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Meeting Date: March 9, 2011
Location: Citizenship and Immigration Services Ombudsman's Office 

Attendees (Name, Organization):
Wendy Kamenshine, DHS-CIS Ombudsman, COFO Chair
Virginia Behr*, FDA/CDER, COFO Secretary
Noreen Kinnavy*, IBB, COFO Secretary
Vern Hill*, FMC
Rachel Sacks, DHS-CIS Ombudsman
Eileen McCarthy*, DOL

Peggy Matthews, HUD
Bill Maurer, HUD

Greg Burke*, VA

Esther Herrold*, FDIC

Barbara Malebranche*, OPM

Francine Schlaks, IRS

Marcia Larkins*, FDA/CVM
Laurie Lenkel*, FDA

Marianne Ketels*, ATF
Neal Cohen*, CPSC

Howard Balick* FDA/CBER
* denotes on the telephone
Agenda/Topics at a Glance:          

1. Executive Committee -New Secretary 
2. How do you report feedback to agency leadership?
3. How do you receive feedback about your office?
4. Does your office have an operational manual?
5. What happens to an ombuds office in a government shutdown?
6. What Does The Ombuds Do At....? 
7. Interagency ADR Working Group
8. Upcoming Conferences/Trainings
Discussion:
1. Executive Committee -New Secretary 
Noreen Kinnavy and Virginia Behr were introduced as the new Co-Secretaries on the COFO Executive Committee.
2. How do you report feedback to agency leadership?
COFO members discussed how they report to their leadership and others (e.g. Union).  These include: 

· monthly or quarterly reports and/or meetings
· provide nonconfidential data (provide number of complaints by category) to leadership at regular intervals
· use IOA reporting categories
· discuss issues with leadership as needed when ombuds sees systemic problems or urgent issues.  

· provide nonconfidential data to Union leadership. Recommend establish MOU.
· give short presentation (using a consistent format) on a regular basis. See Appendix A for TSA methods.
3. How do you receive feedback about your office?
Surveys are most common way to receive feedback from those using the ombudsman services. Some are anonymous, others are not. Can use an independent contractor and identifiers can be removed. TSA developed statements (see Appendix A) for complainants to rate their ombuds office and uses the results for performance metrics. 
If ombuds develop or use a survey, it is important to parse out ratings on the ombuds office services as well as the results/outcome. 
University ombuds offices often have a survey online.
4. Does your office have an operational manual?
COFO members recommended drawing from the “Unified Model for Developing an Ombudsman” which is on the COFO website. No COFO members in attendance have an operations manual. It’s important to accrue some experience before trying to create an operations manual.
5. What happens to an ombuds office in a government shutdown?
It’s a matter of whether or not individual agencies have “essential personnel” -- some ombuds noted that they are not considered as such; others were considered essential during the last shutdown.  If government workers are furloughed, most ombuds offices could not function anyway. Many will await instruction from their leadership if a shutdown occurs.
Agencies normally cannot accept voluntary services, but the ADR Act authority (5 USC 583) allows for it. So, in theory, ombuds offices could continue operations voluntarily.
6. What Does The Ombuds Do At … The Office of the DHS Citizenship and Immigration Services Ombudsman? 
The Office of the Citizenship and Immigration Services Ombudsman’s Office within the U.S. Department of Homeland Security was established by statute – the 2002 Homeland Security Act. The head of the ombuds office is a political appointee. Website: www.dhs.gov/cisombudsman 
7. Interagency ADR Working Group
Some members of the COFO Executive Committee will go to the upcoming Interagency ADR Working Group to share what COFO does and explore what connection might be made with the ADR Group. Three COFO members in attendance are also on the ADR Group. Perhaps discuss how ADRA is applicable to ombuds work. Also, we can offer COFO as ombuds resource to ADR Group.
8. Upcoming Conferences/Trainings
list@adrnetwork.org is good site for upcoming training.
Decisions/Agreements Reached: none
Action Items: 
· Eileen McCarthy will send text from 5 USC 583 to the listserv
· Wendy Kamenshine will send a copy of the CIS ombuds brochure to the listserv

· COFO Executive Committee will meet with the Interagency ADR Working Group
· For those interested in joining the new ombuds office resource committee or annual meeting planning committee, contact Wendy Kamenshine
Minutes preparer: Virginia L. Behr / Noreen Kinnavy  

Date drafted: March 9, 2011 / finalized: March 29, 2011
Appendix A: responses from TSA re agenda items 2 and 3
2. How do you report feedback to agency leadership?
At TSA, we report summary information on a quarterly basis in a 9-10 page powerpoint presentation that is circulated to senior leadership at HQ and in the field.  The slides show volume received, the type of cases by volume, and a breakdown of the source (employee segment), and includes an analysis of volume compared to prior periods.  For individual situations, if a matter reported to us is particularly egregious (i.e., could diminish agency reputation, or is indicative of a larger pattern of issues, we report to the head of the agency component, with a cc to my boss (the Special Counselor) who reports, as needed, to the agency Administrator (note, the Ombudsman doesn’t report directly to the TSA Administrator)
3. How do you receive feedback about your office? 

Users of our service are asked to indicate their level of agreement/disagreement with 5 statements, using a 1 – 5 scale (1=Strongly Disagree; 5= Strongly Agree). Here are the 5 statements:

· It was easy to make contact with an Office of the Ombudsman staff member.

· The Ombudsman addressed the full range of issues and concerns I raised.
· I felt satisfied with the results.
· I am willing to use the Office of the Ombudsman again or recommend the Office to others.
· My overall experience with the Office of the Ombudsman was favorable.

Results for statement 5 are reported on a monthly basis as one of our performance metrics.
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