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Coalition of Federal Ombudsman

Wednesday, October 11, 2006

U.S. Department of Education

Federal Student Aid 

830 1st Street, NE 

Washington DC
Minutes

Attendees:

Joseph Ganci

DOL/OIG





Michael Turpenoff

ED/FSA

Marcus Martin

POP





Melissa Lewis

ED/FSA

Isiah Dupree


ED/FSA

Edith Barton


ATF

Coalition of Federal Ombudsman President, Joe Ganci called the meeting to order at 1:05 p.m.  The July 20, 2006 Meeting Minutes were approved.
Discussion Topics:

A. CFO Website

1.
CFO Meetings 2007:

Joe Ganci informed the members that CFO Meetings will be held on Wednesdays on the following dates during calendar year 2007:

· Jan 10 

-   Jul 11

· Mar 14 

-   Sep 12

· May 9 

-   Nov 14

Mike Turpenoff will make reservations for the room and post them to the website.

Mike Turpenoff mentioned that a cosmetic review of the FSA Ombudsman extranet was going to be conducted.  He did not anticipate any change to content, but would keep members posted.

2.
Edith informed the coalition members that the U.S. Mint had recently selected a new Ombudsman and that OPM was considering creating an Ombudsman position.  Members discussed outreach techniques that the coalition could use to welcome and support new Ombudsman.  It was decided that Joe Ganci would contact the new members and offer assistance.  Joe discussed the retirement of previous coalition members and the fact that Retha Fillmore and Ella Wheaton had not been replaced within their organizations.

B.
CFO List Serv Pilot  (mailto:CFOListserv@verizon.net)

Joe Ganci informed the coalition members that he had created a new CFO List Serve database.  He would launch a Pilot Program with the members present at today’s meeting to determine its sufficiency prior to implementation.  Here are some of the commands that the software will process:

· To subscribe, send a message to the CFO Listserv with the subject: SUBSCRIBE

· To Unsubscribe, send a message to the CFO Listserv with the subject: UNSUBCRIBE

· To send an e-mail message to all CFO members, send a e-mail to the CFO Listserv.  Attachments can be included.  (The software has a problem sending HTML e-mail using Outlook, found in MS Office.  HTML e-mail should be sent using Outlook Express (Usually given free with new computers), any other e-mail program or make sure you send the message in a text format when using Outlook.)  

The CFO Listserv will be used to distribute these minutes and future communications between the CFO and the members of the CFO.

C.
Developing Ombudsman in Other Federal Agencies
Mike Turpenoff created a guide entitled “A Model for Developing an Ombudsman Program”.  The guide is specific to Ombudsman Principles and Standards.  Mike will distribute the guide to coalition members for comment.

Melissa recommended that CFO reach out to the “Acquisition Ombudsman” and invite them to participate in CFO activities.  Mike Turpenoff stated that FAR requires appropriated agencies to have “Contract Ombudsman”.  Joe Ganci mentioned that he has expanded his Ombudsman role within DOL/OIG by becoming the contracting Ombudsman for the agency.

D.
Recent Conferences
1. Joe Ganci attended the Mid Atlantic Ombuds Meeting, Aug 4 in Princeton, N.J.  He will share a copy of the agenda with the group at a future date.  He indicated that the meeting was an informal, facilitated discussion of general issues.  He stated that the informal format works well in small groups and recommended the coalition consider using a similar format at the annual conference.

No members present attended the Federal Dispute Resolution Conference, Aug 20-24 in San Antonio, TX.  

2.
Mike Turpenoff and Debra Wiley attended the USOA Conference, Sep 12-15 in Des Moines, Iowa.  Some of the topics discussed were:

· Ombudsman statutes/management mandates

· Ombudsman strategic objectives

· Policy/Procedures Manuals

· Character

· Apologies

More information can be found in the FSA Newsletter, “Ombudsman News” or by contacting Mike Turpenoff at (202) 377-3800.

E. Future Training Opportunities
1. Melissa recommended that the annual conference be moved to a warmer month in an effort to increase participation.  Members concurred and Joe decided the conference will be held the second Wednesday in May 2007, May 9; in lieu of the regular meeting.

2. It was noted that the International Ombudsman Association 2d Annual Conference will be held Apr 11-14, 2007 in St. Louis, MO.  

3. Dealing with Anger in the Mediation Session: The Federal Interagency Sharing Neutrals Program, Tuesday, October 26, 2006, 12:00 p.m.-1:30 p.m., Securities and Exchange Commission, Room 6000.  See: http://www.adr.gov/a.htm
4. Cross Cultural Communication and Negotiation, The Inter-Agency ADR Working Group, Workplace Section, Thursday, October 19th, 2006 Noon - 1:30, U.S. Department of Energy, 1000 Independence Ave, SW, Room GJ-015, Washington, D.C. See: http://www.adr.gov/a.htm
F. IOA Article for Newsletter

Joe Ganci was asked by IOA to develop an article on “Development of the CFO and IADRWG Guide for Federal Employee Ombudsman”.  Not many attendees to the IOA’s Princeton conference knew of this guidance.  Because it is provided on the US Department of Justice’s Interagency ADR Workgroups website, it may have a greater degree of acceptability or authority.  A copy of the guide can be found at http://www.adr.gov/pdf/final_ombuds.pdf.

G. Database Categories Workgroup

The International Ombudsman Association will be posting a Database Categories worksheet to the IOA website, asking for Ombudsman to report activity by the database categories.  The results will be presented at the IOA Conference in April 2007.  Joe Ganci and two other committee members are on the agenda to make a presentation.  

The plan is to segment the results into 4 categories; (1) corporate; (2) education; (3) government; (4) international.  Joe stated that in a recent pilot it was interesting to note that issues across segments were similar.  There are plans to benchmark the results annually and use the results to conduct training on how to handle the issues.   More information can be found at http://mysite.verizon.net/vzepuauu/.

H. Other

Joe welcomed Isiah Dupree as a new member to the CFO.  Isiah is working with the Department of Education Ombudsman’s Office in the Executive Potential Program.  Melissa Lewis is also currently participating in the Executive Potential Program where candidates participate in rotational mentoring assignments to other federal agencies.  A recommendation was made that Ombudsman may benefit by swapping assignments with Ombudsman in other agencies on a temporary basis for professional development.

Marcus Martin summarized his strategic plan for the Bureau of Prisons.  He recently met with the Warden and the union president in a Colorado prison and plans to visit Petersburg, VA this quarter to continue his outreach.

I. CFO Meeting Adjournment

Coalition of Federal Ombudsman meeting adjourned at 14:20 p.m.

J. Next Meeting

CFO holiday luncheon will be held in lieu of the next scheduled meeting, 13 Dec 06.  Additional information to follow.

 

If you have business items for discussion, please send them to Joseph Ganci, USDOL, OIG's Ombudsman at ganci.joseph@oig.dol.gov or call 202-693-5179.

 

Hope you can be there!
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September 2006

rouhlesome Twins

USOA Conference

Reluctant/Reticent - People have the
notion that reluctant/reticent are
synonymous. “Reticent means quiet or
silent. A person who doesn’t contribute to a
conversation is reticent. “Reluctant” means
not eager to do something. The witness
wasn’t “reticent to testify,” he was
“reluctant to testify.”

2005 Robert C. Cumbow: This article originally
appeared in The Washington State Bar News, and
information from it s reprinted by permission of the
author

Fiscai Yeag-énd ﬁ;;ﬁ;é

The Federal Student Aid Office of the
Ombudsman had 2,071 more cases
(Research and General Assistance) for FY
2006, compared with FY 2005.
“Research Problem” cascs increased by
351 cases, or 8.1% over FY 2005.

FY 06 = 4,663 FY 05=4312

“General Assistance” cases increased by
1720 cases, or 16.4% over FY 2005,

FY 06=12,230 FY 05=10,510
Top Five Issues for Research Cases:

Consolidation

Account Balance

Loan Cancellation/Discharge
Repayment Plans/Amounts

‘The United States Ombudsman Association (USOA)
conference was held on September 12— 15, 2006
Takeaways (among many others) included:

1. Ombudsman statutes/management mandates should
not to be viewed as a constraint, but as a starting point;
interpret broadly to maximize effectiveness, (Andre Marin
Keynote)

2. Ombudsman strategic objectives should proceed from
the Ombudsman charter AND the overall organization's
strategic/business plan. Everything an Ombudsman does
should track directly or indiréctly to the organization's mis-
sion and goals. (Strategic Planning Session)

3. Policy/Procedure Manuals help Ombudsmen to:
o Standardize processes;
* Document the values of the office;
® Establish precedent for legal challenges; and

© Ensure continuity of functions if personnel
change. (Policy/Procedures Session)

4. Character counts! Adhere to precepts of character,
and the office's credibility and stature benefit - plus, it's the
right thing to do. The six pillars of character are:
Trustworthiness; Respect; Responsibility; Fairness; Caring
and Citizenship. (Civility in the Public Arena)

5. Apologies are powerful. Everyone, and every
organization, makes mistakes. To recognize that in our-
selves is a strength. If we are wrong, we should own up to
errors and apologize (formal or informal). Ombudsmen
can also suggest that customers consider offering an
apology, if fitting for the situation. (Power of Apology)

Default

Ombudsmen are Attending.

Individual FY 2006 reports to the guaranty
agencies will be distributed between
November and December 2006, Reports
can be tailored to your individual needs!

Kudos!...Thanks!

Kudos to Luanne Dodge, Texas Guarantee

Student Loan Corporation, for assisting a
customer who needed to consolidate and set up
affordable payments!

Special thanks o Andrea Wise, Federal
Student Aid, for writing numerous NSLDS
queries for the Office of the Ombudsman!

Federal Student Aid’s Pamela Scott attended the SkillPath
Conference for Women in Washington, D.C. Suggestions
for better communication included methods for presenting
ideas in ways that get attention;

PERSUADE

P~ Position the message (get their atiention)
E — Engage your audience

R —Realistic (is the task achicvable?)

S - Simplify

U- Universal (recognize negative feclings)
A- Anticipate

D- Develop the message (start, middle, end)
E — Enthusiasm/Energize

U.S. Secretary of Education Margaret Spellings
announced her plans on September 26, 2006 for

The plans are based on recommendations
included in the final report of the Secretary’s
Commission on the Future of Higher Education.

"There is an urgent need for change in America’s
higher education system," said Secretary
Spellings.

To help keep America competitive and provide
students and families with more information and
affordable access to higher cducation, Secretary
Spellings plans to:

+  Continue to strengthen K-12 education;
®  Align high school standards with college
expectations and increase access to

College-prep classes;

o Continue work with Congress to expand
the successful principles of the No Child
Left Behind Act to high schools;

e Implement a privacy-protected student-
level data system that would create a
higher education information system and
provide transparency and case when
students and families shop for colleges;

©  Overhaul the financial aid process and
increase need-based aid;

©  Redesign the Department's existing
college search website o answer basic
questions;

®  Provide matching funds to colleges,
universities and states that collect and
publicly report student learning
outcomes; and

e Convene a Summit this spring with
representatives from the higher education
and business communities, students,
parents and policy maker groups to
address the challenges families face when
planning for college and the need for
more graduates in the workforce.

To see the report, 4 Test of Leadership: Charting
the Future of U.S. Higher Education, g0 to:
http://www.ed. gov/about/bdscomm/list/hied futur
efreports/pre-pub-report.pdf

COMING EVENTS: September 26—Decemher

International Ombudsman Assogiatiol
November 12-15: NCHELP Training
NV January 8 — 10: NCHELP Lead
Diego, CA

FSA One Day. Woxkshops on new H.ERA Grants, Various Locations October 23 —26:

1l Student Aid Conference, Orlando, FL.
Student Aid Conference, Las Vegas,
t Management Conference, San

“It's not about who's right...it's about doing the right thing!"

Distributed to the FSA Ombudsman Listserve. To join, contact Corwin.Jennings@ed.gov
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Mid Atlantic Region Ombuds Meeting

Princeton University – Prospect House

August 4, 2006

9:30 – 10:00

Registration/Breakfast

10:00 – 10:15

Introductions

10:15 – 11:30

Making a Difference:  Effectiveness and Value of Ombuds Offices




Facilitator:  Randy Williams, Redmond, Williams & Associates

11:30 – 12:00

Break

12:00 – 1:30

Luncheon Discussion – Ombuds as Conflict Specialist




Facilitator:  Camilo Azcarate, Princeton University

1:30 – 2:00

Break

2:00 – 3:30
A Network for Mutual Support:  How Ombuds Can Support Each Other and the Profession


Facilitator:  Nicholas Diehl, Princeton University

179 Nassau Street, Suite D Princeton, NJ 08544  Tel: (609) 258-1775  Fax: (609) 258-1588
� EMBED PBrush ���


� EMBED PBrush ���


MEETING MINUTES





Ombuds Office
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