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Meeting Date: September 12, 2012
Location: Consumer Financial Protection Bureau 

Attendees (Name, Organization):
Wendy Kamenshine-CFPB, COFO Chair
Scott Deyo-NGA, COFO Vice Chair*
Noreen Kinnavy-IBB, COFO Co-Secretary
Virginia Behr-FDA, COFO Co-Secretary*

Elizabeth Buten-DOL*

Patricia Cashin-DHS*

Shari Welker-USDA*

Joanne Dea-EPA*

Tonya Sweat-NCUA*

Jeri Walker-NCUA*

Matt Magee-DOI*

Sheryl Brown-Norman-ODNI*

Andrew Colsky-TSA

Emilie O’Malley-Federal Reserve*

Patrick Naehu-mediator*

King Stablein-NRC*

Craig Cabrera-TSA*

Mike Powers-FHFA*

Elsa Sherrill-University of Virginia*

Howard Balick-FDA*

Sean Banks-Shell Oil, representative from International Ombudsman Association*

Neal Cohen-CPSC*

Francine Schlaks-IRS*

Greg Burke-VA*

Yolanda Swift-SBA*

Yvonne Hinkson-BOI*

Robert Harris-FDIC

Peggy Matthews-HUD

Peggy Gleason-DHS*

Cathi Barchi-DOE

Heather Milner-CFPB

Tony Smith-HHS/CFPB

Lisa Olivieri-Secret Service

Sharon Asar-TSA
* denotes on the telephone
Agenda/Topics at a Glance:          
1. Introductions

2. Ombudsman Training 
3. Discussion Topic – How many times do you follow up with someone if they don’t contact you back?  Does the way they reached you initially have any relevance?  Do the circumstances matter?
4. Joint Brown Bag with Interagency ADR Working Group – September 20 at the National Archives re recordkeeping and confidentiality as ADR professionals

5. What Does the Ombudsman Do At…the Federal Housing Finance Agency?

6. Discussion Topic – We serve as a confidential resource, so what do you leave on voicemails, if anything?  What if the voicemail has no identifying information?

7. Annual Conference Update – Scott Deyo, Craig Cabrera 

8. Discussion Topic – What do you do when people want to discuss topics outside of your jurisdiction?  What if they do not wish to be referred elsewhere, but instead want to talk with you?

9. Discussion Topic – After the initial “inreach” or outreach, how do you keep the message going over time that you exist as a resource?

10. Ombuds Jobs/Upcoming Conferences 

Discussion:
1. Introductions 
2. Ombudsman Training 
Sean Banks, Director and Corporate Ombuds of the Shell Oil Company, announced IOA training sessions scheduled for October 15-19 in Baltimore, Maryland.  Additional information is available at: http://www.ombudsassociation.org/2012october.
3. Discussion Topic – How many times do you follow up with someone if they don’t contact you back?  Does the way they reached you initially have any relevance?  Do the circumstances matter?
Few offices have set rules, although most make at least two attempts to follow up and will leave a case open for two or three months.  The means of communication is not a factor, although email is more likely to ensure a response.  One strategy for following up with a non-responsive contact is to notify them that you’ve been unsuccessful at reaching them and will wait for them to respond.  In order to maximize responsiveness, during an initial visit or telephone consultation, next steps discussed should include the preferred means for follow up communications.  
4. Joint Brown Bag with Interagency ADR Working Group – September 20 at the National Archives re recordkeeping and confidentiality as ADR professionals 
The Interagency ADR Working Group will be sponsoring a session with NARA on confidentiality and record-keeping issues for federal ombudsmen.  It will be held on Wednesday, September 20 at a location and time to be announced soon.

5. What Does the Ombudsman Do At…the Federal Housing Finance Agency (FHFA)?

The FHFA Office of the Ombudsman was established by regulation as part of the Housing and Financial Recovery Act in 2008, which merged related federal agencies.  The office—which reports to the agency Director—has one ombudsman, Michael Powers, and an administrative official.  As a classical ombudsman office, they handle external complaints and concerns (referring any internal workplace complaints to appropriate offices).  The ombudsman also reports on trends, gathers facts and makes recommendations to improve operations and propose solutions.  Since its inception in March 2011, the office has primarily engaged in mediation to pursue issue resolution prior to a complaint reaching the stage of a formal appeal process. The office website is: http://www.fhfa.gov/Default.aspx?Page=337
6. Discussion Topic – We serve as a confidential resource, so what do you leave on voicemails, if anything?  What if the voicemail has no identifying information?

Ombudsmen take into account the challenges of confidentiality when contacting others by telephone, although differing standards reflect the responsibilities and functions of external versus internal ombuds offices.  Unless the call is routine in nature, precautions should be taken when leaving voicemail messages.  Barring other options for reaching the individual when confidentiality is paramount, a message can be left without any identifiers (i.e., “just returning your call”).
7. Conference Update – Scott Deyo, Craig Cabrera 

The COFO annual conference will be held Monday, October 29, with on-line registration already underway and the agenda available at: http://cofo2012webinar.eventzilla.net/. 
8. Discussion Topic – What do you do when people want to discuss topics outside of your jurisdiction?  What if they do not wish to be referred elsewhere, but instead want to talk with you?

Many ombudsmen will engage with a visitor/contact regardless of the topic, although they encourage those who have issues outside their jurisdiction to consult with the appropriate person or office. It’s important that the contact understand that the issue falls outside of the ombudsman’s area of expertise/jurisdiction.  In order to persuade a reluctant person to utilize more appropriate venues, an ombudsman can ask about the visitor’s goal and promote self-assessment to overcome any stigma associated with other resources (i.e., EAP).   
9. Ombuds Jobs/Upcoming Conferences/Training
Jobs:  None announced

Conferences:  COFO, Washington,D.C., October 29, 2012 (http://www.ombudsassociation.org/2012october)

USOA, Spokane, Washington, October 2012 (http://www.usombudsman.org)
IOA, Baltimore, Maryland, October 15-19, 2012 (http://www.ombudsassociation.org/2012october)

Minutes preparer: Noreen Kinnavy / Virginia L. Behr
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