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Meeting Date: April 10, 2013
Location: Consumer Financial Protection Bureau 

Attendees (Name, Organization):
Paul Sotoudeh, CFPB/TSA
Wendy Kamenshine, CFPB, COFO Chair

Guy Weber, TSA

Jackie Hoffman, TSA

Claire Heffernan, TSA

Robert Harris, FDIC

Michele Benecke – FEMA

Chuck Rich – formerly at Federal Reserve

Michele Fennell*, FRB

King Stablein*, NRC

Marcia Larkins*, FDA

Brian Bloch*, DOI

Karen Leichtnam*, DC Courts

Monique Bookstein*, FBI

Steve Cordery*, United Technologies Corporation
Zach Ulrich*, student

Joanne Dea*, EPA

Scott Deyo*, NGA, COFO Vice Chair

Jeri Walker*, NCUA

Victor Voloshin*, EEOC

Roberta Valdez*, FDIC

Kim Guay*, ATF

Mark Kriss*, DOT

Brenda Doty*, FMC

Noreen Kinnavy*, BBG, COFO Co-Secretary

Peggy Matthews*, HUD OIG

Sharon Asar*, CFPB

Vicki Gilner*, Airforce

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

2. Speaker – Steve Cordery, Corporate Ombudsman, United Technologies Corporation in the UK 
3. What Does the Ombuds Do At…?  Michele Fennell, Director’s Program Manager & Deputy Ombudsman at the Federal Reserve will share about that office and answer any questions you may have 
4. Discussion Topic – What is the impact on federal ombuds offices from various budget changes as pertains to visitors’ questions/needs and/or the office operations itself?
5. Discussion Topic – For agencies with more than one ombuds function, what are the benefits/challenges?
6. Discussion Topic – To the extent you meet with individuals or groups in person, what space do you use and how do you ensure confidentiality when using that space?
7. Ombuds Jobs/Upcoming Conferences/Trainings 
 Discussion:
1. Introductions 
2. Speaker – Steve Cordery, Corporate Ombudsman, United Technologies Corporation in the UK – Ruth McWilliams at NASA introduced Ms. Kamenshine to Mr. Cordery who had some interesting insights regarding the use of interpretation for people who contact the ombudsman’s office in languages other than English.
Many considerations need to be taken into account when using interpreters as intermediaries for presenting an individual’s concerns.  Ideally, professional interpreters with personal experience in the relevant country should be used, ensuring not just language competence, but also cultural knowledge and understanding.  This is particularly important in those cultures where an individual would be reluctant to correct any mistakes or to let a manager “lose face.” It is helpful to ask about the translator’s background in general. When an untrained person with native-level language ability serves as an interpreter, they should restate to the constituent their understanding of the concerns being raised to validate the translation. If you have further questions on this issue, please contact Wendy at Wendy.Kamenshine@cfpb.gov.

3. What Does the Ombuds Do At…?  Michele Fennell, Director’s Program Manager & Deputy Ombudsman at the Federal Reserve will share about that office and answer any questions you may have

Deputy Ombudsman Michele Fennell of the Federal Reserve Board explained that federal banking agencies were required by statute to appoint an external ombudsman: 1) to act as a liaison between the agency and anyone experiencing problems resulting from regulatory activities; and 2) to ensure safeguards for complainants to come forward and preserve confidentiality.  The ombudsman specialists serve as facilitators/mediators in the resolution of complaints about regulatory actions of the Reserve Board or any of its twelve reserve banks located throughout the country.  The ombudsman also ensures complainants understand the venues available and formal processes (i.e., appeals, etc.) involved for resolving their concerns.  They also assist in addressing any allegations of retaliation.  Additional information is available at: http://www.federalreserve.gov/aboutthefed/ombudsman.htm
4. Discussion Topic – What is the impact on federal ombuds offices from various budget changes as pertains to visitors’ questions/needs and/or the office operations itself?

No comments from participants.
5. Discussion Topic – For agencies with more than one ombuds function, what are the benefits/challenges?

Various models of multiple ombuds functions exist in federal agencies, whether separate internal and external offices or separate regional offices.  Ideally each has a distinct role that can prevent any overlap; it’s challenging, yet essential, to publicize and explain the distinct functions both at the organizational level as well as to any relevant outside constituencies.  In the case of offices that share the same function but are physically separate (i.e., regional offices), a system should be established to compile relevant statistical data accurately.   
6. Discussion Topic – To the extent you meet with individuals or groups in person, what space do you use and how do you ensure confidentiality when using that space?
Space arrangements for ombudsman offices need to take into account the paramount importance of confidentiality.  Not only is physical location a consideration—particularly in the interest of ensuring privacy for any visitors, but also sound control should be taken into account.  Thin walls, cubicle spaces, and non-discrete locations undermine guarantees of confidentiality and potentially dissuade individuals from consulting with an ombudsman.   
7. Ombuds Jobs/Upcoming Conferences/Trainings 
IOA to hold conference later this month in Miami, Florida. 

USOA to hold conference in the Fall.

Federal Dispute Resolution conference to be held in July.

Job opening posted on www.USAJobs.gov for an Ombudsman Specialist at the Federal Reserve Board.
Minutes preparer: Noreen Kinnavy / Virginia L. Behr
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