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Meeting Date: May 15, 2013
Location: The Consumer Financial Protection Bureau and via telephone
Attendees (Name, Organization):
Wendy Kamenshine, CFPB Ombudsman, COFO Chair
Virginia Behr, FDA/CDER, COFO Secretary
Dave Buckles, FDA/CDRH

Matt McGee, DOI
Paul Sotoudeh, TSA/CFPB

Sarah Stanton, Air Force

Jackie Hoffman, TSA

Claire Heffernan, TSA
Ayanna Epps, TSA

Chuck Rich, formerly of the Federal Reserve
Sharon Asar, CFPB

Heather Milner, CFPB

Guy Weber*, TSA
Matilda Brodnax*, FEMA
Bill Maurer*, DOE
Katie Manderson*, State
King Stablein*, NRC
Jennifer Gartlan*, FMC
Noreen Kinnavy*, IBB, COFO Secretary
Mike Powers*, FHFA
Stephanie Fast*, DHS-CIS

Michelle Benecke*, DHS/FEMA
Robert Harris*, FDIC

Deb Kearse*, TSA 

Ellen Gallagher*, DHS-CIS Ombudsman
Pam Pontillo*, DOE

Zack Ulrich*, student
Vicki Gilner*, Airforce

Monique Bookstein*, FBI

Liz Phillips*, FDA/CPR

Celeste Merrix*, DHS-FLETC
Jeri Walker*, NCUA

Yvonne Hinkson*, Federal Bureau of Prisons

Sherry Lard-Whiteford*, FDA/CBER

Tonya Watson*, HUD

Gordon Talbott*, FDIC

Craig Cabrera*, TSA

Tom Zrubek*, DoD IG
Peggy Matthews*, HUD 
Joy Lee*, NCUA

Eric Hebron, FDA/CPR
Peggy Gleason*, DHS-CIS Ombudsman
Scott Deyo*, NGA, COFO Vice Chair
Marcia Larkins*, FDA/CVM

Victor Voloshin*, EEOC
Kadija Athman, National Guard Bureau
Neal Cohen*, CPSC, COFO Membership Coordinator
* denotes on the telephone
Agenda/Topics at a Glance:          

1. Introductions
2. Discussion Topic – Data in absolute numbers is always small for an ombudsman’s office.  How do you demonstrate to the relevant people that systemic issues can have a real impact when the raw data is small?
3. Membership List – Update from Neal Cohen
4. Discussion Topic – Do you provide case examples when describing situations?  If you do so in writing, how do you sanitize them so they can tell a story, but ensure that they do not reveal the individual who raised the issue with the ombudsman’s office?
5. What Does the Ombuds Do At… the Transportation Security Administration’s Ombudsman’s Office?  
6. Discussion Topic – Technologies helpful in your work
7. Ombuds Jobs/Upcoming Conferences/Trainings 
Discussion:
1. Introductions

2. Discussion Topic – Data in absolute numbers is always small for an ombudsman’s office.  How do you demonstrate to the relevant people that systemic issues can have a real impact when the raw data is small?
When ombuds first start to see a trend, they may form hypotheses about a potential systemic problem. They can test those hypotheses when they research and investigate a problem; that allows them to evaluate potential systemic trends and provides stronger evidence to show to the relevant people (usually management). 
The ombuds can also explain that a particular problem is likely more widespread than just those few cases that triggered evaluation by the ombudman’s office. It might be helpful to point out to management that even if just a handful of people reported the problem, it might not be resolved without some attention from management. If the issues brought to the ombuds are indicative of a larger problem, it’s best to be proactive with solutions in order to save resources (including impact on senior management). 
Some tips for the ombuds office:

· Know the best way to present the issues to management

· Classic quantitative assessment. Severity x probability = risk.
· Present illustrative qualitative story if the quantitative story isn’t fully compelling

· Consider the frequency of complaints and also show the number of man hours spent on that particular problem 
· Re-evaluate the way the Ombuds Office collects data and possibly revise data collection system in order to capture the most useful information.
3. Membership List – Update from Neal Cohen

COFO’s membership list is outdated, so we searched for a cost effective and simple way to update it. This morning, an invitation email went out to the listserv, prompting members to update their information. The membership list pertains only to Voting Members of COFO. Please note that the information will be public information, so members are encouraged to use their general ombuds electronic mailbox address in the listing. This membership listing does not change participation on the COFO listserv. If you want to be added to the COFO listserv, contact Neal via email at NCohen@cpsc.gov  
4. Discussion Topic – Do you provide case examples when describing situations?  If you do so in writing, how do you sanitize them so they can tell a story, but ensure that they do not reveal the individual who raised the issue with the ombudsman’s office?

If ombuds want to disclose details about a case, request permission from that individual or entity. Once a specific case is resolved, ombuds can ask the complainants to write  an executive summary of the programmatic problems they’ve experienced in order to share it with management; management is often interested in stakeholder’s perspective. The ombuds can also write a brief summary of problems to give to management. If the ombuds office has several staff members, ask them to review all written materials to make sure that no confidential information is shared. 
5. What Does the Ombuds Do At…?  Claire Heffernan and Jackie Hoffman will be sharing about the Transportation Security Administration’s Ombudsman’s Office

TSA provides screening when going through airports and employs about 60,000 people. The Ombudsman’s Office was created ten years ago by the TSA head administrator. The Office reports to the assistant administrator and serves TSA employees and federal marshalls with non-EEO complaints. Most contacts are internally focused and geographically dispersed. The Office provides quarterly and annual reports to the top administrators, as well as airport-specific reports.

The Office recently began an external function to serve passengers who have questions or complaints about security screening done at the airport. The Office does not afford confidentiality to public contacts unless it is specifically requested. Most airports have a customer service manager. The ombuds can visit airports to talk with staff, facilitate discussions, or assist with other solutions.
6. Discussion Topic – Technologies helpful in your work 
Neal Cohen is researching potential technologies for their utility in tracking cases and constituent contacts. Customer Relationship Management (CRM) is a term used for the use of technology to manage interactions between an entity and its clients (consumers, etc.). For an ombudsman’s office, it can be important to have an audit trail and monitor the frequency of contacts from individual callers. Neal is considering cloud-based solutions because they are flexible and inexpensive. However, any technology for government use must be certified by FedRamp. Do other ombudsmen have recommendations for secure systems? 
The discussion then turned to use of other types of technology useful in other areas of ombuds work. For example, ombudsmen use video-coaching sessions when face-to-face not possible. GoTo Meeting and Adobe Connect are widely used for hosting meetings when participants cannot all meet in one place. A tremendous number of useful technology options were presented at a session during the ABA Spring Dispute Resolution Conference.
7. Ombuds Jobs/Upcoming Conferences/Trainings 
USOA conference (http://www.usombudsman.org) will be held October 28 – November 1, 2013 in Indianapolis, IN. Location: Indiana Government and Conference Center, about 1 block from the host hotel, Courtyard by Marriott. 
Federal Dispute Resolution conference in July in Orlando, FL
Scott Deyo, Heather Milner, and Peggy Matthews shared experiences at IOA conference held in April. 
Decisions/Agreements Reached: none
Action Items: 
· COFO members will email Neal Cohen if they have ideas for use of technology for tracking cases and identifying frequent visitors.
Minutes preparer: Virginia L. Behr / Noreen Kinnavy  
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