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Meeting Date: November 13, 2013
Location: The Consumer Financial Protection Bureau and via telephone
Attendees (Name, Organization):
In Person 

Wendy Kamenshine – CFPB, Chair

Chuck Rich – formerly at FRB

Bronwen Blass – interest in federal ombuds

Guy Weber – TSA

Sharon Asar – CFPB

Jackie Hoffman – TSA

Rebecca Fenneman – FMC

Nicole Berkes – EPA

Jennifer Gartlan – FMC

Phone

Katie Manderson – State

Shireen Dodson – State

Andrea Brown – State

Julie Smith – State

Ayanna Epps – ATF

Jeri Walker – NCUA

Joanne Dea – EPA

King Stablein – NRC

Joy Lee – NCUA

Kirsten Mitchell – OGIS

Khadija Athman – National Guard Bureau

Cathy Barchi – Energy

Monique Bookstein – FBI

Lindsay Lamarre – interest in federal ombuds

Grace Chau – former intern at NIH

Noreen Kinnavy – IBB, Co-Secretary

Celeste Merrix – FLETC

Dawn Bedlivy – NSA

Felicia Bunns – Energy

Gene Greene – retired from Dept of Ed, now with American Student Assistance

Roberta Valdez – FDIC

Shawn Seliber – interest in federal ombuds

Virginia Behr – FDA, Co-Secretary

Davida McCray – FDIC

Robert Harris – FDIC

Yvonne Hinkson – BOP

Sherry Lard – FDA

Marcia Larkins – FDA

Susan Terry – DIA

Reggie McKinney – DHS

Tangita Daramola – HHS

Neal Cohen – CPSC, Membership Coordinator

Eric Raines – FDIC

Tom Zrubek – DODIG

Dale Shaw – USPTO

Jerry Holloway – HUD

Mona Lease – student

Kara Sarsee 

Peggy Matthews – HUD IG

Kathy Breeden – DOT

Benita Swann – FDIC

Agenda/Topics at a Glance:          

1. Introductions
2. Annual Conference 2013
3. Discussion Topic – Did people reach out to your ombuds office before/after the recent government closure with new/different issues?  How was your office able to assist?

4. Discussion Topic – Does your office work with other ADR resources that your agency may offer the public or employees?  For example, the Administrative Procedure Act provides for ADR, but who provides those services?
5. What Does The Ombuds Do At.... the DHS National Cybersecurity and Communications Integration Center? Reggie McKinney of the DHS National Cybersecurity and Communications Integration Center will share about his role and answer your questions.
6. COFO Elections
7. Do you have suggestions for what to include or not include as performance measures for your individual performance plan?
8. Does your office offer climate surveys to understand the inner workings of an office either as an internal or external ombuds function?
9. Ombuds Jobs/Upcoming Conferences/Trainings

Discussion:
1. Introductions

2. Annual Conference 2013

Thank you to the planning committee and to all those who attended. It was a great success!
3. Discussion Topic – Did people reach out to your ombuds office before/after the recent government closure with new/different issues?  How was your office able to assist?
Many ombuds offices were closed during the government shutdown in October. For those offices that remained open, there was a reduction in contacts because many customers mistakenly thought the offices were closed. For those that did close, there was much activity to prioritize and triage both before and after the shutdown. Contractors were still operational, so functions didn’t completely halt for those ombuds who use contractors.
4. Discussion Topic – Does your office work with other ADR resources that your agency may offer the public or employees?  For example, the Administrative Procedure Act provides for ADR, but who provides those services?
One possibility is to coordinate between internal ADR and external ADR groups for some outreach activities. Some externally facing ombudsmen do manage internal issues when the conflict involves a professional difference of opinion.
5. What Does The Ombuds Do At.... the DHS National Cybersecurity and Communications Integration Center? Reggie McKinney of the DHS National Cybersecurity and Communications Integration Center will share about his role and answer your questions.
Reggie is a newly appointed internal ombudsman at DHS; it’s a new role and the ombuds charter was recently approved. The organization is made up of about 350 employees, primarily cyber security professionals. They work with other federal agencies and also private industry. In a highly competitive field, retention of valuable employees is a challenge. Providing ombuds services is one way to help with employee satisfaction and agency functioning.
6. COFO Elections

A nominations request and subsequent elections for the Executive Committee are coming up soon. If anyone is interested in holding a position, a nomination is required. A few more volunteers for the Election Committee are needed. Please note that those running for a position cannot be on the Election Committee. 
7. Do you have suggestions for what to include or not include as performance measures for your individual performance plan?
We discussed this topic about one year ago. 
Some elements will, by their nature, only lend themselves to qualitative measures and not quantitative measures. For example, systemic issues brought to management may be described qualitatively. Leadership and ombuds supervisors can change often, so it’s important to ensure that new leadership understands the ombuds role and mission.
Outreach is an important element to give more prominence. If possible, tally the number of customers reached during outreach efforts. Alternatively, track the number of outreach events and identify new, unique events. 
Some offices use metrics to report response times, resolution success, and client satisfaction. Note though that a client satisfaction survey is problematic because those who respond to the survey tend to be those who are either very satisfied or unsatisfied. The suspected middle range of satisfaction is likely missing. 
8. Does your office offer climate surveys to understand the inner workings of an office either as an internal or external ombuds function?
It was reported that Scott Deyo (not present) has performed climate surveys. Others shared some of Scott’s tools. Questions to ask: What is going well and why? What is not going well and why? What improvements would you make, or, where are the greatest opportunities for improvement?

You can use OPM’s survey questions (and sometimes results) as a starting point. The results may be old information and might not fully inform the ombuds of the current problems, but the categories are useful. It was recommended that the ombuds do a group exercise to figure out what areas need improvement. Then give responsibility for actionable items to specific individuals and follow up.

9. Ombuds Jobs/Upcoming Conferences/Trainings

None identified.

Decisions/Agreements Reached: none
Action Items: 
· If interested in serving on the COFO Elections Committee, contact Wendy Kamenshine.
Minutes preparer: Virginia L. Behr / Noreen Kinnavy  
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