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Meeting Date: January 11, 2012
Location: Citizenship and Immigration Services Ombudsman's Office 

Attendees (Name, Organization):
Wendy Kamenshine, DHS/CFPB, COFO Chair
Noreen Kinnavy, IBB, COFO Secretary

Virginia Behr*, FDA, COFO Secretary

Barbara Malebranche*, OPM, Standing Up New Ombuds Office Subcommittee Chair
Mindy Bickel, USPTO

Scott Deyo*, NGA, COFO Vice Chair
Guy Weber, TSA

Craig Cabrera, TSA

Shireen Dodson*, State 

Bill Maurer*, HUD

Shana Plummer*, OPM
Laurie Lenkel*, FDA

Francine Schlaks*, IRS

Heather Milner*, CFPB

Mike Powers*, FHFA

Sheryl Brown-Norman*, ODNI

Tom Zrubek*, DODIG

Allyson Coyne*, Federal Reserve

Liz Phillips*, FDA

Angela Smith*,FAA

Vern Hill*, FMC

Avril Sisk*, HUD

Marcia Larkins*, FDA

Patrick Naehu

Janet Fremuth, DOE
Megan Kenney, CFPB 

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

2. COFO Elections – an update
3. What Does the Ombudsman Do at…the ODNI?   
4. USOA – Federal Chapter Chair; Conference ideas for federal ombuds

5. Discussion Topic – What efforts have you undertaken to grow an existing ombuds program?

6. COFO Website Membership List – an update
7. Discussion Topic – What is the balance between independence and being part of the agency?
8. Discussion Topic – How do people reach out to the ombuds during business hours?
9. Ombuds Jobs/Upcoming Conferences/Trainings
Discussion:
1. Introductions 
2. COFO Elections – an update
COFO bylaws establish that elections for officers be held every two years.  A five-member committee was appointed and has contacted the full membership by email to explain the election process and to request nominations by January 20, 2012. Self-nominations are also accepted.  By February 1 the committee plans to announce the nominees and further election details.  Committee members are: Neal Cohen (Ncohen@cpsc.gov), Craig Cabrera (Craig.Cabrera@tsa.dhs.gov), Esther Herold (eherold@fdic.gov), Vern Hill (vhill@fmc.gov), and Carla Miller (Carla.miller@atf.gov).

 

3. What Does the Ombudsman Do at…the Office of the Director of National Intelligence (ODNI)?   

Sheryl Brown-Norman discussed the ombuds program at the ODNI which
facilitates effective coordination among the intelligence community agencies. For this initial pilot project period, Sheryl Brown-Norman is establishing an organizational ombudsman office as a solo practitioner for ODNI.  Sheryl has undertaken an outreach campaign and is using agency announcements, staff meetings, public presentations, etc., to explain the unique role of an ombudsman.  (http://www.dni.gov/)  
4. USOA – Federal Chapter Chair; Conference ideas for federal ombuds
The United States Ombudsman Association (USOA), composed primarily of public sector external ombudsmen, is looking for a new chair or co-chairs for its Federal Chapter.  USOA provides some funding to its chapters for special activities, such as hosting speakers or other relevant events.  Anyone serving USOA in this capacity is also an ex-officio member of the USOA Board, participating in its monthly meetings and providing input for annual conferences.  Membership is required ($150 annual fee).  Please contact FDA’s Laurie Lenkel if you are interested (Laurie.Lenkel@fda.hhs.gov or at 301-796-8530).

USOA is seeking volunteers and topic ideas of interest to federal ombuds for the upcoming conference to be held in Spokane, Washington.  For volunteers, please contact Laurie Lenkel; for topic suggestions, please email Wendy.Kamenshine@hq.dhs.gov or Kristie.Hirschman@legis.iowa.gov.
5. Discussion Topic – What efforts have you undertaken to grow an existing ombuds program?
Among the opportunities to improve outreach and expand the public’s awareness of the services of external ombudsman programs, suggestions included:  maintaining a strong website presence; engagement at meetings and teleconferences with relevant professional associations; and a specialized call center for efficient vetting of public inquiries (whether to an ombudsman office or elsewhere).  Blogging and social media offer additional means to identify areas of concern or to engage directly with an ombudsman office.  Before attempting any significant expansion, sufficient personnel and other resources need to be considered so that existing customer service is adequately maintained.  If you have additional recommendations, please contact Mindy.Bickel@uspto.gov.

6. COFO Website Membership List – an update
The COFO website, hosted by the Department of Education, is being updated.  A list of contact information will be circulated to members through the COFO listserv.  Please confirm the accuracy of your office information as well as what portions of your contact information you would like available through the public website. Once completed, the COFO and ADR websites will post links to each other’s websites.
7. Discussion Topic – What is the balance between independence and being part of the agency?

The issue addressed was an ombudsman’s independence and its implications in interacting with the public on behalf of the employing agency.  Organizational ombudsmen – given their focus on internal workplace issues – generally do not deal directly with outside parties or officially represent the agency on any issues beyond their particular role as ombudsmen.  External ombudsmen, particularly those established by statute, frequently have requirements for public reporting and accountability on behalf of their agency, i.e., testimony before Congress, publications, and responses to press inquiries, as appropriate.  The differing standards relate to the particular function of each ombudsman office and/or as defined in charters or statutes. 
8. Discussion Topic – How do people reach out to the ombuds during business hours?
The principal means of contact with an ombudsman office vary widely, from email inquiries to phone calls to personal visits.  Blogs and special websites (such as IdeaFactory) can also be utilized to identify issues of importance.  Offices that have a disperse clientele frequently rely on phone and email communication to ensure availability across time zones.
9. Ombuds Jobs/Upcoming Conferences/Trainings
Ombuds Jobs:  No recent announcements of ombudsman jobs   

Conferences:  IOA (http://www.ombudsassociation.org) to hold annual conference April 13-18 in Houston, Texas

Trainings:  An ADR Master’s candidate from Pepperdine University would like to participate in a two-week long “externship” in completion of her thesis. Please contact Wendy Kamenshine if you are interested in hosting the student.  It is an ideal opportunity to introduce the federal ombudsman profession.

Decisions/Agreements Reached: none
Action Items: 
· Contact Laurie Lenkel if interested in chairing or co-chairing the USOA Federal Chapter or if you would like to volunteer to participate in the planning of the next USOA annual conference (Laurie.Lenkel@fda.hhs.gov or at 301-796-8530)
· Contact Mindy Bickel if you have additional recommendations on outreach strategies (Mindy.Bickel@uspto.gov)

· Contact Wendy Kamenshine or Kristie Hirschman if you have topic suggestions for the next USOA annual conference (Wendy.Kamenshine@hq.dhs.gov
or Kristie.Hirschman@legis.iowa.gov).
Minutes preparer: Noreen Kinnavy / Virginia L. Behr
Date finalized: February 3, 2012
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