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Meeting Date: March 14, 2012
Location: Citizenship and Immigration Services Ombudsman's Office 

Attendees (Name, Organization):
Wendy Kamenshine, DHS/CFPB, COFO Chair
Scott Deyo*, NGA, COFO Vice Chair
Noreen Kinnavy, IBB, COFO Secretary

Virginia Behr*, FDA, COFO Secretary

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

Guy Weber, TSA

Craig Cabrera, TSA

Shireen Dodson*, State 

Laurie Lenkel*, FDA

Mike Powers*, FHFA

Sheryl Brown-Norman*, ODNI

Megan Kenney*, IRS/CFPB
Janet Freimuth*, DOE
Rita Franklin, DOE

Sharon Asar, TSA/CFPB
Donna Vogt, DHS NPPD

Elizabeth Buten, DOL
Monique Bookstein*, FBI

Jackie Hoffman*,TSA

Yolanda Swift, SBA
Sarah Stanton*, Air Force 
Neal Cohen*, CPSC

Peggy Matthews*, HUD

Marcia Larkins*, FDA
Yvonne Hinkson*, Federal Bureau of Prisons

Turna Lewis*, Department of Mental Health, St. Elizabeth’s

Barbara Omohundro* 

Richard Smalzer*, FDIC

Brad Johnson*, IRS

Monica Thomas*, TSA

LaShawn Stone*, TSA

Heather Milner*, CFPB

Esther Herold*, FDIC

Gordon Talbot*, FDIC

Charla Lambertsen, PBGC

Brian Bloch, DOI

David Clark

Stephanie Fast, DHS
* denotes on the telephone
Agenda/Topics at a Glance:          
1. Introductions

2. New Officers
3. Membership List and Listserv
4. Discussion Topic – Visitors/Customers who don’t want to deal with the person they are assigned to – what to do?

5. Internships – Volunteer to coordinate a list?

6. COFO Annual Conference – Co-chairs Scott Deyo and Craig Cabrera

7. What Does The Ombuds Do At…the Federal Bureau of Prisons?

8. Reflective Practice, Internal/External Ombuds – brief discussion re doing this during our monthly meeting, as a working group, and/or for the conference

9. Discussion Topic – Closed Cases – when is a case a new item in your statistical tracking of inquiries?

10. USOA Call for Speakers

11. Standing Up an Ombuds Committee Report 

12. Discussion Topic – Benefits/challenges of teleworking as an ombuds; what happens when your visitors/customers are teleworking? 

13. Ombuds Jobs/Upcoming Conferences/Announcements
Discussion:
1. Introductions 
2. New Officers
COFO Chair Wendy Kamenshine announced results of COFO elections and introduced a new team to serve two-year terms:  Chair, Wendy Kamenshine; Co-Chair, Scott Deyo; Co-Secretaries, Virginia Behr and Noreen Kinnavy; and Co-Coordinators, Neal Cohen and Craig Cabrera.
 

3. Membership List and Listserv

To unsubscribe to the Listserv, please email Neal Cohen (ncohen@cpsc.gov) and Craig Cabrera (Craig.Cabrera@tsa.dhs.gov).  Update:  To send a message to the listserv, please send it to the list and it will first be reviewed by Wendy before it is released and distributed to the list.  This will avoid receipt of emails that are not intended for everyone.
For the COFO website, please verify your contact information in a shared Google document you should have received by email; otherwise, please send your information directly to the Co-Coordinators.  Only include information that can be made public.  

4. Visitors/Customers who don’t want to deal with the person they are assigned to – what to do?  
For offices that have multiple ombudsmen, policies vary in terms of customers’ access to an alternate ombuds.  Some offices have an established policy to not entertain such requests, although they will address whatever concerns prompted the request for an alternate. Offices that readily allow for use of an alternate ombuds indicated that visitors might hear the same message from an alternate but might be more likely to be satisfied.  A good outcome might also occur if the request for an alternate ombuds is granted because the complainant will be more comfortable articulating their complaint fully and will talk more openly. Frequently, the reasons cited in requesting a different ombudsman are a determining factor for whether or not the request for an alternate ombuds is granted.      
5. Internships – Volunteer to coordinate a list?
COFO is seeking a volunteer to compile a list of ombuds offices with an interest in hosting students for internships and externships.   Also, any offices interested in hosting a student should contact Virginia Behr (Virginia.Behr@fda.hhs.gov) or Wendy Kamenshine (Wendy.Kamenshine@cfpb.gov) and specify whether the internship would include financial compensation.  The list of participating ombudsman offices will be circulated to universities with conflict resolution and ADR graduate programs and will be promoted through other venues, such as the Ombuds Blog.

6. COFO Annual Conference – Co-chairs Scott Deyo and Craig Cabrera

Scott Deyo and Craig Cabrera will co-chair the planning committee for the 2012  COFO annual conference to be held in November; a specific date is not yet determined.  They requested suggestions for speakers and topics as well as ideas for the overall framework for this year’s conference (Scott.M.Deyo@nga.mil and Craig.Cabrera@tsa.dhs.gov).  
7. What Does The Ombuds Do At…the Federal Bureau of Prisons?
Yvonne Hinkson is the fourth ombudsman at the Federal Bureau of Prisons and reports to the Director of the Bureau. Eighty percent of the staff of 35,000 are union members, located at over 120 facilities throughout the country.  The Bureau does not have an MOU with the union. Yvonne ensures close coordination on issues that fall within the purview of the unions, contacting the local representatives and seeking their concurrence before becoming involved.  Although an internal ombudsman, she frequently refers inquiries from the public to the appropriate Bureau contacts for assistance.
8. Reflective Practice, Internal/External Ombuds – brief discussion re doing this during our monthly meeting, as a working group, and/or for the conference
Tom Zrubek and Barbara Malebranche are working on a proposal to present case studies—both internal and external—at COFO monthly meetings.  There are some concerns about how to structure discussions to protect confidentiality.  Send any suggestions for case studies to Tom and Barbara (Barbara.Malebranche@opm.gov).

9. Discussion Topic – Closed Cases – when is a case a new item in your statistical tracking of inquiries?

Some offices count total cases, while others count total visitors even when the latter present more than one case. Once a case is closed, it can be counted as a separate incident following an established lapse of time, i.e., six months to one year.  In an effort to represent statistics as accurately as possible, multiple cases from a single individual can be broken down into primary, secondary, tertiary categories, as necessary.  When using IOA uniform reporting categories, the total count is one case per person, although the data capture the total number of issues.  

10. USOA Call for Speakers

USOA would like suggestions for speakers and topics for the next annual conference.  Please email Kristie Hirschman (Kristie.Hirschman@legis.iowa.gov). 
11. Standing Up an Ombuds Committee Report 
The Standing Up an Ombuds Committee compiled two comprehensive lists for new ombuds offices: the first asks questions for both external and internal ombuds as well as questions unique to each; the second highlights documents and forms that could be of use in the establishment of a new ombuds office, i.e., charters, mission statements, position descriptions, operating principles, etc.  The draft lists will be shared with the COFO Listserv for comments and suggestions and subsequently posted on the COFO website. 
12. Discussion Topic – Benefits/challenges of teleworking as an ombuds; what happens when your visitors/customers are teleworking? 
The trend toward teleworking overall is positive, with benefits of an interruption-free workplace, flexible hours to accommodate customers, and immediate availability.  Many ombudsman conduct work by phone and email regardless, so customers are unaware of their location.  When a sizeable portion of workforce exclusively teleworks or is based elsewhere, modern communications technology—such as Webex, Webcam and Skype—can also be useful.  Northern Virginia Mediation Services offers a seminar about using technology in ADR processes.  

The issue of shared space at the office, as part of teleworking arrangements, presents a concern in terms of protecting confidentiality.  An ombudsman should have a workspace dedicated solely for their use.
13. Ombuds Jobs/Upcoming Conferences/Announcements
Ombuds Jobs:  Department of Energy to fill three ombudsman positions; Department of Labor also seeking to fill positions.  

Conferences:  IOA (http://www.ombudsassociation.org) to hold annual conference April 15-18 in Houston, Texas
Announcement:  Informal COFO gathering after April 11 meeting, with final details to be available through the Listserv
Decisions/Agreements Reached: none
Minutes preparer: Noreen Kinnavy / Virginia L. Behr
Date finalized: April 25, 2012
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