
 INCLUDEPICTURE "D:\\Documents and Settings\\wendy.kamenshine\\Local Settings\\Temporary Internet Files\\Content.Outlook\\PHBDOUQ3\\images\\omb_logo_text.gif" \* MERGEFORMAT 




Meeting Date: July 11, 2012
Location: The Consumer Financial Protection Bureau and via telephone
Attendees (Name, Organization):
Wendy Kamenshine, CFPB, COFO Chair
Virginia Behr*, FDA/CDER, COFO Secretary
Noreen Kinnavy*, IBB, COFO Secretary
Barbara Malebranche*, OPM

Neal Cohen*, CPSC
Karen Leichtnam*. DC Courts

Karen Finnegan*, OGIS

Sheryl Brown-Norman*, ODNI

Rita Franklin*, DOE

Wade Boswell*, DOE

Craig Cabrera*, TSA

Sharon Asar*, TSA

Jackie Hoffman*, TSA

Carla Miller*, ATF

Shana Plummer*, OPM

Bill Beardsley*, DOL

Elizabeth Butin*, DOL

Karen Schindler*, DOL

Joanne Dea*, EPA

Peggy Gleason*, DHS CIS Ombudsman

Emilie O’Malley*, Federal Reserve Board

Heather Milner, CFPB

Amber Ostrup*, USPTO

Shireen Dodson*, Dept of State

Yolanda Swift*, SBA
Tony Smith, HHS, CFPB

Brenda Doty, FMC, CFPB

Bill Maurer, HHS

Lisa Witzler*, NIH

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

1. Introductions
2. What Does The Ombuds Do At....? Rita Franklin will share about the new Ombuds Office at the Department of Energy (DOE)
3. Discussion Topic – Do you have a records disposition and, if so, what is your schedule for keeping records? 

4. US Ombudsman’s Association Annual Conference – Suggestions for legal topics panel

5. Discussion Topic – What are good performance criteria to use for an ombuds? 

6. Annual Conference Update – Scott Deyo, Craig Cabrera 

7. Discussion Topic – What does good customer service mean for the agency and for you as an ombuds? 

8. Ombuds Jobs/Upcoming Conferences/Trainings
Discussion:
1. Introductions
2. What Does The Ombuds Do At....? Rita Franklin will share about the new Ombuds Office at the Department of Energy 
Current DOE Secretary Chu established the DOE Ombudsman’s office. The office serves the Department’s federal workforce (15,000 employees) in dealing with workplace issues.  The office identifies systemic issues across the Department or in Offices. It also created an employee resource manual.

Because of Secretary Chu’s support, the Office has direct access to Under Secretaries and is able to work closely with other related areas in DOE, including Civil Rights, Employee Assistance Program (EAP), Differing Professional Opinions program, Union, Health Clinic, Conflict Prevention and Resolution Staff, and other groups. Website: http://energy.gov/office-ombudsman 
3. Discussion Topic – Do you have a records disposition and, if so, what is your schedule for keeping records? 
As federal offices, records schedules define how long offices keep documents.. To establish records retention schedules, we work with our agency records officers and refer to NARA, which approves the records schedules.  Ombuds office  schedules vary across the federal government.
4. US Ombudsman’s Association Annual Conference – Suggestions for legal topics panel
Conference is in October 2012 in Spokane, WA. Are there any legal topics of particular interest? 

How far does the ombuds privilege go? Although there is currently no federal ombuds privilege, what protections are there?
5. Discussion Topic – What are good performance criteria to use for an ombuds? 
What are good performance indicators for individual ombudsmen? One good measure is the number of people the office/individual comes in contact with and interacts with for outreach or otherwise. Additional elements might include success with dispute resolution, response times, customer service, outreach and education, addressing systemic issues, providing input on policy implementation, and technical competence. Also, customer satisfaction survey ratings for individual ombuds may be used, although there is some discussion as to how that can be crafted to be a fair measure.
6. Annual Conference Update – Scott Deyo, Craig Cabrera 
The conference committee announced the location selection of USPTO in Alexandria, VA, about ¼ mile from Metro. The committee continues to line up speakers and topics. The conference is free and is a great way to network and discuss topics important to federal ombudsmen.  Date to be announced soon!
7. Discussion Topic – What does good customer service mean for the agency and for you as an ombuds? 
· Go above and beyond and give complainants some sort of positive, tangible outcome they can pursue on their own. 
· Make sure question or complaint was answered fully. 
· Timely response. 
· People want to feel heard or have a chance to “vent”, so listen well.
8. Ombuds Jobs/Upcoming Conferences/Trainings

· USOA annual conference in October

· COFO annual conference in October/November, exact date TBD
· IOA meeting in July
Decisions/Agreements Reached: none
Action Items: None
Minutes preparer: Virginia L. Behr / Noreen Kinnavy  
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