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Meeting Date: June 13, 2012
Location: The Consumer Financial Protection Bureau and via telephone
Attendees (Name, Organization):
Wendy Kamenshine, DHS-CIS Ombudsman, COFO Chair
Scott Deyo*, NGA, COFO Vice Chair

Virginia Behr*, FDA/CDER, COFO Secretary
Noreen Kinnavy, IBB, COFO Secretary
Peggy Matthews*, HUD

Barbara Malebranche*, OPM

Marcia Larkins*, FDA/CVM
Tom Zrubek*, DOD

Amber Ostrup*, USPTO

Karen Finnegan, OGIS
Dave Buckles*, FDA/CDRH

Sherry Lard*, FDA/CBER

Elizabeth Buten*, DOL
Bill Beardslee*, DOL
Karen Leichtnam*. DC Courts

Bob Hosea*, NIH

Mindy Bickel*, USPTO, DOC

Brian Bloch*, DOI

Sheryl Brown-Norman*. ODNI

Howard Bailick*, FDA

Francine Schlaks*, IRS

Jackie Hoffman, TSA

Joanne Dea, EPA

Sharon Asar, TSA

Valerie Michell, DHS

Allyson Coyne, FRB

Rita Franklin, DOE

Brenda Doty, FMC, CFPB

Guy Weber, TSA

Cindy Mazur*, FEMA

Chauncenette Morey*, FBI

Carla Miller*, ATF

Tyler Motley, DOT intern, Civil Rights division

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

1. Introductions 

2. Harvard Negotiation and Mediation Clinical Program –an opportunity for students to conduct research projects 

3. Discussion Topic – What is your timeframe to respond to an initial contact? 

4. What Does The Ombuds Do At...The Department of Labor? 

5. Discussion Topic – Who do you report to and what are the pros/cons to different structures? 

6. Annual Conference Update – Scott Deyo 

7. Discussion Topic – What work experiences/trainings have best prepared you for your role in the ombuds office? 

8. Discussion Topic – What features of your tracking system do you find most helpful? What do you wish were different? 

9. Ombuds Jobs/Upcoming Conferences/Trainings

Discussion:
1. Introductions 
2. Harvard Negotiation and Mediation Clinical Program – an opportunity for students to conduct research projects 
Students of the program presented on their NIH project at the COFO annual meeting in 2011. If you are interested in hosting a project in 2012/2013, Wendy Kamenshine (Wendy.Kamenshine@cfpb.gov) can put you in touch with the program lead, Professor Bordone. 

3. Discussion Topic – What is your timeframe to respond to an initial contact? 
Once someone reaches out to ombudsman, what is the typical length of time for the ombudsman’s office to make initial contact? The consensus was that most internal ombuds offices usually respond within 24 hours (one business day). Some external ombudsmen take up to three working days. The response time depends upon the number of people on staff, work volume, and possibly the complexity of the case. Being that many complaints to the ombudsman’s offices pertain to lack of communication and/or particularly stressful situations, it’s imperative that ombudsmen respond in a timely manner.
4. What Does The Ombuds Do At...The Department of Labor? 
The Department of Labor (DOL) established a new ombudsman’s program about three months ago. The program is housed within the Education and Training Bureau in the Office of Foreign Labor certification. When DOL receives a work visa application from foreign nationals, DOL must certify that those foreign workers are needed in the U.S. and won’t negatively affect American workers. DOL follows rules and regulations to aid in this determination. The program’s goal is to protect the interests of U.S. employers, U.S. workers, and foreign workers.

The ombudsman’s program achieves these goals by:

· Improving communication, consistency, and customer service

· Facilitating transfer of information between reviewers and stakeholders
· Answering questions about the certification process
· Assisting with problems on specific cases 
· Identifying and evaluating systemic or policy problems in the certification program and making recommendations for change
5. Discussion Topic – Who do you report to and what are the pros/cons to different structures? 
Most ombudsmen report to as high a level as is functional in their organization. High level reporting sends a message to the agency and public that the ombuds program is well-supported, listened to, and respected. Access to upper management is critical for an effective ombuds program. However, upper management’s availability on a day to day basis may be limited. Also, there may be an errant expectation that the ombudsman will always take issues directly to upper management even though the case should be handled on a lower level. An ombudsman program that is not structurally separate should also report to the highest level official in the agency rather than the highest level official within their immediate department in order to ensure independence. 
6. Annual Conference Update – Scott Deyo 
The annual conference planning committee received suggestions and developed topics for the annual conference to be held in November. They will propose  topics and suggested keynote speakers to the COFO Executive Committee during the next Executive Committee meeting. 

Venues were reserved but a final decision has not been made yet; it will likely be the space that is most convenient for COFO membership.

If anyone has additional topics to suggest or wants to volunteer to assist (general assistance or serving as a session facilitator), please contact Craig Cabrera (Craig.Cabrera@tsa.dhs.gov) or Scott Deyo (Scott.M.Deyo@nga.mil). 

7. Discussion Topic – What work experiences/trainings have best prepared you for your role in the ombuds office? 
Individual responses included:

· Utilizing ombudsman professional groups as a resource (e.g. COFO and IOA). 
· Facilitation and mediation courses

· Teaching high school 
· Crisis situation training

· Mediator experience

· Leadership training
· Presentation skills course 
· Continuing education on subject matter relevant to your agency/organization. This is necessary to keep abreast of current laws and programs to know what is affecting your clients. 
· Seminars on topics related to ombuds work, e.g. diversity, conflict resolution, generational differences
8. Discussion Topic – What features of your tracking system do you find most helpful? What do you wish were different? 
Helpful features include: the ability to make changes and modify categories, any feature that allow easy data analysis, “Notes” fields. 

Recommendations for choosing or building a tracking system:

· The system complexity should match the extent of the information you want to capture

· Sketch out a basic process flow for a typical complaint in order to more clearly see what fields you want to track

· For external ombuds, check privacy regulations 

· Consult with the Records Management group. There is a NARA contact within each Agency.
9. Ombuds Jobs/Upcoming Conferences/Trainings
· October 8-12, 2012. USOA conference in Spokane, WA. http://www.usombudsman.org 
· July 16-20, 2012 IOA training near Orlando, FL. Ombuds 101 and 101 Plus and a one day Ethics course. http://www.ombudsassociation.org 
· August 20-23, FDR, San Antonio, TX http://www.fdrconferences.org  
Decisions/Agreements Reached: none
Action Items: 
· Suggest topics and/or volunteer to assist (general assistance or serving as a session facilitator) for the COFO annual meeting. If interested, please contact Craig Cabrera (Craig.Cabrera@tsa.dhs.gov) or Scott Deyo (Scott.M.Deyo@nga.mil). 

Minutes preparer: Virginia L. Behr / Noreen Kinnavy  
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