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Meeting Date: June 8, 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
Monique Bookstein*, FBI

Vern Hill*, FMC

Francine Schlaks*, IRS
Scott Deyo*, NGA
Linda Shewack*, FSA
Neal Cohen*, CPSC
David Michael*, NIH
Lisa Witzler*, NIH
Barbara Malebranche*, OPM, Standing Up New Ombuds Office Subcommittee Chair
Marianne Ketels*, ATF
Marcia Larkins*, FDA/CVM

Esther Herold*, FDIC
Shayna Plummer*, OPM
Richard Schmalzer, FDIC Chicago
Manny Ovalle

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

2. Report from the COFO Committee re Establishing an Ombuds Office

3. Information on Registration for the USOA Annual Conference

4. Suggestion to Establish an External Ombuds Caucus
5. Discussion Topic:  What Are Different Ways to Evaluate the Work of An Ombuds?

6. What Does The Ombuds Do At….? 
7. Annual Conference Update
8. Ombuds Jobs/Upcoming Conferences/Trainings
9. Added Agenda Item -- Federal Interagency Dispute Resolution Working Group
Discussion:
1. Introductions 
2. Report from the COFO Committee re Establishing an Ombuds Office
“Standing Up New Ombuds Office” is subcommittee name. The subcommittee started an advisory checklist/document to assist with establishing a new office. Recruited Joyce DeMoss to cross-pollinate with effort updating COFO website to include useful documents. When appropriate, Wendy Kamenshine will refer new ombudsmen to the subcommittee for consultation.
3. Information on Registration for the USOA Annual Conference
Registration is now open and the registration form is attached to the end of these minutes.

4. Suggestion to Establish an External Ombuds Caucus
Tangita Daramola, HHS, suggested creating an external ombuds caucus.  Thoughts were that an externally-focused ombuds subgroup could be of value, but COFO might not have enough people to create a robust caucus. One suggestion is to set aside time during every few monthly COFO meetings to discuss externally focused topics.  Another suggestion was to create a breakout session during the COFO annual meeting.
5. What Are Different Ways to Evaluate the Work of An Ombuds?
One challenge for an ombuds office is how to create a system that accurately measures the performance of the office, including both individual and office-level success?  How can an office measure quantity and quality?  How does an individual ombuds get evaluated in a performance plan?
Challenges include: 
· Quantity of cases does not necessarily reflect the quality of work.  
· An outcomes-based rating is problematic because the outcome isn’t within ombuds control (and shouldn’t be).
In some way, an ombuds can try to measure and assess how the ombuds office has had a positive impact on its Agency and how its work contributes to the core mission of Agency.
One agency uses job standards and behavioral standards to evaluate.  For example, is the person a role model, accomplished in his practice, etc.

Another avenue is through weekly case review to obtain feedback in a collegial process.

Harvard Law School runs the The Program on Negotiation at Harvard Law School (http://www.pon.harvard.edu/) where students collect lots of data on a specific ombuds program for evaluation. Free service.

6. What Does The Ombuds Do At The Consumer Product Safety Commission (CPSC)? 
Neal Cohen presented as the sole ombuds in the Office of Education, Global Outreach, and Small Business. www.cpsc.gov   
He is an externally-focused ombuds. CPSC has 500 employees nationwide and regulates product defects and hazards for consumer products (except food, drugs, firearms, etc.). 
2008 Consumer Product Safety Improvement Act tightened requirements for children’s products and created more need for educating businesses about compliance, so CPSC established a small business ombuds and educational group.  They reach out to manufacturers/stakeholders (often small businesses) regarding their responsibilities. They have FAQs on website, attend trade shows, conduct webinars, and publish plain English guides. The ombuds does not interact much with consumers because he focuses on the business community.  Will address compliance issues if applicable to several businesses.
7. Annual Conference Update
November 16, 2011. Planning committee had first planning meeting in May.  Location will be ATF once again because FDIC was booked. COFO members should email a committee member or Wendy Kamenshine with panel ideas or keynote speakers. Keynote speaker must not charge a fee.  We are also looking for creative ideas for the conference, so please send those along.  The Committee will inquire as to whether IOA credits can be obtained for attending the conference.
8. Ombuds Jobs/Upcoming Conferences/Trainings

Job openings: 

Senior Mediator at Department of the Interior

Dept of Agriculture, Food Safety Program ombuds – open to federal only

9. Added Agenda Item -- Federal Interagency Dispute Resolution Working Group agreed to have a liaison between COFO and IADRWG, but details need to be worked out (e.g. confidentiality issues).
Decisions/Agreements Reached: none
Action Items: 
· Wendy Kamenshine will refer new ombuds to the subcommittee for consultation
Minutes preparer: Virginia L. Behr/ Noreen Kinnavy
Date finalized: June 15, 2011
United States Ombudsman Association

2011 Annual Conference

REGISTRATION FORM
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Name 


Title 
 Organization 


Address 


City 
 State/Province 
 Postal Code 


Country 
 Email 







Phone ( 
 ) 
 Fax ( 
 ) 



Special Accommodations (Dietary or other) 




FULL CONFERENCE REGISTRATION (October 26 - October 28):
The Conference Registration Fee includes the Tuesday evening Reception, Wednesday and Thursday breakfast, lunch and breaks, the Thursday evening Banquet, Friday breakfast and break, and all conference materials.


BY
AFTER


9/24/11
9/24/11

United States Ombudsman Association Member Fee
$425.00
$475.00
$



Non-member Fee
$500.00
$550.00
$


SINGLE DAY CONFERENCE REGISTRATION: 
The Single Day Conference Registration Fee includes breakfast, lunch and breaks on the selected day (breakfast and morning break only on Friday), and conference materials for the selected day’s sessions.  The Single Day Conference Registration Fee does not include the Tuesday evening Reception or Thursday evening Banquet.


BY
AFTER


9/24/11
9/24/11

Wednesday, October 26 or Thursday, October 27:
United States Ombudsman Association Member Fee
$200.00
$250.00
$



Non-member Fee
$225.00
$275.00
$



Select day:       Wednesday, October 6             Thursday, October 7
Friday, October 28:
United States Ombudsman Association Member Fee
$100.00
$125.00
$



Non-member Fee
$125.00
$150.00
$



PRE-CONFERENCE REGISTRATION:

PRE-CONFERENCE #1 (October 24 - 25):

The Pre-Conference Registration Fee includes breakfast, lunch and breaks, and course materials.  
New Ombudsman Training (2 day course, October 24-25)  A Certificate of Completion will be given to participants who complete the course.  
United States Ombudsman Association Member Fee
$325.00
$



Non-member Fee
$375.00
$


PRE-CONFERENCE #2 (October 24 - 25):

The Pre-Conference Registration Fee includes breakfast, lunch and breaks, and course materials.  
Sharpening Your Teeth (2 day course, October 24-25)  
Through a grant from the International Ombudsman Institute (IOI), the registration
fee for the Sharpening Your Teeth (SYT) workshop will be waived for 2 persons from
an institutional member office of the IOI North American Region, and 1 person from
an associate member office of the IOI North American Region.  If you are registering
for this workshop and are eligible for the waiver of the registration fee, please check
the box below:

I am from a North American Region IOI member office and will be attending SYT

Registration Fee for all other attendees
$375.00
$


GUEST TICKETS:
Reception
 # of Tickets

 x $25.00
$

Banquet
 # of Tickets

 x $60.00
$


TOTAL = 
$


Payment: Please make your check payable to "USOA" and mail it with this registration form to:

United States Ombudsman Association, 5619 NW 86th Street, Suite 600, Johnston, IA  50131-2955

For credit card payments, mail this form to the address listed above or fax the form to: 866-411-2192 or 
515-327-5050.

MasterCard 
  VISA 
  Credit Card # 
  Expiration Date 

Cardholder Name 
  CVV2 (3 digit security number) 

Cardholder Address 


4

