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Meeting Date: April 13, 2011
Location: Citizenship and Immigration Services Ombudsman's Office 

Attendees (Name, Organization):
Wendy Kamenshine, DHS-CIS Ombudsman, COFO Chair
Joyce DeMoss*, TSA, COFO Membership Coordinator
Virginia Behr*, FDA/CDER, COFO Secretary
Noreen Kinnavy, IBB, COFO Secretary
Monique Bookstein*, FBI

Vern Hill, FMC
Francine Schlaks*, IRS

Gary Branham*, IRS

David Michael*, NIH

Barbara Malebranche*, OPM
Salomon Chiquiar-Rabinovich*, Census
Marcia Larkins*, FDA/CVM
Laurie Lenkel*, FDA

Howard Balick*, FDA/CBER

Brian Thomson

Bill Maurer, HUD

Dennis Lazzar*, EPA

Tangita Daramola*, HHS
Shayna Plummer*, OPM
Peggy Matthews*, HUD

Carlton Speignt, HHS

Edwenia Douglas, CIS Ombudsman

Jerry Holloway*, HUD

* denotes on the telephone
Agenda/Topics at a Glance:          
1. Introductions

2. Highlights from IOA Conference 
3. COFO Website and update on the Document Library
4. How do you interface with the Union as an ombuds?

5. How do you demonstrate the effectiveness of an ombuds office, aside from using visitor surveys?

6. What does the ombuds do at…-TSA?

7. Update on the Interagency ADR Working Group 
8. Upcoming Conferences/Trainings 

9. Announcements/Miscellaneous
Discussion:
1. Introductions 
2. Highlights from IOA Annual Conference, April 1-3, 2011, Portland, Oregon
A pre-conference workshop addressed the issue of bullying, particularly the importance of focusing on the problem and not the person.  A good reference book on the topic is listed in the addenda to the minutes.

Tom Kosakowski was elected as the new IOA president.  He was invited to join the May 2011 COFO meeting.

3. COFO Website and update on the COFO Document Library
By May 2011, COFO should have some sample documents for ombuds offices, such as brochures, annual reports, position descriptions, Q & A's for establishing an ombuds office, etc., posted on the website.   The COFO website manager at the Department of Education will add a special "resources" link for the materials.
For the long term, COFO needs volunteers to work on the website design and content (www.ombudsman.ed.gov/federalombuds).  Please email Wendy at Wendy.Kamenshine@dhs.gov, if you would like to volunteer or have any suggestions.
4. How do you interface with the Union as an ombuds?
Some ombuds offices have MOUs with their respective Unions, establishing guidelines for their interaction as well as requirement for providing periodic statistical data on the number and nature of issues brought to the ombuds' attention.  Unions in support of the ombuds function usually agree to the latter's involvement to intervene informally at any stage of a conflict, including grievances before they reach arbitration.  However, when regulatory avenues of redress are available, such as the MSPB, some ombuds offices decline any involvement and/or some Unions do not welcome their intervention in such matters.
5. How do you demonstrate the effectiveness of an ombuds office, aside from using visitor surveys?
"Kudos" documents quote, without attribution, emails and phone calls from satisfied customers or others who compliment the office's handling of a matter.  A special mailbox can be set up for this purpose.  Ombuds can also solicit feedback from the offices with which they frequently interact.
Statistical data can be maintained and distributed periodically (usually to management) to illustrate the number and nature of cases and issues handled. Some official reports rely on IOA uniform reporting categories.    

Some agencies establish metrics to estimate the value of an ombuds’ handling of cases which could have otherwise evolved into formal legal processes.  Metrics used to quantify such cases (i.e., sexual harassment, removal, etc.) rely on average legal costs incurred when similar cases have been brought to litigation.     

6. What Does The Ombuds Do At TSA? 
TSA has an organizational ombudsman office with four full-time staff members who handle internal workplace matters (and occasionally provide support for outside complaints).  The office reports to the Office of the Special Counselor, which in turn reports to the Assistant Secretary of TSA.  It serves 60,000 employees at 460 airports in the U.S. and its territories.  
7. Update on the Interagency ADR Working Group
COFO Executive Committee members Wendy Kamenshine, Joyce DeMoss and Scott Deyo made a presentation at the March meeting of the Interagency ADR Working Group.  They shared what COFO does and explored possible areas of cooperation between the two groups.  The Interagency ADR Working Group will feature a link to the COFO website and will place any announcements for COFO events on the ADR list serve.  The Working Group is reviewing other possible ideas and Wendy plans to share an update on this in the coming months.
8. Upcoming Conferences/Trainings
No upcoming conferences/trainings were announced.  
9. Announcements/Miscellaneous

DOD and FDA/CDER annual reports published.

FDIC is seeking a regional ombudsman to be based in Kansas City.

Decisions/Agreements Reached: none
Action Items: 
· Send any helpful links/documents, with sensitive information redacted, to Joyce DeMoss for COFO library
· Looking for volunteers to oversee content and technology/layout of the COFO website 

Minutes preparer: Virginia L. Behr/ Noreen Kinnavy
Date finalized: April 26, 2011
Addenda:
1) [Re. agenda item 2] The title of the pre-conference session was "Resolving Workplace Bullying: A New Approach for Ombudsmen" and was presented in partnership by Dr. Laura Crawshaw of Executive Insight, and Sylvie Matteau of Ethics and Ombudsman Service, Health Canada.  The bulk of the session was drawn from Dr. Crawshaw's book Taming the Abrasive Manager, How to End
Unnecessary Roughness in the Workplace. 
2) [Re. agenda item 3] Some materials that would be helpful for new ombuds:  a sample MOU for working with the union; sample charter; sample user survey; metrics/how to capture data; intake and case closing forms; standard operating procedures; articles/reference links; marketing materials (brochure, flyer, PPTs); training materials; overview explaining role of ombudsman; uniform reporting categories.
2

