspaper, you should
avoid this, because we are pointing out mistakes of others, morally speaking. You should
not make mistakes, so sometimes it's good for us to have someone looking beyond you,
looking at your articles or texts and somehow advising you. I try to do this every week, when
I send the text the editor of opinions. I know him personally, he's a very nice guy and we
talk about those mistakes. For example, if there's a comma or the thing you should put here
you know, kind of correcting small mistakes. So we have to be very very very careful
because indeed this is very delicate ah, this guy he's saying that this was a flaw, this was a
mistake but he's also committing mistakes he forgot to say this or he forgot to put this here
or the way he wrote the language in Portuguese was not correct this term, this verb, this

whatever you know so this is good, because it's a very demanding job.

Just to make it clear, because you said about the editor of opinions, he only helps you

look up for the grammatical mistakes in your column, right?

It’s the guy I send the articles to. He collects every opinion article from the columnists and
he watches them, he sees them and he puts them on the page. So, I him textes every week

and he reads them and sometimes he calls me back and says, look I recommend to make a
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small correction here: that word is ok, you are right, let's keep it like this. And sometimes,
he's a very good journalist, which I know for long, I also discuss with him some small details
like, maybe I should correct this here or there I was thinking about this title instead of that
one, what do you think? So it's the only guy with whom I trade an opinion, but it's just in the

last last minute before it goes to print.

So no one has a say over your column?

No, I choose the issue, I choose what I write about.
What is the main affect of your function?

I hope that, of course, this job makes journalists think twice, when they do some things,
make journalists be pay more attention, be more cautious, when they write about some issues
that might trigger some doubts and think twice. As you know, now there's a big problem in
printing journalism, which didn't exist before, which is of course the online edition and the
pressure to put things online before the others competitors and this sometimes makes people
make mistakes, which should should not be done. The faster the better, because the faster
you put this, the more clicks you have and the more people reading your online edition and
more subscribers and more money more advertisement, so this kind of stress is responsible
for a lot of mistakes, things that should require more rationality, more wisdom and they
didn't, because you had this pressure, so I tend to think that my job of a public editor is here
to call the attention for this problem. I cannot assure this of course. It would be a bit
pretentious, but I hope that people, to whom I pointed mistakes, second time they were
thinking twice about this. The idea of the job is exactly this why do we have judges and
tribunals and courtrooms because justice is supposed to correct what happens in society. So,
it's a little bit like this, we are not punishing anyone, but of course for a journalist to be
appointed as a guy who committed errors and mistakes and didn't do the right thing in the
pages of their own paper is not nice right. To give you an example, two weeks ago or so I
wrote a column about... There was a girl, who was defending a certain piece that in my
opinion was lacking the background and I called her about this. I wrote her, where is the
background, where is the explanation of this thing. It was about a politician being accused
of a certain crime, but the crime was not explained in the piece, so I wrote her and she said
that it was not explained the way [ would like, because there was a piece on the online edition
on the previous day explaining this and so the next day was going further in the explanation

of the issue, the consequences of the issue and so they forgot the background or they didn't
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put background because it was unnecessary number one people who read the printing edition
might not have read the online edition. So the news must be complete sufficient, must not
lack explanations of the main thing. She also wrote that there were several links on this piece
that were sending you to other explanations. The firsth thing, in print you have no links. The
second thing, people are not supposed or obliged to go for links, because if you are reading
one piece and you have 5-6 links you click on one, then you click on the second, so you
transform the reading of a piece in a kind of detective mission. Finding out, what's linked,
is a never-ending story and in this case even the links were incorrect. Sone of the links were
sending you to things that had nothing to do with that piece, which was totally absurd and
stupid, so of course in this case the person was criticized by me, which was an editor by the
way. | hope this makes people think twice when they act the next time let's take care of this

and so this is the idea is improving the paper

If you're talking about issues, what issues are being most complained about by

readers?

Maybe it is political issues more than others, because it's more sensitive and readers write
very often according to their political positions, which is not exactly a journalistic issue. |
don't write about opinion articles, it is not in the task of the ombudsman. If it's pointed out
as opinion in the newspaper, of course, I'm the right guy. But sometimes you can see that
it's a political driven complaint and you should be careful about this, because this is not
really the issue unless, of course, the paper is distorting the facts or the reality according to
some political ideology, which doesn't much happen here. I would say that generally
speaking it happens more than society issues or sports issues, foreign affairs. [ would say it's

more common than others, but it's very diverse.
Do you reply to every reader?

I try to reply to all the readers that write things that somehow make sense. For example, let's
say that a certain reader writes about something that it's not exactly relevant to publish, but
however, 1 think that it's important for him to have an explanation sometimes I ask the
journalist or the editor, what do you think about this, what can you tell me about this and I
forward the answer to the reader giving my explanation or sometimes I don't need to ask
anything to the newsroom, I react to him I respond to him, I answer to him directly, saying

look, you have this point of view, notice that there is this and this. If the mail is aggressive
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or insulting or completely irrelevant, if it's praising me congratulations for the last piece, I

don't answer.
What is the most common way of contacting you?
E-mail.

Just to make it clear, can you briefly describe me your daily agenda so I know

everything except writing a column every Tuesday?

The most important is writing the column every Saturday, so I send it on Fridays, then I have
the correspondence with the readers and sometimes [ have to deal with other issues, with the
reaction team about other stuff and calling their attention for other things like discussing,
for example, the conference in London. I call them there is this and this not all we think it is
ok for you to go but it happens very rarely now I will have just think of the books I told you
about I will have a talk with the director about this because this is a delicate issue I need
more information from them about this why it happened what happened exactly because
there is the printing house which is in the middle of the Sphinx etc but mostly it is the emails

to the readers and from the readers and writing the column.

Priloha ¢. 14: Rozhovor s Donovanem Vincentem, 8. ¢ervna 2023

What was the reason for establishing this position?

I wasn't around then, of course. I can just tell you broadly that it's an accountability position.
The whole role is about creating transparency and having a very, very high level of accuracy
and having an independent oversight of the newspaper's accuracy. So that's everything from
spelling, grammar, factual, things around like geography, people's titles, politically, in
organizations, business, education. I mean, it's just a broad thing, a swath of information that
we need to get correct every single day. And so the whole point was to have somebody who
was within the newspaper. I'm not outside the paper. I'm a Toronto Star employee, but my
role is somewhat independent of the newsroom. I'm not part of the news gathering process.
I'm not part of the reporting process. I mean, I used to be a reporter for many, many years.
But my role now is I come in kind of after the fact. And basically, I'm like a watchdog to
ensure that our paper adheres to the highest standards of accountability, of transparency, of

accuracy, all of those things. We have rules around how we gather information. You know,
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you're supposed to, for instance, you can't be part of a political organization and then be
writing about that organization. You can't be a owner, have shares in a business and be
writing about that business. You can't belong to a school board or a political party and then
be writing about that political party. So it's all about ensuring that our journalism, that there's
a firewall there. Basically, people that we write about, we don't have a vested interest in
promoting them. I mean, that's a very simplistic kind of way of describing it. And we have
a code of conduct that is very, very extensive. And it talks about a variety of things. We have
rules around not ridiculing people about religion or their faith, about their sexual orientation.
All of these guidelines that sort of bring our paper to a certain level. So we're not like a
garbage newspaper where we're just kind of repeating any information. We have to fact
check information. We have to make sure we're writing in a respectful tone and in a tone
that is standing up to scrutiny, you know, in terms of, again, the facts that we present. It's
just basically a really good way, and this is very, again, very simplistic, but just a good way
of ensuring that we produce a quality newspaper that stands up to journalistic principles and
guidelines. And we have an actual guideline that we publish on our website that you can go
to, and you can see it's many, many pages. It talks about all of the different rules. I can kind
of give you a sampling if you'd like. A lot of newspapers and media outlets don't have a
public editor. The position is called ombudsman in some parts of the world, but at the star
we call it public editor. It used to be called ombudsman, and then it was ombud, and then
public editor. So it's not a position that you'll find everywhere, but it's at the star because, as
I said, we have these values that we believe in, in terms of upholding that bond with our
readers. And that bond, the foundation of it is accuracy, transparency, fairness, all of those

things I talked about.

If we are talking about the fact that this position was called an ombudsman before. Do
you think there are any differences between public editor’s position and ombudsman‘s

position?

I think the whole point was when you said ombudsman, there was issues around, you know,
it's gender. So when you just go to ombud, then it's kind of a neutral position that a woman
or a man could do the job. And then public editor is just another... I'm not quite sure why
they changed it to public editor, but I know why it's ombudsman to ombud, sort of to make

it not gendered.

Can you describe me your daily agenda?
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So what I do every day, it's very complex, depending on the day. So I have three key
responsibilities that's keeping an eye on. We have an inbox, and we also get telephone calls
from readers when there are errors. So first thing in the morning, I dive into that. You know,
our newspaper for the day will come out, and we'll get feedback from readers. Sometimes
the feedback is even for articles from publications the day prior, or even month prior, even
a half year prior, even a year prior, because everything is archived now, right? On Google.
So, but primarily it's concerns about that day's newspaper. And so you have the newspaper
print version, and you have the online version. So we'll get feedback from readers about
errors that we've made, or, you know, complaints. People don't like the way we've presented
something whether it's a cartoon, an article, a photograph, a column. So I'll basically be busy
kind of dealing with that first thing in the morning. Then my job kind of branches off into a
lot of different things. We have an unpublishing committee, which listens to concerns from
readers who would like us to delist or take stories down. Say, for instance, somebody's
committed a crime seven years ago or eight years ago, or whatever. A period of time has
passed. They've done their time, but the article is still on Google, and people can access their
name. So a person's going for a job, somebody goes on Google to look them up and up pops
this charge that they were convicted for several years ago. Or sometimes people are charged
by the police, and then the charges are dropped. And so we hadn't followed up on that. So
that's another area where we'd have to kind of consider that request to take the story down.
And then there's other times where people's lives have changed and they reach out to us
because something they said when they were maybe a young person doesn't reflect who they
are now, and they feel it's hurting their chances of whether it's finding a job or dating or
wedding, or marrying somebody or spreading a family or whatever. So we have a committee
that meets once a month, once a month and a half or so, to discuss these requests to delist or
to take stories down. And then another part of my job, a big part, is I have a column that I
write twice a month about issues in journalism, and at the start. And then, you know, there's
lots of other issues that pop up within the newspaper that I have to troubleshoot. People, you
know, and sorry, by the way, I didn't finish off with the correction. So there's a correction, a
clear mistake has been made, or maybe not so clear, I'll do some research to try to just figure
out what the complaint is about. Then if there's a clear error, I'll go to the reporter. Or if it's
a freelancer, I'll go to the editor that works with that reporter and say, look, we've got a
complaint. This is the factual inaccuracy or the problem. Can you reach out to the reporter?
Or I'll reach out directly to the reporter and get their take on kind of what went wrong.

Oftentimes, it is, there are mistakes made by our people. And, you know, it's a matter of sort
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of troubleshooting that and writing a clarification or a correction and readjusting the story.
We have the benefit now of Google, so you actually can go online and fix stories. Whereas
before when you had this newspaper there's nothing you could do, it's in the paper. All you
could do is a print fix the next day and a note that goes in the library. But in terms of actually
changing the text, you couldn't do that because you just had a newspaper and it's a static
object, right? Whereas with Google, you can actually go in and change the story online and
put a little note on the bottom saying there was a correction. In rare instances, we have to,
you know, run apologies. But I happen to have one. Oh, yes, one since I've started. But
they're usually pretty rare. When we really get something bad, like get something wrong,

and it's very offensive, we issue an apology.
How would you describe your position?

I would say it's a job that comes with a lot of responsibility. It's a very public job because I
have a column of pictures in the paper now. And I deal directly with the general public. And
that's anyone from politicians, bureaucrats, business owners, school board people, trustees,
you name it, scientists, doctors. It's a very forward-facing kind of position. And it's a job
that takes a certain personality because you get a lot of, you know, a lot of criticisms come
in to my newspaper. So you have to, you know, to respond to those criticisms. You have to
have a lot of patience with people. Sometimes people aren't very nice. Most people are very
polite and professional. But sometimes you get some nasty commentary. You have to be
able to deal with that in a professional way and not lash out, you know, resist that temptation
to go low, you know. As Michelle Obama says, when they go low, we go high. And I really
believe in that, you know, principle that you have to not, when people get, you know, ugly,
you can't go down there. You have to kind of just either shut it down. Sorry, you know,
thank you for reaching out to the Star or you try to respond to them in a way that makes

them kind of understand a bit clearer what's happening. Yeah.

After you've been appointed as the Star's public editor, you said that you'll bring a

new perspective on this job.
Yes.
Have you fulfilled your idea?

I think so. Well, I think that was one of the first columns that I wrote. And I talked about
that,, we have a different perspective because I'm the first black public editor. I think, I'm

pretty sure in the country ever, but certainly in the Toronto Star's history. And so I have a
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different experience. I come from a different background than my predecessors. So there's
different things that I maybe have insights into that my predecessors didn't because of who
they were. So yeah, and I've written a lot about, I think I've written a lot of art columns about
identity issues, you know, whether it be issues around gender, you know, religion, culture,
race. I've written a lot of topics, columns about that topic. And then a big part of that is

because of where I come from, where I am.
What is the main goal of Star's public editor?

I think that was part of what I've said before. It's ensuring that we uphold all those principles
that I talked about, you know, fairness, the accuracy, that bond we have with our readers. I
mean, a lot of people, and I really stress this, we are under attack in a lot of regards from the
outside. I think that ever since, you know, I'm not saying that this is entirely Donald Trump's
fault, but he started this whole sort of dialogue about, you know, fake news, and that the
media is the enemy, and all of this sort of stuff about, you know, that the media is sort of not
to be trusted. And so I believe that a big part of what I do is trying to dispel that, to knock
that down. It's to try to show that we are about honest journalism, about journalism that is
worthy and worthwhile. It's about upholding democracy, as I said in that opening passage.
And it's not about being nefarious or attacking people or having intent that is, you know,
we're doing journalism for selfish reasons, or it's not about, you know, informing people.
People have to understand that what we do is about informing people. It's about trying to
bring about societal change, change for good, you know, whether it's issues around
homelessness, poverty, affordable housing, you know, good health care, good education,
police reform. We write a lot of articles about, you know, keeping the police accountable in
terms of racial profiling and carding and all of these issues, treating LGBT people with
respect, treating the homeless with respect, treating women with respect, the elderly with
respect. You know, we've written, when COVID hit, we wrote tons and tons of stories about
the vaccine and masking and, you know, proper safety precautions and keeping a good tab
on the numbers of infections and trying to keep people informed about this horrible
pandemic. You know, people turn to us as a resource, and that's the kind of stuff that we do.
You know? Yes, we are a business, and we're also trying to make money, of course. Every
newspaper, you know, that is a requirement or a consideration. But we are also driven by
these, what are called Atkinson principles, which dovetail in many regards with our
journalistic principles. The Atkinson principles are about upholding democracy that a

newspaper is a valuable voice, it's freedom of the press. We believe in central government.
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We believe in the political system, the democratic system. We believe in upholding the rights
of the less privileged, you know, whether they be poor, you know, people from minority
groups, women, the LGBT, you know, Aboriginal people, anyone who's, you know, having
a tough time in society. Our newspaper is founded, that's one of our core principles is

defending the rights of people like that.

You need to strike a balance between demanding public and defensive journalists. How

hard is it to balance the pressure of both sides?

That's a very good question, and that's a big part of my job. The public editor or ombudsman
has taken on different attacks or approaches. And my approach is, going back to what I said
about defending the idea of, you know, fake news and all those kinds of things, really
pushing back against that. That's one of the main things that I'm really, I believe in, and it's
part of my mandate. But it's also about holding journalists at the star accountable for what
they put out as well, you know. And that's where reaching out to journalists to, you know,
when there are errors made, I always say, look, I'm not about pointing fingers and blaming
you, I'm making you feel bad, because to err is human. I always believe that human error is,
that's who we are. You know, people say, well, I've never made a mistake. I've heard people
say that as journalists. That's a lie. That's impossible. Because you might have not made a
mistake, which again, I think is impossible, but somebody else could have given you bad
information, and that's also an error, right? We get a lot of situations where we have to fix
errors because we received bad information, either from a website or a source told us bad
information, you know, erroneous information. So it's always something that's going to
happen to every single journalist. And my role is to just ensure that bond with our readers.
All our readers, I mean, yes, I guess there are some who are like, ah, gotcha, yes, ah, you
made a mistake, and they kind of revel in that, but I think most people aren't like that. They
want to just be able to open the paper and read through something and not see a mistake in
the paper, because a lot of people are bothered by errors. They don't like to see something
they know is factually incorrect, and they believe in the star and they love the star, and they
want the star to have factual information. So they reach out to us from that honest
perspective, right? It's like, just fix your mistake, come on, fix it. And that's what I really
believe in, too. And as a journalist, I was always keen when I made mistakes to come
forward, and I talked to the public editor, hey, look, I made this mistake, I did this wrong,
and we got to fix it. And I really try to encourage that. There was a time where maybe at the

star people didn't want to talk about their mistakes because there was maybe a bit less of an
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understanding of errors and maybe less patience with it. But I don't believe in that. I believe

that, you know, let's just be honest and fix the error and move on.

Let's say that someone has made, or the reader has reached out to you, saying that
journalist has made a mistake. Based on what do you decide, whom are you going to

defend?

As I said earlier, it's not a matter of defending per se. That word doesn't really come into my
head when I'm doing an assessment of an error. I will look at the claim or the complaint, I
should say, and oftentimes figure it out in my head. I mean, I've been a journalist for many,
many years, so a lot of complaints that come in, I kind of know, oh, yeah, I know just from
my experience that, yes, we've made a mistake here. Sometimes it's not clear. It's a matter
of going online. Maybe I'll reach out to the complainant. I'll call other experts. You know,
I'll figure out a way to get to the bottom of what is, what's the right thing to do in terms of
addressing the complaint. Then if we have made the mistake, as I said earlier, it's a matter
of reaching out, either if it's a staff reporter, to the reporter directly, or a freelancer. I'll talk
to the editor who works with that freelancer, and we'll get the problem addressed. So if it's

anyone to defend, it's defending the truth, I would say.
What sources do you use while preparing your answers?

It can be, you know, you go online, you're checking, you're making a phone call maybe to
the complainant. You may be calling an expert. I'm using my own expertise as a journalist
of, you know, over 25 years at The Star. Maybe sometimes reaching out to another journalist

to get their input. You know, it depends on the complaint.
How do you feel about criticizing The Star's workers?

I don't really think of it as a criticism, per se. [ mean, some people may take it that way
because you're pointing out an error. So maybe view that as a criticism, per se. [ don't really
see it that way. I see it more as just addressing an issue, addressing a problem and fixing it.
So I don't really think of the word criticism, even though, yes, I can see some people looking
at it that way. I mean, you're critiquing, I guess. Yeah, criticism to me has a pejorative
meaning. You're saying, oh, look what you did wrong here. And it's got a kind of a nasty
tone to it. So I'm not really I always reach out in a very pleasant way and a very kind of, hey,

you know, we made this mistake. Let's just get it fixed.

Have you ever gotten into a conflict with, I don't know, the editor in chief, management

or staff workers because of the corrections you've made?
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I won't get into any specifics because that's internal stuff. But, yeah, there's been, I would
say ninety nine percent of the time, when the journalists look at the error and realize they
made a mistake and they're good about it. I think what's happened is when I first started,
because people didn't know my approach, they didn't understand that it's not about the
journalist that made the mistake. It's about the mistake. And so once people figured out that's
kind of where I was coming from, folks are a lot less defensive now. I think there was a bit
of defensiveness at first because they just didn't know where I was coming from. And once
they see my tone and my approach, which is very professional and very just not a personal
thing, I've never attacked anyone personally ever in my reaching out to fix errors. So, yeah.
So once that people understood kind of my body language, as I want to call it, my bedside
manner, they basically started to be a lot better and a lot less confrontational. And so [ haven't
had for months. I can't think of the last. There was one a long, long time ago that was kind
of went over a couple of days and it ended not great. And editors kind of had to get involved
in it. But, you know, I had to sort of my position is very powerful because I report to the
publisher. The owner of the newspaper is the publisher of the newspaper. And that is my
boss. That is my only boss. And so people, once they understood that, that, you know, hey,
look, you know, and the owner used to be used to be two people. So, you know, there was a
bit of maybe a bit of fogginess there. But now that it's just one person, it's a clear line of my
authority. So people just like, OK, don't have to sort of once it's fixed, let's get it fixed.
There's no there's no appeal process. There's no like once I make a decision and I always try
to be very careful when I make my decisions. And if I have any doubts, I will reach out to
other there's other senior editors. There's three senior editors at the Star that I will work on,
work with rather. If there's something that's a bit, hey, you know, this is a bit contentious. I
want to get another point of view. Yeah. So there's that. I never kind of just do this bullying.
It's my decision. And screw you. You know, I always if it is getting escalating a bit or there
is a bit of pushback, then I will talk to some other editors just to make sure that, you know,
my judgment is right. Because sometimes, you know, we all make mistakes and I can make
an error. I misunderstand something or [ don't quite get, you know, where someone's coming
from. I'll give you a good example. And this is one of the first  made a little bit of a mistake.
There was a somebody complained about a politician, about a writing that we hadn't
mentioned the key kind of politicians of different stripes in this particular writing going back
a certain period of time. And so I went back to the journalist and I said, you know, yeah, we
need to fix this. And there was a bit of pushback. And I did end up writing a correction. But

the journalist said to me, well, how far do you want to go back? Well, I'm a little bit older

164



than the journalist. And so I was looking at like a couple of decades back. And the journalist,
when they talked about what was happening, the writing, they kept it to about a five to seven
year period. And they're a bit younger. So that would be their frame of reference. Right. And
so I realized, hey, you have to consider perspective and things like you might have a
journalist who has a different age or a different background. And so they may view
something a little differently. So not everything is black and white or cut and dried, as we
say, you know, not everything is obvious. Sometimes there are things that color the truth.
Right. So you have to also be careful of that and be mindful that I'm not being too dogmatic
or too pushy or saying, oh, this is my way. And this is the only way it can be. But wait a

second. Maybe the truth is a bit of a gray area. So you have to consider that. So, yeah.

This year, the Star‘s columnist Bruce Arthur he has been criticized by Dr. Matt
Strauss. It claims that Strauss compared mask and vaccine mandates to the MeToo
movement. And after that, several corrections in the article have been made and Mr.
Arthur has eventually apologized for the statement on Twitter. How is the debate

between you and Mr. Arthur was going?

Without again getting into this nitty gritty or any kind of interpersonal conversations we had.
Yes. I basically did just say, look, you know, there's this complaint and here are the points
that were made. And I think that we need to kind of amend a couple of the points in the in

the column. And in the end, Bruce was agreeable and we did end up doing those fixes.

I don't know if it's internal information or not, but what was the reason for writing

this the way he wrote it?

I need to talk to Bruce. I don't know his motivation. At the end of the day, he he made some
mistakes. And you make mistakes because you misinterpret things. You don't have all the
correct data. You know, someone says something and you kind of hear it a different, you

know, the incorrect way. But if you want to follow up with Bruce, do reach out to him.
How many readers contact you on an average yearly?

I'm just approaching my first year. I'm about a month away from that. Hundreds. Hundreds.
We can't respond to each and every inquiry. And some of them are just more comment.
They're not necessarily something that requires a response. Sometimes people just write
something as an observation. But yeah, I would say hundreds, maybe thousands, maybe at

least a thousand. But you can't answer to every reader. That's impossible. Any critical or
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important factual thing we get wrong or anything that's a high needs kind of complaint.

Those all get responded to. Absolutely. I've never ignored an important email. Never.
What is the most common way of contacting you?

Email.

What issues are being most complained about?

A lot of simple things like street names, getting them wrong. You know, we'll say
something's in the north end of the city and it's in the south end of the city. You see a lot of
those. A lot of things around politics. You know, we're saying that this policy was approved
at this date and it was not that date. Or the policy said this thing and it wasn't really that
point. You get a lot of complaints about polls, public opinion polls. How we interpret them
and the data, how we present the data. A lot of stuff around the Middle East. Obviously, a
very contentious area. Yeah. I would say that's what you see the most. And then, you know,
lots of stuff around people don't like a photograph we took. They feel it invaded the person's
privacy. Or they don't like an editorial cartoon. They think it's offensive or crass. They don't

like a position we took in an editorial.. Those are the key ones.

Who decided to create a column at the start where you were writing your reviews twice

in a month?

I think that goes back to when the job first started. The first person had a column. I think

that was always the case.
What is the purpose of your column?

Different public editors have done it in different ways. I like to sort of show, how our
newspaper works and the decisions that are made. Good, bad and ugly, you know. We'll
cover a story and we'll get a whole blast of letters from readers saying, why did we cover
the story that way? And so a big part of what I do is try to explain our approach to journalism.
A lot of my columns are about... Like the other public editors have written about journalism
broadly speaking. So what's happening in the US and how this issue is being covered. I
haven't really done anything like that so far. All of the articles I've written so far have been

about stuff in the Toronto Star.
Does the editor-in-chief have a say over your column?

Editor-in-chief... So we work collaboratively. At the end of the day, I have the final say over

my column. But I do send my column to the editor-in-chief every week. Or every week that
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I write, I should say. Every column that I write, I send to the editor-in-chief. Because I write
a lot about things that are happening in the newsroom. And sometimes I may not be privy
to certain decisions or what have you. And so she has kind of weighed in sometimes. To
kind of provide a bit more perspective on what I'm writing about. Every once in a while...
This hasn't happened in a really long time. She'll suggest maybe... Maybe phrase that a bit
differently or whatever. You might want to consider that. And we work pretty
collaboratively. So oftentimes I'll kind of... Okay, yeah, that's a good idea. But not like if |
feel very strongly about something. That's my call to make. But I have to make sure... If I
am feeling strongly that I have all the facts. And I'm taking a reasonable position. But she

doesn't have the final say, no.

What do you consider as the biggest advantage and disadvantage of your position?

I don't see any disadvantages. There's a little a personal thing, I I used to be a journalist in
the newsroom. I was on very friendly terms with a lot of people in the newsroom, so people
came up to me and talked to me a lot. Now People are a bit reticent to reach out to me and
just like chit-chat and talk or even come by me. To the point where I often see that they see
me and they kind of avoid me. And I think it's because... The position... They're just like... I
hope I didn't do anything wrong. I hear this a lot. Sometimes I just reach out to somebody.
To ask a question about something. Or even just to say hello. It's like... What did I do wrong
now? Why are you calling me? Or people have said... My heart started to beat. I'm getting a
phone call from the public editor. I get tense. So that's kind of a bit of a downside. And I
know that when Cathy English... When she was public editor... And I'd see her walk near
me. I'm like... We had a joke. We used to call her the... The grim reaper. Because it was
like... Bad news. Here comes something awful. And then oftentimes she'd just walk past.
And it's like... She wasn't coming over to talk to me about something I did wrong. So there
is that sort of little bit of a downside. The upside so far outweighed. I mean, it's a great job.
Money is great. I'm in management. | have a lot of autonomy. I have a lot of authority. I feel
like... I have a role in the standard of the newspaper. I can actually help improve it. Make it
better. Make it more accurate. Make people trust the star more. I can actually have a role in

that. Which is great. Make it a really credible newspaper. I can play a role in that.

Do you think it's better to hire an internal or external worker for this position?
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We never had an external, so it's hard for me to judge it. I don't know how that would even
work, but I would say that it works best when it's somebody that's inside, but independent,
so you're not involved in the day-to-day news gathering. That's not your role. I'm part of the
star culture. I grew up through the star. I worked at the star so I know how the place works.
So I have a lot of institutional knowledge. And that's really... An amazing thing, I think. It's
a benefit. And it's good that I'm in... I can work with... Journalists trust me. They know that
I've got good chops. I'm independent but I'm still kind of fighting for the paper. That's a good

position to be in.

Priloha €. 15: Rozhovor s Arjenem Fortuinem, 16. ¢ervna 2023

What was the reason for establishing this position at NRC?

I think about 20 years ago we had an ombudsman for a few years. Then, 10 years ago, they
decided to install a new permanent one. And the idea was really giving the readers of the
newspaper more transparency and also the possibility to complain to somebody who was at
least somewhat independent, when people feel the need to complain. And also because the
ombudsman the newspaper had 20 years ago was really an outsider. That was somebody
who had worked for other newspapers and then became the ombudsman at NRC. And then
people saw him so much as an outsider, the journalist here, that he didn't have that much
impact on the debate and the conversations that the journalists had here while doing their
work. Then they decided that if they take somebody, who is actually just from the newspaper
itself. I've been working for NRC for 25 years now. So they thought in that case, if it's more
a journalist from our own community that might stimulate the internal debate more. And
also that stimulated the debate and giving more views on our journalism both in the paper
and in the newsroom were among the main ideas which led to establishing the ombudsman

function.

If I'm not mistaken, you're serving this position since 2021. Am I right?

Since 22. I started last September.

Can you describe me your daily agenda?

I have a weekly column in Saturday's newspaper, so usually in the second half of the week

I'm mainly occupied with investigating what I have to investigate for that article. So talking
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to people from outside, talking to colleagues and writing. The first half of my week is more
dedicated to the letters that people have written to me, either complaining or just informing
the newspaper about this and that. And also because once a week there's an issue that I write
about in my weekly piece. But of course very often I just walk up to a colleague and say,
well, I got this letter from this person who says this and this is wrong with your article. What
do you think about it. And I answer them or sometimes they just an article. So the visible
article is only part of my work. So in large part, especially after the weekend, I'm occupied

with answering emails.
If you're talking about your column, who decided to create a column at NRC?

That was the Editor-in-Chief Peter van der Meers about 10-11 years ago. So he decided that

the column needed to be a part of the way NRC is transparent about its doings and motives.
So the main goal about your column is to show more transparency?

Yeah, to show readers what we're doing and for all my colleagues to explain why they've
done what they've done. And for me to make an independent judgment about whether what
they've done was right. Because in an organizational sense, I have an isolated position. I
have no other role in producing the newspaper.So the idea is that I really look from the
outside and then think, well, this was well done. We also have a code, the NRC code, where
our editorial ethics are laid down. And there I look at that while making my judgment and

explaining why I think that something has gone wrong or right.
Does the Editor-in-Chief have a say over your column?

No, we have an agreement that [ show it to him before it's being published and then of course
he can say whatever he wants, but he doesn't have the power to change anything in the
column. And he can ask me, could you please make that adjustment because this is not true,
this is not right. Whereas all the other articles in the newspaper, if there's a conflict between
the Editor-in-Chief and the journalist, the Editor-in-Chief has the final say. But for the

Ombudsman column, it's the other way around.

Thanks for making it clear. I just wanted to be sure. How would you describe your

position?

It's a somewhat strange position. Also because five years before I was an Ombudsman, I was
a television reviewer of the newspaper. So I spent about five years in front of my own

television at home. So for me, it was also really coming back to the office, to the newsroom,
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where I hadn't been for five years. And the strange thing about the strange position of the
Ombudsman is that in a sense he's almost more than anybody part of the organization.
Because I write about the organization and our journalism. But on the other hand, I'm also
really an outsider. Because the idea of my position is that I make my judgments after things
have been published. So it wouldn't be good if I would walk around advising people, well,
don't do that, or solve this in this manner. Because in the end, I need to have the possibility
to say afterwards, well, this was a bad idea. And I can't say, well, a week ago, they asked
me, is this a good idea? And I said, well, yeah, okay. But now, in hindsight, I think it was a
wrong idea. So in a way, I'm very much in the organization, but I also have to pull back all

the time.
What is the main goal of NRC's ombudsman?

I think the main goal is to serve the reader, our subscribers, to show what we're doing. And
to show that we're not just sending out information and articles and podcasts to them. But
that we're also willing to receive their remarks and their criticism. And that we're a thinking
organization. That if you write or ask something, that makes sense that we actually start

thinking. And that we then communicate the results of our thinking with you.

If you're talking about complaints from the readers, you need to strike a balance
between demanding public and defensive journalists. How hard is it to balance the

pressure of both sides?

In a way, in general, what often happens is when there has been a complaint and I've written
something about it. The person whose complaint is unsatisfied because I haven't given him
or I haven't told him that he's completely right. The journalist is unsatisfied because I've
bothered him in the first place. And if I've written about it in my article, I've sort of shown
that what he did was at least up for discussion. So often you're also, what I've heard from
colleagues, the hard part of the job is that you're always in the middle. And that you have to
be used to the fact that not everybody will be satisfied with your work all the time. And
sometimes they will be very satisfied. But it's the... In a way, it's because when people write
to Namus Manda really feel that this person in the organization, that it's going to agree with
me. And, well, yeah, sometimes I don't. And on the other, there's also part of people who
write, who just want to spread their frustration about the newspaper and don't really care

about an answer. And I do try to answer everybody as polite as possible.
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Based on what do you decide whom are you going to back up or defend? Let's say that
you have a complaint from a reader who is saying that this journalist wasn't right.

Based on what do you decide whom to give a credit?

It depends on the case. I really think that the ombudsman should take his time to have a close
look at what has happened and what the motives of the journalist were and if they were
mistaking or not. It's really hard to say something about that in a general sense. It's a very

practical job in that manner.
What sources do you consult while preparing your answers?

Mainly all sources that are publicly available. I talk to journalists in the organisation. What
I can't do is use sources that [ have access to because I'm a part of the company. I could look
up in the system who has been co-working on a certain piece or I could also get, for example,
the emails that the editor-in-chief sends out to the whole organisation. Those I cannot use
without talking about it first. In a way, I use what any journalist could use while
investigating. [ have access to all letters that people write to the newspaper. Also to the ones

that are meant to be published in the op-ed section.
How do you feel about correcting NRC staff?

It's useful. It's not always the most rewarding because most people don't really like to be
corrected. But in general, we're a very civilised organisation. Especially when the first

moment has passed, people are willing to take criticism.
Have you ever gotten into a conflict with staff because of the correction you've made?

I've had some conflict with colleagues who were very unsatisfied with my judgement. Who
really felt that they had done the right thing and that I criticised them. I've never had
problems with the management trying to influence me. From up above, I have nothing to
complain about. With the regular journalists, of course, the relationship is in a way
complicated because I have no official power. I can't tell them what to do. I can't tell them
that they have to correct this piece or that they have to decide for themselves. But the article
I write every Saturday is of course a means of power. Because nobody likes to be judged in
public. You have to find some sort of balance in that. Also in how you communicate with
the colleagues you're writing about. In my first month, I found out that it's really worthwhile
to pay a lot of attention to the communication with my colleagues. Not to tell them who I'm

talking to, what I'm thinking about, what my first intuition about the judgement is. And then
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to take them more or less step by step through the process. Because otherwise they can get

really afraid.
Can you recall the last complaint you received from a reader? Just a practical example.

The complaint I had, I'm writing about this week, was about a conflict in the university in
the Netherlands. Which was about a teacher who said it was almost impossible to work there
because of the censorship of the whole woke culture that was inside the university. But he
had also a busload of personal conflicts with his colleagues. We had written an article that
started with a big outline of his complaints about the university being too woke. In the second
part, you read that he had been in personal fights for years with many of his colleagues.
There were people complaining about that. They said, why are you giving this man the
opportunity to complain about wokeism? Whereas it's clear that he's in trouble because he's
just screaming to his colleagues, which is an entirely different issue. So that's what I looked
into this week. And I concluded that indeed in this case it would have been better to search
for a different balance in that article. Because it started as an interview and in the second

part you started doubting about how credible the person being interviewed was.
Do you perceive yourself as the reader's advocate or the newspaper's ambassador?

Essentially more the reader's advocate. Although probably most readers will think of me as
a newspaper's ambassador. It depends. I think when I'm talking to the journalists here, in a
way I'm the reader speaking. Or at least the person who passes on the message of the reader.
And when I'm emailing with the outside world, I'm obviously perceived as the ambassador
of the newspaper. But in a way I really have this double function. It's both in different

situations.
How many readers contact you on an average yearly?

It really depends on how many controversial stuff there have been in the newspaper. But I

think I get about 50 serious letters a week. So that would be like 250 a year.
What is the most common way of contacting you?

Email. By far. Sometimes people tag me on Twitter. And very rarely I receive a letter on
paper. But really most of it is email. And we have the possibility to leave a message or
reaction to my weekly article online. So there also I sometimes pick up stuff. But email is

by far the most important.

Do you reply to every reader?
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I try to. So in practice I probably reply to 90% of them.
Do you reply to them with a standard reply or maybe with the personal one?

I try to make it as personal as possible. Sometimes when there is something that 25 people
have complained about, I do make some sort of standard sentences that I paste into every
answer. But I try not to send the loose answers. I try not to send answers that are noticeable

sent to a whole bunch of people.
What issues are being most complained about?

Most complaints are about, in a sense, almost always there is something behind saying that
people think that the paper has some sort of bias in its reporting. That means either people
say that we are too left-wing or that we are too conservative. And often within those remarks
come interesting observations about our journalism. But what really struck me after doing
this work for a few months is that so many people were writing from some sort of ideological
perspective. Or assuming that what the newspaper was doing was being done from an
ideological perspective. So there are less than I thought there are letters of people who are
saying, well, my view of good journalism is this and this and this. And I think you are not
living up to your standards in this respect. People do write that, but then they write it. And
that shows that you have prejudices towards this group or that group.So people really frame
a lot of their criticism in ideological remarks. That really binds a lot of them together. And
that smaller group of people who have been in the paper and are dissatisfied with the way
they were quoted or the way they were being portrayed. They also turn to me for complaints

and remarks.
What do you consider as the biggest advantage and disadvantage of this job?

The biggest advantage for the organization is to, in a way, to keep talking about journalism
and journalistic ethics. And to give some sort of bedding or to direct a lot of the discussions
that usually are being held by the coffee machine. And in small groups, if I notice them, I
can also make them into a theme in my piece. And I think that really helps the organization
also. Of course, it happens often that a group of the journalists is dissatisfied with an article.
Another group is not. And then everybody is looking to the editor-in-chief, who generally
tends to defend what has been done. And then there is this third party, being me, that can
sort of reopen the discussion. And also give some air to frustrations that might exist. So I

think that's where the Ombudsman function for my colleagues has most worth.

And what's about the biggest disadvantage, if you find some?
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Well, I think the disadvantage for the organization, there isn't really a disadvantage. I think
it's really good for everybody to have criticism. For the Ombudsman itself, all my colleagues
say that it's a lonely job. Because you have to maintain some sort of distance to everybody
else. And especially when you're making some sort of judgment, it really has to be your
judgment. You can't go walk around and ask people what they think and then decide with

the majority. So in that way, it can be a lonely job.
Do you think it's better to hire an internal or external worker for this position?

I think it depends a bit on how tight your organization is. I think here at NRC we have a bit
over 200 journalists. And we have a relatively common idea about what sort of journalism
we want to make. And I think that it's really good to have somebody who has originated
from the paper itself. Who knows what the traditions of the newspaper are. And you can try
to use that while judging them. I think with the Ombudsman for a larger organization like
public broadcasting companies. They are so big and they often have so many different
groups with different ideological ideas. That then it might be better to have an outsider. But
then automatically the weight of the function shifts towards the really public part. Then you

have less of a role of stimulating the debate in the organization itself.
What do you consider as the main effect of your function?

I think both journalists and public thinking about journalism and about what good journalism
is. Help people, stimulate people to think for themselves. And to talk about it. I think both
the dialogue between journalists and the public is very healthy and necessary.l think my

function helps to stimulate that.

And the very last question just to make it clear. You were saying that you were coming
from inside of the newspaper. Can you tell me more about your journalistic

background?

I started working for a university newspaper. Then I came to NRC where I first was an editor
of the book supplement. And then a television reviewer. And now I'm an ombudsman. I
spent 15 years at the book supplement. 15 years, really? Yeah. And we have something
called the Redactierad which is a small board of journalists. Who have been elected by the
other journalists in the newspaper to talk to the editor-in-chief on current issues. And I was
on that board for 5 or 6 years. So that means that people already knew that I had opinions

about stuff happening in the organisation.
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Priloha ¢. 16: Rozhovor s Edwinem Kreulenem, 13. ¢ervna 2022.

What was the reason for establishing this position at Trouw Newspaper?

In 2014 we found out that one of our journalists could not account for the sources in 126 of
his articles, it was unclear if these sources really existed. Trouw had to withdrew these
articles. The journalist was fired and the chief editor decided to install the ombudsman who

would give an account on journalism every week. I am the second one, since 2019.
How did you find out that this journalist's sources weren't accountable?

It was discovered by several of his colleagues. These colleagues got suspicions on some of
the articles and at first they were reluctant to share it. But then they shared it with each other
and they shared it with some of the management and then it was found out it was a structural

problem.

Has any journalist made the same mistake after the ombudsman position has been

established? I'm not talking about the amount of unreliable sources but the base.

The question is, if we have discovered the same mistakes after the ombudsman was installed.
So far not. But I have to add that we have installed the ombudsman some extra policy against
these faults. And the policy is that every so-called anonymous source has to be accounted
for. So the journalist has to give the real names to the management and the management can

check if these people really exist. And it happens. Not always but these checks happen.
What is your journalistic background? Are you coming from the inside of the
newspaper?

Yeah, I've worked like 23 years as a reporter and as a head of one of our sections. So my
background is journalistic. I think that I would almost say this position requires a journalistic

background because you have to know how journalists work.

What were your expectations when you took this position after the previous

ombudsman?

Oh, that's a good question. My expectations were, for me, it was a good chance of getting
finally contact with the readers because as journalists we don't have much contact with our

so-called clients, the readers. And I always loved this contact with the readers but I never
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had time with it as a reporter. So [ was expecting to get more contact. I did. I was expecting
that I could say something about the quality of the newspaper because I think that the quality
of journalism today really is a question. That was what I was expecting and I was as well
expecting to lose some friends in the newsroom. And luckily I haven't lost many but I have
lost some. Some of the contacts with former colleagues are not so, how do you call it, they're
not so overtly sympathetic anymore. So you lose some, I don't know the English word for
it. No, you lose some of the easy contact. Because nowadays when I have contact with a

colleague, there's always this chance of me investigating his or her work.
Why do you think it's important to have a contact with readers?

Well because as journalists we develop practices. We say this is a good article, this is a good
headline. This was well balanced. But we always assume that the readers think it's okay, but
we don't know for sure. Especially 10 years ago we haven't got an idea what the readers
really thought about our work. And that's one factor. And the other thing is that I think that
as many organizations, the newspaper is not so much trusted anymore by the readers, by
people. And I think that's partly a good development. Because it's healthy to have some part
of healthy distrust of the journalistic work. Especially in the newspaper, like 20 years ago it
was written down, so it was the truth. Well, these days people start to think more by
themselves. So they question things. Is it true, is it not true? And it's good to talk to the
readers about that. And again, what I really like is that the reader is a human being. So I'd
like to have contact with human beings. Because when you're reporting, of course you have
contact with human beings. But for a big part you have contact with organizations,

politicians, official reports, etc.

What is the purpose of your column?

The goal of the column is to give all the readers an account of how I'm working.
Why did you stop giving answers on their opinions?

When I started this position, I gave everyone an answer. But now I stopped doing that. So I
don't give I don't give answers anymore to people who are just giving big, big opinions
which have nothing to do with our factual journalistic work. That's what [ mean.

Ifit's a three-year position and that's your fourth year have you been re-elected? I have

a second term.
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If you're talking about readers and your four-year-long mandate, how has the

communication with readers changed?

I think that a group of traditional readers who write mails is becoming smaller. And
sometimes I don't like it. Sometimes I see people giving their criticism on Twitter very
extensively. And I write to them direct mail. And they say, well, of course, I was a bit
exaggerating. So it's that's maybe some some changement. The other changement is me
because when I started this position, I had the idea I'm going to be friendly and I'm going to
reply to every reader who is writing, mailing, twittering, etc. But some of the readers are
very consistently insulting. That's one group. And the other group is a group which just is
sending me large opinions. You say like the Russians are much more better than the
newspaper implies. And then they give the sides and other so-called evidence. And I I start
to stop answering this one. So I think I've become a little bit less friendly to readers who are

not so friendly to me.
Can you describe your daily agenda?

I combine my function with the selection of reader's complaints, as well as on social media
such as Twitter, and of course the newspaper and site itself. I collect complaints and mail

my answers. Weekly I select one of the complaints for my weekly column on Friday.

What made you decide for this option? Because you're the second ombudsman, who

inspects the readers complaints on social medias.

In my mailbox it is a specific group of readers of our newspaper and I this it's good to look
for criticism from the outside. And social media are, of course, a bit exaggerating everything.
But that doesn't mean that you cannot find good criticism there. I have a social media
network myself. I try to follow people, who are interested in journalism. So, if they make
some remarks, I'm looking at those remarks. So mainly my goal is to broaden my circle of

criticism. And I'm looking for criticism from the newspaper.

Don't you think that social media puts you in a position when you need to defend your

newsroom more?

I think the idea of social media and especially Twitter is more and more a bit of an
aggressive, defensive thing. But I have the opinion that when people are aggressive, they
have some emotion behind it. And a lot of times they might have good criticism. A lot of
times. Often not. They are just insulting the newspaper. They have no arguments. But some

of the readers have good arguments.
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How would you describe your position?

Under special rules I am independent, no one can alter my column and no one can fire me

during my term of three years.
What are those special rules that make your position independent?

I think a very important rule is that no one can change my column. No one can change the
text. That's a very important thing. I would advise every ombudsman to make that
arrangement, because I know other ombudsmen, who had other agreements but sometimes

the editor could change the text. And that's really very that doesn't make you independent

doesn't make you independent anymore. So that's one rule. And I think the other rule, which
I really like, is that I have a term of three years and no one can sack me as an ombudsman
or put me into another position. And I'm not saying that our management is very aggressive
or is trying to sack me but as a starting point it gives you a good independent position. You
know that for three years you can do this work and you don't have to worry I'm being put

into another position.
What is the main goal of the Trouw Newspaper’s ombudsman?

To answer to readers complaints, to give insight in how the newspaper works (transparency)

and to remember the journalists of ethical rules.
How do you serve the reader’s needs?

The most important is to give them serious attention, to investigate their complaints, to bring

their points of view under the attention of the journalists with my own recommandation.
You need to strike a balance between demanding public and defensive
journalists. How hard is it to balance the pressure of both sides?

Being a (somewhat) defensive journalist before I had to get used to this balance. My tactic
is to take a step back and to analyse: at what point is the public right, and at what point I
have to defend the journalist? This remains a challenge, but is also an interesting aspect of

the work.
Based on what you decide, whom are you going to defend?
The one who is right in my eyes. Usually both sides have right.

What sources do you consult while preparing your answers?
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Apart from the readers information, I interview the journalist involved (not only writers but
editors too), I consult our Manual which has an ethical paragraph. If needed I consult some

extra information on the topic involved, for instance scientific/expert reports.
How do you feel about correcting Trouw Newspaper’s?

After four years it still feels a bit odd to correct journalists who usually work very hard with
good intentions and who can be fiercely and dishonestly criticized on social media and by
some politicians. But since every one make mistakes, especially under this growing pressure,
it feels like a correct en rightfull thing to correct. Often it lead to interesting talks about how

journalism works or should work.
Have you ever gotten into a conflict with the management or workers because of
your corrections?

I get into such a conflict once a month, but usually it is a small matter. And fortunately at
Trouw the journalist accept my position, they say 'I still don't agree with you, but you decide'.

Only once a year there is a larger conflict.

You said that you get into a bigger conflict with the staff once a year. What is the

reason?

How do I state it? In our newspaper we have two branches. There is the management, which
is responsible for all our journalists. And we have the ombudsman, who is responsible for
the ethical work of journalists. And sometimes these things collide a bit. Because as an
ombudsman I write about a journalist, who ethically is not so very well. It can touch the
position of the journalist. And sometimes the management doesn't want that position to be
touched. They say like, well Edwin, you're writing on this colleague. But look, this colleague
is so very good. He or she works very hard. He is young, so he still has to learn something.
Better not write on him or her. But as an ombudsman you have to say, I'm sorry, I write
about it. Or vice versa. Like a colleague who is leaving because of his age in some months.
Say, wow, why would you write on him or her? Because he is leaving anyway. Say, well I
don't care. For me the ethical behaviour is relevant. So I think the bigger conflicts have to
do with that dilemma. And there is another dilemma. Some of the journalists don't accept
that they make mistakes. And if you don't accept that you make mistakes, your contact with

the ombudsman is not very friendly. But I have to say, this is only a very small minority.

So the bigger part wants to work on themselves?
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Yeah. Sometimes they say, well thank you for this criticism. It gives me a chance of making
my work better. I have to say, in my opinion, some of the young generation is good with
criticism. Whereas another part of the young generation tends to think that if they make one

mistake, then they are totally rubbish. So I don't know if I'm clear on this point.

Do you perceive yourself as a reader’s advocate or a newspaper’s ambassador?
Halfway.

What is the reason?

Well, because in my experience there's often a big gap between the readers and the
journalists. The reader sometimes does not understand journalistic works, whereas the
journalist says well, I'm writing it, so the opinion of the reader is not important for me. So I
think in my experience I have to do two tasks: one task is simply explaining, how the
journalism works and then, for instance, we have interviewed a politician and the readers
say well, why haven't you put some critical questions with criticism on this and this subject
and then I say well maybe next time, but this time the interview is focusing only on this
point, so this is explaining journalism, that's my one task. Whereas, on the other hand, I have
to say to the journalists, well you have to understand that if you write some things down in
a certain way, readers can have an interpretation of that you are partisan or that you have not
asked the other side, there is no balance in your article. In my experience I'm standing in the

middle and I have to do both tasks so that makes me think [ am in the middle.
How many readers contact you on average yearly?

Around 1000.

Do you reply to every reader?

If there is a question in it for me, I do. If there is a question for another department (notably
the delivery of the paper) I reply the reader that I have forwarded it to that department (and
I forward it). If it is only a one-side opinion send to a large amount of people, I do not

answer.

What is the most common way of contacting you?
Email.

What issues are being complained about the most?

Partisan journalism, journalist 'blowing up' small questions, delivery problems.
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What is your position in the newsroom?

I work in the newsroom, I work together with the Opinion Editor for the readers letters, but

for the ombudsmanswork independant.
You said that you work with the opinion editor. What kind of cooperation is it?

It's a bit special, because I do an ombudsman for three days a week and the rest of the week,
I have to do other tasks, because we are a bit of small organization with something like 80
journalists, so we have decided that one day of a week I select the letters from readers for
the opinion section in our newspaper and in that way, I work together with the head of the
opinion section. As a matter of fact, one day, she is my boss, because it's her responsibility
but the other three days I'm like independent but I work together with her team and for
instance when I have an idea for a column, I can discuss it with her in her team, because
ombudsman is a very lonely position and for me it's good to have some social activity to

have some counterparts.
What do you discuss with them?

I decide, what the column would be about, but sometimes I ask them, what are their opinions
on something, can they remember, if this subject was earlier, so a bit of getting ideas and
making a selection because as an ombudsman I have sometimes have 4 or 5 ideas and I

might ask them what is in their opinion the best idea.

Does the editor in chief have a say over the column?

No.

Do you think it’s better to hire an internal or external worker for this position?

An external worker would be a bit more independant but the bigg advantage of an internal
worker is that he/she knows the organisation, finds more easily the points where things went
wrong and could be done better. And an internal worker, workin in the newsroom, if fed by

tips from journalists.
What do you consider as the biggest advantage and disadvantage of your
position?

Biggest advantage for the newspaper is transparency and quality, I don't know a
disadvantage. Biggest advantage for me is contact with readers, biggest disadvantage is the

loss of the chance of reporting, of going into the world.

181



What is the main effect of your function?

Keeping readers satisfied in a time of growing criticism on journalism, criticism that is in

some part very dishonest but in some other part very understandable in my experience.
What do you mean?

By the last part I meant that it's good that readers have critical questions from our journalists
and I think journalism is a bit in danger, because of the changing society. For instance, we
have a small organisation with a lot of tasks and we have to do more today: not only the
newspaper, but the website as well as the app, etc. So, there's a lot of time pressure and when
you make time pressure, there is a chance that the journalists make mistakes, so it's good
that readers see those mistakes. I don't know, how it is in your country, but in the Netherlands
we have some politicians, who are constantly complaining about the media, so when you
write an article that they don't like, they not only say that you're wrong, but they say, well,
you are being, etc and this is very damaging thing. I'm very worried about that. The other
thing iare young people. It is not clear, if they want to pay for quality news and this is very
obvious that they don't read the newspaper, so the big economic question for newspapers is

will they pay for our website in some years and will we survive that's yeah that's a big worry.

182



