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




Meeting Date: July 17, 2013
Location: The Consumer Financial Protection Bureau and via telephone
Attendees (Name, Organization):
Wendy Kamenshine, CFPB Ombudsman, COFO Chair
Matt Magee -- DOI
Frederick Whittington, Bureau of Printing and Engraving
Guy Webber, TSA

Jackie Hoffman, TSA
Paul Sotoudeh, TSA, CFPB
Chuck Rich, formerly of the Federal Reserve
Claire Heffernan, TSA
Virginia Behr*, FDA/CDER, COFO Secretary
Noreen Kinnavy*, IBB, COFO Secretary
Tom Zrubek*, DoD IG
Karen Leichtnam.*, DC Superior Court

Karen Asaro*, FEMA ADR

Dave Buckles*, FDA/CDRH

Robert Harris*, FDIC

Benita Swan*, FDIC

Davina McCray*, FDIC 
Robert Brown*, FDIC

Eric Raines, FDIC

Brian Bloch*, DOI
Andrea Brown*, Dept of State

Shireen Dodson*, Dept of State

Katie Manderson*, Dept of State

Cathy Barchi*, DOE 
King Stablein*, NRC
Leah Meltzer*, SEC

Julie Jones*, Defense Intelligence Agency

Kim Guay*, ATF

Sheryl Brown-Norman*, ODNI
Heather Milner, CFPB

Jeri Walker*, NCUA
Jerry Holloway*, HUD
Roberta Valdez*, FDIC 

Scott Deyo*, NGA, COFO Vice-Chair
Mona Lease*, student
Rita Franklin*, DOE
Bill Maurer*, DOE
Ayanna Epps*, TSA

Joy Lee*, NCUA
Victor Voloshin*, EEOC

Laurie Lenkel*, FDA
Neal Cohen*, CPSC, COFO Membership Coordinator
Marcia Larkins*, FDA/CVM

Jennifer Gartland*, FMC

Rick Beaumont*, FMC

Reggie McKinney*, DHS
Sara Stanton*, Air Force
Molly Berg*, NGA

Mindy Bickel*, USPTO
Stephanie Luckam, American Red Cross
Jean Whyte, NARA

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

1. Introductions
2. Discussion Topic – How do you convey bad news to someone?  Do you have any tips to share for conveying difficult information?

3. Membership List – Update from Neal Cohen

4. Discussion Topic –Can you share stories or examples of successful outcomes with group interventions? Working with groups to address broader agency challenges?
5. Interagency Alternative Dispute Resolution Workinng Group (IADRWG); Annual Conference Update – Scott Deyo

6. What Does the Ombuds Do At…?  Robert Harris and Robert Brown of the internal and external ombuds offices, respectively, at the FDIC will share about their offices’ different roles and answer any questions you may have.
7. Discussion Topic – What is your experience in working with a union as an ombuds?  
8. Ombuds Jobs/Upcoming Conferences/Trainings. Kristie Hirschman of the U.S. Ombudsman’s Association will share about the upcoming USOA conference and answer any questions you may have.
Discussion:
1. Introductions

2. Discussion Topic – How do you convey bad news to someone?  Do you have any tips to share for conveying difficult information?
First, work through your own thoughts and personal reaction to the news and then determine whether or not the Ombuds is proper person to relay the information; if yes, decide how best to relay the information. During the conversation:

· Be mindful of your physical safety and read participant behavior.

· Begin the conversation with information recipient in a comfortable way to enable an open conversation.  

· Be direct with the information. 
· Try to focus on next steps and explore pathways towards a positive outcome. 
3. Membership List – Update from Neal Cohen
The COFO listserv is separate from the COFO membership list. The listserv is open to anyone interested in receiving COFO information via email. The COFO membership list includes active ombuds in federal agencies who constitute the Voting Membership of COFO. Contact NCohen@cpsc.gov if you want to be added to the listserv and/or membership lists.

4. Discussion Topic – Can you share stories or examples of successful outcomes with group interventions? Working with groups to address broader agency challenges?
Tips for a successful group intervention/facilitation:

· Talk to everyone ahead of time to hear the problems and provide some coaching to participants about how to approach the intervention/facilitation. 
· Prepare an agenda to create framework to encourage a useful interaction. 
· Put agreements in writing. 
· Do follow up meetings with participants. 
There are many useful tools to assist with accurate assessments, but two were specifically cited as useful and efficient: The Five Dysfunctions of a Team by Patrick Lencioni and the Thomas-Kilmann Conflict Mode Instrument (TKI).
5. Interagency Alternative Dispute Resolution Workinng Group (IADRWG); Annual Conference Update – Scott Deyo
IADRWG: The IADRWG is a collection of federal dispute resolution specialists that created a working group as required in the ADR Act of 1996. Scott is the COFO liaison to that group. Recently, the IADRWG talked about the use of technology (e.g. Adobe Connect software) for discussions among dispersed groups. The group welcomes innovative ideas for session topics at the April 2014 ABA meeting in Miami. If anyone has a presentation or idea to present, please submit a proposal by September 6, 2013.

Annual Conference Update: Please plan to attend the COFO annual meeting currently scheduled to be held September 30, 2013 at the USPTO in Alexandria, VA. Offerings and agenda are similar to the  2012 meeting (planned but cancelled due to severe weather).
6. What Does the Ombuds Do At…?  Robert Harris and Robert Brown of the internal and external ombuds offices, respectively, at the FDIC will share about their offices’ different roles and answer any questions you may have.
Robert Harris serves as the FDIC internal ombudsman for about 7,500 employees. The office reports to the FDIC Chairman and was created as an outcome of 2008-2012 FDIC culture change initiative. The office is an informal, internal resource to help resolve employee concerns and supports and assists management in fostering positive change. The office uses IOA reporting categories.
Robert Brown serves as an external ombudsman at FDIC (http://www.fdic.gov/regulations/resources/ombudsman/index.html).
The office,created by legislation, serves as a resource for external constituents to understand FDIC decisions or actions and to help them navigate their options. The ombuds listen to complaints and questions, explain FDIC decisions or actions, and attempt resolution of disputes if needed. They identify systemic problems, propose solutions, and help prepare training to address problems. They sometimes meet with bankers and go to bank sites during bank closure to offer assistance. 
7. Discussion Topic – What is your experience in working with a union as an ombuds?  
Be sensitive to the union’s role and their perception of the ombudsman’s role. If appropriate, sign a memorandum of understanding. If you have experience with interplay between the ombuds office and the union, contact Leah Meltzer at meltzerd@sec.gov or call her at 202-551-5183.
8. Ombuds Jobs/Upcoming Conferences/Trainings 
Kristie Hirschman of the U.S. Ombudsman’s Association shared about the upcoming USOA conference to be held October 28-November 1, 2013 in Indianapolis, Indiana. The two pre-conference workshops will cover the Reid Technique of Investigative Interviewing and new ombudsman training (www.usombudsman.org). 
Jobs: CFPB and NGA have associate ombudsman openings.
Decisions/Agreements Reached: none
Action Items: 
· Contact Neal Cohen to be added or removed from the COFO listserv or membership lists.
· Contact Leah Meltzer if you have experience working with unions.
Minutes preparer: Virginia L. Behr / Noreen Kinnavy  
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