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Meeting Date: March 13, 2013
Location: The Consumer Financial Protection Bureau and via telephone
Attendees (Name, Organization):
Sharon Asar, CFPB
Ruth McWilliams, NASA

Rex Eliot, NASA

Wendy Kamenshine, CFPB, COFO Chair

Guy Weber, TSA

Arthur Wigfall, TSA

Jackie Hoffman, TSA

Patricia Cashin*, DHS-US Visit

Peggy Matthews*, HUD OIG

Rita Franklin*, Energy

Zach Ulrich*, student

Mona Lease*, student

Tom Zrubek*, DODIG

Pam Pontillo*, Energy

Joanna Dea*, EPA

King Stablein*, NRC

Laurie Lenkel*, FDA

Cathy Barchi*, Energy

Peggy Gleason*, DHS-CIS Ombudsman

Neal Cohen*, CPSC, COFO Membership Coordinator

Jeri Walker*, NCUA

Roberta Valdez*, FDIC

Virginia Behr*, FDA, COFO Co-Secretary

Scott Deyo*, NGA, COFO Vice Chair

Vicky Gilner*, Airforce

Marcia Larkins*, FDA

Julie Jones*, DIA

Molly Berg*, NGA

Riley Barra*, Airforce

Brian Bloch*, DOI

Victor Voloshin*, EEOC

Marc Kriss*, DOT

Noreen Kinnavy*, BBG, COFO Co-Secretary

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

1. Introductions
2. Discussion Topic – A follow-up to the question circulated on the listserv…Have you used interpreters and how do you approach confidentiality?  Do you need to contact the ombuds office visitor before someone interprets a phone message from another language or translates a written document? 
3. COFO Charter 
4. Discussion Topic – Do you use a first in first out system to address inquiries?  How do you apply that protocol when individuals contact you multiple times a week, or reach out to other avenues as well who then contact you? 
5. What Does the Ombuds Do At…?  Tom Zrubek, Ombudsman at the U.S. Department of Defense, Office of the Inspector General, Office of the Ombuds, will share about his office and answer any questions you may have. 
6. Discussion Topic – Does your agency do a good job of setting expectations for employees and/or the public?  If so, how? Through what avenues?  If not, what kind of recommendations have you made to change that? 
7. Ombuds Jobs/Upcoming Conferences/Trainings – Kristie Hirschman from the U.S. Ombudsman’s Association may join us for a few minutes to share about the upcoming USOA conference in the fall in Indianapolis.

Discussion:
1. Introductions

2. Discussion Topic – A follow-up to the question circulated on the listserv…Have you used interpreters and how do you approach confidentiality?  Do you need to contact the ombuds office visitor before someone interprets a phone message from another language or translates a written document? 
You could establish a relationship with an interpreter’s service and have a signed confidentiality agreement. Many sign language interpreters follow a code of professional ethics but you could also have them sign a confidentiality agreement. If you use a phone service for language translation, have them sign a confidentiality form. In the mediation setting, discuss confidentiality with all parties and have everyone sign it, including the interpreter.
What if you receive a voicemail in another language? Again, if you have an established relationship with a translation service, ensure that the service follows a confidentiality agreement. Also, the topic of confidentiality is included in the Health Insurance Portability and Accountability Act of 1996 (HIPAA) and might speak to language translation issues. 
3. COFO Charter 

Recently, a revised COFO charter was sent to COFO members for comment. Once comments are received, Scott Deyo will make modifications based upon those comments. If any changes require a more formal vote, COFO members will be alerted. Otherwise, a final draft will be sent to COFO members to vote for adoption of the revised charter.
4. Discussion Topic – Do you use a first in first out system to address inquiries?  How do you apply that protocol when individuals contact you multiple times a week, or reach out to other avenues as well who then contact you? 
Most try to stick to first in first out, but sometimes it’s best to first deal with more straightforward, quickly resolved cases (e.g., process question) and also prioritize very time sensitive cases (e.g., workplace violence). It’s a best practice to set up follow up meetings/communication with contacts so that contacts know what/when to expect certain actions. If a third party contacts ombuds on behalf of a complainant, the ombudsman educates that person about the value of the primary complainant contacting the ombudsman instead of a third party.
5. What Does the Ombuds Do At…?  Tom Zrubek, Ombudsman at the U.S. Department of Defense, Office of the Inspector General, Office of the Ombuds, will share about his office and answer any questions you may have. 
Tom is a solo practitioner and is an internally facing ombudsman. He serves  approximately 1700 current DoD/OIG. His areas of focus include: 
1. Assistance for employees to develop solutions and resolve workplace concerns and conflicts;
2. Climate assessments, taking into account employee viewpoint surveys.
3. Mediation

4. Recommendations to management (at a monthly meeting) for specific issues and for systemic change. 

Right now, he is working with component heads to remind them of upcoming mid-year performance reviews and the importance of preparing effective reviews.  More information is available at: http://www.dodig.mil/Ombudsman/index.html 
6. Discussion Topic – Does your agency do a good job of setting expectations for employees and/or the public?  If so, how? Through what avenues?  If not, what kind of recommendations have you made to change that? 
Ombudsmen can alongside with management to ensure that the messaging is appropriate and visible. Some have posters in office area. Can make statements about expectations on public and internal-only websites, as well as discussing expectations at new employee training and staff meetings. 
7. Ombuds Jobs/Upcoming Conferences/Trainings – Kristie Hirschman from the U.S. Ombudsman’s Association may join us for a few minutes to share about the upcoming USOA conference in the fall in Indianapolis.
USOA conference will be held October 28 – November 1, 2013 in Indianapolis, IN, with pre-conference sessions on October 28th and 29th. Government employees will receive a discount on the pre-conference sessions. 
Location: Indiana Government and Conference Center, about 1 block from the host hotel, Courtyard by Marriott: http://www.usombudsman.org/.
IOA annual conference at the end of April in Miami, FL

Federal Dispute Resolution conference in July in Orlando, FL

EEOC Training Institute conference August 26-29 in Denver, CO. 
Mediation tracks are available. (Not sure what this is)…
Job announcements in CFPB and OPM.
Decisions/Agreements Reached: none
Action Items: 
· COFO members will send comments/edits to the Charter to Scott Deyo by March 26, 2013.
Minutes preparer: Virginia L. Behr / Noreen Kinnavy  

Date drafted: March 20, 2013 / finalized: August 27, 2013
1

