USOMBUDSMAN

Promoting and supporting fairness, accountability, and equity in
government through the public sector ombudsman.
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GETTING READY FOR THE
2006 USOA ANNUAL CONFERENCE

By Gerald Papica, Ed.D., Ombudsman
Office of the Ombudsman for Children & Families
Tennessee Commission on Children & Youth

As we announced a few
months ago, this year’'s 27"
USOA annual convention will
take place at Embassy Suites
Hotel on the River in Des
Moines, lowa on September
12-15. For 2006, the theme
or title of the event is, “Om-
budsmen atthe Crossroads:
Broadening OurHorizons.”

André Marin has confirmed to deliver the keynote speech. In April 2005, André
became the 6" Provincial Ombudsmanin Ontario. Priorto this new assignment,
he was Canada’s first Ombudsman for the Department of National Defence
andthe Canadian Forces (DND/CF) for six-and-a-halfyears. Andréis an active
member of the USOA and has helped the organization in a variety of ways for
the past few years.

City Ombudsman From Cape Town and | David Vaudt, lowa Auditor of State, will help open the conference with some
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6,7 | welcome remarks. The State Auditor's Office helps ensure that government is

open and accountable to its citizens, by providing independent, accurate, and
timely audits of the financial operations of lowa’s state and local governments,
and by reviewing government activities to help ensure they are conducted in
an effective, efficientandlegal manner. Governor Tom Vilsack and Lt. Governor
Sally Pederson can notattend.

The conference planning
committee has arranged sev-
eralconcurrentworkshops and
plenary sessions to highlight
the spirit of the convention.
The gathering will feature two
day long pre-conference work-
shops entitled, “New Om-
budsman Orientation”and “Ad-
vanced Dispute Resolution
Processes and Techniques.” Although subject to last minute changes, the
committee has also arranged a number of very interesting and highly intriguing

Continued on the next page
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By Ruth Cooperrider
USOA President

State of lowa - Office of
Citizens' Aide/Ombudsman

With the USOA 27" annual
conference less than six weeks
away, it is timely to focus atten-
tion on the conference. | have
been serving on the Conference Planning Committee in my
dualroles as Presidentand as Deputy Ombudsman of the host
office — the State of lowa’s Office of Citizens’ Aide/Ombuds-
man. While | am really excited about helping to host the 27"
Annual Conference on September 12-15 at the Embassy
Suites Hotel in Des Moines, lowa; itis the program that | look
forward to the most.

The Conference Planning Committee did well in concentrating
first on developing the program sessions; it then selected
the conference title or theme around the sessions. Inarriving
at the session topics, the Committee considered ideas sug-
gested from its members and past attendees. It also looked
at current or potential issues and some basic skills or tools
that would help ombudsman do their jobs better. Once the
sessions topics were chosen, the Committee determined
some dealt with ongoing issues and skills (like report writing,
communications, policy and procedures, business plan, and
standards) and others dealt with concepts and practices not
discussed before (like power of apology, whistleblower pro-
tections, and ethics and civility) — hence, the title “Ombuds-
men at the Crossroads: Broadening our Horizons.”

Thetwo pre-conference workshops have something for prac-
titioners with different levels of experience. Besides the re-
curring “New Ombudsman Orientation" for the new or newer
ombudsman, the other all-day workshop is designed to further
hone your knowledge of and techniques used in dispute
resolution.

Aside fromthis interesting program, I think you will enjoy your
visit to Des Moines and stay at the Embassy Suites Hotel
on the River. While it may not seem as exciting as Hawaii or
the Gaylord Opryland Resort, there are a variety of events and
activities you can take advantage of in your free time —nearby
arethe quaint East Village shopping area, Court Avenue bars
andrestaurants, downtown Des Moines, and Farmers Market
on Court Avenue (Saturday); Science Center with its IMAX
theater; Prairie Meadows Casino—to name afew. Most of all,
you will experience genuine hospitality from the Heartland,
and you will find this to be a comfortable setting to meet new
ombudsmen or getreacquainted with colleagues and friends.

As USOA Presidentand member of the host office, | sincerely
invite all our members to attend the 27" Annual Conference.
Please feel free to contact me if you have any questions.

2006 USOA ANNUAL
CONFERENCE CONTINUED

Continued from the front page

presentations that will include “Strategic Planning for an
Ombudsman,” “Formal or Chloroformal Report Writing,” “Om-
budsman Policy and Procedures Manual: Theory and Prac-
tice,” “Dealing with People who Monopolize Your Resources,”
Civility in the Public Arena,” “Complaints from and Protection
of Whistle blowers,”
“The Power of Apo-
logy,” and “USOA
Standards: Your Pro-
fessional Compass.”
During the Chapters
meeting, the Educa- F
tion Chapter will pre-
sent “Ombudsmanin
the School System”
and the Healthcare
Chapter will present “Federal Ombudsman Program for Medi-
care Beneficiaries.”

These topics aptly reflect the “broadening of our horizons”
needed by public sector ombudsmen who have reached the
“crossroads” of their profession. AUSOA Chapters meeting is
also scheduled to provide support for ombudsmen working in
various settings or structures.

While the traditional conference banquet is slated to happen
at the State of lowa Historical Building, an optional Tour of the
Capitol is also being organized on Thursday evening, Septem-
ber 14, Additionally, a reception welcoming all conference
attendees is scheduled to take place on Tuesday evening,
September 121,

The conference Registration Packet is now available and can
be downloaded via www.usombudsman.org. Itis nottoo late
to register for the conference! The Registration packet on the
website also provides inormation on hotel accommodations.

As the committee
finalizes the nuts
and bolts of the
conference, addi-
tional information
about the gather-
ing will be made
available to inter-
ested individuals
throughthe USOA
website and list-
servannouncements.

One crucial question still remains: Are you motivated enough
to learn, network, and have fun in Des Moines?

Photos courtesy of the Greater Des Moines Convention and
Visitor's Bureau.



UNITED STATES OMBUDSMAN ASSOCIATION
2006 ANNUAL CONFERENCE REGISTRATION FORM

Name

Title Organization

Address

City State/Province Postal Code
Country Email

Phone ( ) Fax( )

Special Accommodations (Dietary or other)

CONFERENCE REGISTRATION (September 13-15):
The Conference Registration Fee includes the Reception on Tuesday evening, Lunch and Breaks on Wednesday, Thursday
and Friday, the Social Event on Thursday evening, and all Conference Materials.

BY AFTER

7/31/06 7/31/06
United States Ombudsman Association Member Fee $395.00 $425.00 $
Non-memberFee $465.00 $495.00 $

PRE-CONFERENCE REGISTRATION (September12):
The Pre-Conference Registration Fee includes lunch and refreshment breaks on Tuesday, and course materials.
New Ombudsman Orientation

United States Ombudsman Association Member Fee $175.00 $
Non-memberFee $225.00 $
Advanced Dispute Resolution Processes & Techniques
United States Ombudsman Association Member Fee $200.00 $
Non-memberFee $250.00 $
GUESTTICKETS:
Reception or Social Event (circle one) #of Tickets__ x$45.00 $
Reception and Social Event # of Tickets ___ x$80.00 $
TOTAL = $

Please make your check payable to “USOA” and mail it with this registration form to:
United States Ombudsman Association, 8345 University Blvd., Suite F-1, Des Moines, IA 50325.

For credit card payments, please mail this form or fax it to: 515-225-6363.

MasterCard VISA CreditCard # Expiration Date
CardholderName CVV2 (3digitsecurity number)
Cardholder Address

Cancellation/Refund Policy
Cancellations must be received in writing by August 11, 2006. USOA reserves the right to cancel or change programs and
conference offerings at any time as warranted. Questions? Call 515-225-2323



THE OFFICE OF CHILDREN'S
OMBUDSMAN (OCO)

The Michigan Legislature created the Office of Children’s
Ombudsman (OCO) in 1994 to investigate complaints about
children in Michigan’s child welfare system. The current
Children’s Ombudsman, Verlie Ruffin was appointed by Gov-
ernor Granholmin January 2006 and confirmed by the senate.
The Children’s Ombudsman Act was amended effective
January 2005 to require senate confirmation of the Children’s
Ombudsman and Ms. Ruffin was the first to go through the
senate confirmation process.

The OCO has jurisdiction to investigate children’s protective
services (abuse and neglect), foster care and adoption
services cases handled statewide by the Michigan Depart-
mentof Human Services (DHS) as well as private child placing
agencies located in each of Michigan’s 83 counties. An addi-
tional amendment to the Children’s Ombudsman Act autho-
rizesthe OCOtoinvestigate juvenile justice cases. The OCO
is in the process of creating an investigative procedure for
juvenile justice cases. The OCO does not have jurisdiction
to investigate the courts or law enforcement. The Children’s
Ombudsman has subpoena power as well as the authority to
holdaninformal hearing. However, ithas notbeen necessary
to utilize either of these investigative tools to date.

Any member of the public may file a complaint with the OCO
and the identity of OCO complainants is strictly confidential
bylaw. OCQ investigators contact the childinvolvedinacase
only if the child is the complainant.

The OCO has a staff of twelve, including the Ombudsman; two
support staff, a supervising investigator, an intake investiga-
tor,and seveninvestigators thatcarry investigative caseloads.
Two investigators are located in the OCQO’s Detroit office and
the remaining staff is located in the main office in Lansing.

Cases are assigned to investigators on a rotating basis.
Investigations are administrative in nature in that a copy of
child’s entire case file (which consists of all agency and
court documents) is reviewed. The focus of investigations
is to determine whether there were violations of DHS policy
or applicable laws in the handling of the child’s case. Invest-
igators conducttelephone interviews with professionals asso-
ciated with a case (case workers, doctors, attorneys, etc.).
On occasion, an investigator may travel to observe a court
hearing or to conduct face-to-face interviews with agency
staff.

If at the conclusion of an investigation the OCO determines
there were violations of policy or law, a Report of Findings
and Recommendations is sentto the county DHS director, the
state DHS director, and the director of a private agency
ifthe agency isinvolved. The agencies must provide a written
response indicating agreement or disagreement with each
of the findings and corresponding recommendations. On
average, the agencies agree with the OCO'’s findings and
recommendations ninety percent of the time. The agency

mustalso indicate whataction it will take when they agree with
arecommendation. The OCO complainantis always provided
with awritten report outlining the results of OCO’s investigation
and if applicable the agency’s response.

Each year approximately 800-900 complaints and inquires
are received via phone, mail, fax or email and approximately
150-175 of those are investigated in a fiscal year. The OCO
provides referralinformation for non-jurisdictional complaints.

While every case is different, investigations have included
issues such as caseworkers failing to verify the safety of
allchildreninafamily, lack of supervisory oversight, a child not
receiving appropriate services while in foster care, failure to
consider relatives for placement and achieving timely perma-
nency for children within federal and state time frames.

One of the biggest challenges the OCO faces is dealing with
misconceptions about its authority and power. Sometimes a
complainant is referred to their office and the OCO does not
have jurisdictionto helpthem. Atothertimes, media coverage
of a case the OCO is investigating may focus on wanting the
OCO to prevent any more children from being harmed when
in fact the OCO is powerless to make such assurances.

The OCOQissues anannualreportwithinformation on the office
and case statistics covering each fiscal year. The annual re-
portalso includes recommendations for system changes and
or statutory changes if necessary. Over the last 11 years, the
OCO has had a major impact on changes in DHS policy and
has worked with the legislature toimplement statutory changes.
The OCQO’simpactisimmeasurable when it comes to protect-
ing the health, safety and well-being of children in Michigan.

For more information on the OCO, see www.michigan.gov/
oco or contact the OCO toll free at 1-800-642-4326.



CANADIAN COUNCIL OF
PARLIAMENTARY OMBUDSMAN
DISCUSS OFFICE INNOVATIONS

AT JUNE MEETING

By Vice President, Linda Lord-Jenkins, Ombudsman
Alaska Office of the Ombudsman
Anchorage, Alaska

Recentinnovations in provincial ombudsman offices occupied
the attendees at the Canadian Council of Parliamentary
Ombudsman’s annual meeting held in Whitehorse, Yukon
Territory, in June. Ombudsmen or representatives from the
10 Canadian Parliamentary ombudsman offices as well the
Bermuda Ombudsman and State of Alaska Ombudsman
attended the conference. Yukon Ombudsman Hank Moorlag
whois celebrating his 10" yearas Yukon Ombudsman hosted
the event.

Manitoba Ombudsman Irene Hamilton reported that her
office is now primarily publishing its annual report on Compact
Disks (CD) supplemented with 200 hard copies of the report.
She said that priorto the CD publication, Manitoba experienced
delays in publishing its annual reports but the office is now
able to publish the report within the first quarter following the
reportingyear.

She said the new format also has cut production costs in half.
Previously, production of 2200 hard copies of the report cost
$28,400. Currentcostsfor 3,271 CDs, including labeling, plus
the 200 hard copies total $13,300. All production work is done
in-house.

She said the new format follows the role and function of the
office, supported by examples, ratherthan providingarandom
list of case summaries as done in the past.

The CD also permits additional material to be included with the
annual report, such as the results of an ECO Survey and four
pamphlets. The distribution list has been expanded.

Saskatchewan Kevin Fenwick reported that he is exploring
the possibility of partnering with the provincial auditor, or the
children’s advocate to conduct systemic investigations. He
also said his office is working on suggested best practices for
administrative tribunals, promoting the idea that the ombuds-
man is a “fairness lens” for government.

He also said the office’s statistical reporting is undergoing a
review, and the office may change from reporting “substanti-
ated” or “not substantiated” findings to reporting “recommenda-
tions made” or “recommendations not made”.

Ontario Deputy Ombudsman Barb Finlay represented Om-
budsman André Marin at the conference. She reported that
Ontario has the office has changed from a complaints-based
approach to doing more systemic investigations, including
those using the Special Ombudsman Response Team (SORT)
team special investigations unit. The SORT team has allowed
the office to complete systemic investigations, with plans to

do six per year. Marin brought the SORT concept from his
tenure atthe Canadian Military Ombudsman office to Ontario.
The Ontario SORT teamis headed by Gareth Jones who also
moved from the Military Ombudsman office to Ontario. SORT
uses four to five investigators from a pool of 20, but two have
stayed on as permanent members of the team.

Ontario also changed it practice on public outreach and
communications, after the office realized that less than one
percent of complaints came from groups previously targeted.
Ontario found that increased news media publicity has in-
creased the office profile and had a positive effect on the
number of complaints.

Ms. Finlay also reported that Ontario now tapes all interviews
because taping provides an accurate record of the interview,
helpsinterviewers to be well prepared, and permits interviews
to be more free-flowing than if responses to questions were
recorded in writing. She said not all taped interviews are
transcribed; transcriptions are made available to interviewees
who have asked for a copy, or there has been agreement to
provide one.

Ontario also is seeking to expand its jurisdiction to include
municipalities, school boards, hospitals, Children’s Aid.

British Columbia Ombudsman Kim Carterreportedthat BC
has recently reinstituted its services over municipalities in
British Columbia. Services to municipalities and self-regulat-
ing processional organizations had been suspended because
of budget cuts several years ago. She also reported the office
is assessing the effectiveness of tele-commuting so far flung
areas could have ombudsman offices nearby.

Alberta Ombudsman Gord Button, who also serves as
president of the CCPO, reported that his office has posted a
fairness checklist to on its Internet Home page.

Other Albertainnovationsincluded creation of aninvestigation
reporting template that reduces length of final reports from 20
pagesto 5 or 6 pages. Alberta’s statistical reporting has been
modified to reflect the numbers of issues/complaints rather
than numbers of files.

Button also said Alberta’s staff recruiting process has been
amended to include a standardized written test for applicants
to assess knowledge and skills.

New Brunswick Ombudsman Bernard Richard reported
that, in his dual role as Information & Privacy Commissioner
(IPC), he has released on video surveillance in public places.

Also attending the conference were USOA Vice Presidentand
Alaska Ombudsman Linda Lord-Jenkins.



LAND USE/PROPERTY
RIGHTS OMBUDSING:
HOPEFUL DEVELOPMENTS

By David Spohr

The bulk of recent press coverage in the long-running dispute
over land use and property rights issues has been devoted to
the volatile reactionto the U.S. Supreme Court’s controversial
Kelo v. City of New London decision in the eminent domain
arena and by the Oregon Supreme Court’s decision to sustain
the sweeping Measure 37 (which requires compensation for, or
a lifting of, a host of land use regulations).

Butafarless controversial approach to resolving such conflicts
has been quietly gaining ground, one that would both avoid the
dire consequences predicted by governmental and environ-
mentalinterests forthe other private property measures and yet
perhaps offers even greater assistance to a larger swath of
property owners than the relief offered by other proposals:
ombudsing.

In May, Connecticut followed Utah’s lead and created an Office
of the Property Rights Ombudsman. Within a few days, Mis-
sourihad created an eminentdomain ombudsman. And Senate
Bill 1883, which would federalize Utah’s model, is still (albeit
quietly) circulating on Capitol Hill, offering the prospect of
advice and assistance for citizens in achieving fair and equi-
table resolution of land use disputes nationwide.

Utah’s model relies on a “gatekeeper,” an attorney experienced
intakings law who is readily available to property owners (atno
cost) and to the government. Unlike more traditional investi-
gate-and-recommend ombudsman charters, Utah’s revolves
around mediation and arbitration. The process is informal, with
disputes usually resolved through conversations that provide
an overview of relevant law and aim to work out a solution
agreeabletoall parties. The Ombudsman has power to require
an agency to participate in mediation or arbitration, using the
quickest, least intrusive and most economical means to re-
solve a dispute and save the parties time, hassle, and cost.

The results of Utah’s experiment with a property rights Om-
budsman have been overwhelmingly positive. By shifting
the nature of the property owner-governmentinteractions from
adversarial to consensus-building, both the government and
property owners have benefited. For example, according to
officials of the Utah Department of Transportation, the percent-
age of its negotiations for the acquisition of property for public
projects that fail and result in litigation has been cut by two-
thirds in the past five years.

For the pro-regulatory community, itis far more palatable than
other property rights initiatives because it does not change the
substance of the takings law, yet it tempers some of the anti-
governmentangerand resentment fueling other proposals, and
it shortens the “parade of horribles” used against the gover-
nment. Forproperty owners, itavoids the choice between hiring

counsel to understand their rights and litigate a matter
(a financial impossibility for many) versus simply foregoing
potential rights. Ensuring thatthe government does notdo or
require more than actually allowed by law may be more
valuable to property owners than tinkering with the subs-
tantive legal standards themselves. And all parties benefit
from avoidance of costly, lengthy litigation. In short, it is a
model that enjoys bipartisan supportand, itwould appear, is
spreading.

After helping to resolve land use disputes in Utah as that
State’s Deputy Property Rights Ombudsman, Mr. Spohr re-
cently began as King County, Washington’s newly-created
deputy ombudsman dedicated to land-useissues. The views
expressed here do notnecessarily represent the views of any
employer. He is available at david.spohr@gmail.com.

CITY OMBUDSMAN FROM CAPE
TOWN AND PORTLAND MEET

By Michael Mills, Ombudsman
City of Portland, Oregon

OnJune 30, | had the pleasure of meeting with Mr. Mbulelo
Baba, the City of Cape Town Ombudsman, while visiting
South Africa. While we had met briefly in Quebec City at the
International Ombudsman Institute Conference, the meeting
in Cape Town with several of his staff provided the opportu-
nity to discussissues facing local ombudsman offices. Local
ombudsman offices are still few in numbers, so being able to
meet with a counterpart is very rewarding. We were able to
find similarities in the types of issues that we deal with and
some surprising differences. | have found a continuing need
to work on our outreach efforts to help make our services
more available to under representative communities; where-
as, the Cape Town office seems to be much better known to
communities in need. We found commonalities among con-
cerns over utility billings for example.

Mr. Baba has what he calls a “Hybrid” Office, one that has
adapted to the political structure and culture of Cape Town.
Thereality is that many local ombudsman offices are tailored
tofittheir jurisdiction and the people they serve. This can be
done while preserving the independence and integrity of the
office. In Portland for example, given our Commission form
of governmentthatblends executive and legislative powers,
independence was attained by locating the ombudsman
under the elected auditor.

| was pleased to hear that the ombudsman concept is being
adopted by more local governments in Africa, atrend thathas
not, with a few exceptions, developed significantly in North
America. While we have model acts, standards, and best
practices for national and provincial or state ombudsman
offices, we as a profession lack guidance in the development
of local government ombudsman offices. Being able to
guarantee complainants confidentiality remains a challenge
for many local ombudsman offices since those protections
must be passed at higher levels of government. There

Continued on the next page



OMBUDSMAN UNIT PROMOTES
EFFECTIVE RESOLUTION OF
PROBLEMS IN VIRGINIA

The Ombudsman Services Unit at the Virginia Department
of Corrections (DOC) was established in April 1977. The Om-
budsman has jurisdiction over all state DOC facilities. DOC
is comprised of 47 major institutions, and this year has a
population of 31,836.

The Ombudsman Services Unit has eight staff members.
There are seven regional ombudsman throughout three re-
gions (the Eastern and Central regions each have two staff,
the Western region has three staff) and there is one statewide
manager, Gloria Robinson. Gloria has been the manager of
the Ombudsman Services Unit for two years. She has over
fifteen years experience in the corrections field.

The Ombudsman Services Unit had over 11,300 grievances
filed in 2005. That is down significantly from just a few
years earlier when they had over 20,000 grievances filed in
2000. Allofthe grievances are inmate initiated. Ms. Robinson
said that the biggest area of complaint has to do with an
inmate’s personal property. For example, if an inmate is
moved from a lower level facility to a higher level facility, they
may not be able to receive property they had at their former
facility. The inmate has to pay to have the property sent to
someone outside the facility if they want to retain their
property. Another frequent area of complaint has to do with
accesstomedical services. Forexample, thereisa $5.00 co-
pay required for medical services (unless the subsequent
visits are associated with the original diagnosis). Butoftenan
inmate will not want to pay a new required co-pay.

Federal and state laws require inmates to exhaust available
administrative processes prior to filing lawsuits concerning
conditions of incarceration. To comply with these laws,
exhaustion of the regular grievance procedure is mandatory
prior to judicial action by an inmate. The procedure requires
that an inmate attempts to resolve his issue informally prior
to filing a grievance. If the inmate is not satisfied with the
informal attemptto have hisissue resolved then he may utilize
the formal Grievance Procedure. If acomplaintis received by
the Ombudsman Services Unit, and the inmate has not tried
toresolve the complaint atthe institutional level, the Ombuds-
man Services Unit advises the inmate that the formal griev-
ance must be processed at the unit level.

Ms. Robinson stated that the formal Grievance procedure has
three levels of appeal:

Level I: Institutional Ombudsman/Facility Administration

Level Il: Regional Ombudsman/Regional Director, Director
of Health Services, or the Chief of Offender Management
Services, depending on the nature of the original grievance.

Level lll: Grievances challenging the substance or interpre-
tation of Division procedures go to the Ombudsman Services
Unitmanagertolook atand work with Deputy Director/ Director

ofthe DOC to make a determination on the case. Matters that
revolve around religious issues are allowed to skip Level II.
Religious complaints also go to a “Faith Review Committee”
comprised DOC employees.

Ms. Robinson says that the Ombudsman Services Unit has
seen several positive impacts including a drop in the number
of grievances filed, a reduction in litigation (inmates cannot
litigate unless they exhaust the grievance system), it has
helped administrators identify potential problem areas before
they grow, the system ensures both a safe living environment
forinmates and a safe working environment for DOC employ-
ees. Above all, it promotes problem resolution through effec-
tive communication and ensures that actions are taken and
problems are addressed when it is necessary to do so.

If you are interested in finding out more about the
Virginia Department of Corrections Ombudsman Services
Unit, contact Gloria Robinson at Gloria.Robinson @vadoc.

virginia.gov.

Continued from page 6 - City Ombudsman from Cape
Town and Portland Meet

continues to great value in local government ombudsman
offices which are readily accessible to the public they serve.
Maintaining connections among offices, such asthe one made
between Cape Town and Portland, will support the develop-
ment of new local government offices.

Portland Ombudsman Michael Mills meets with
City of Cape Town Ombudsman Mbulelo Baba
and staff of the Cape Town Ombudsman Office.

Left to right: Ashley Searle, Mbulelo Baba,
Michael Mills, and Lorika Elliott.



CHAPTER & COMMITTEE REPORTS

THE CHILDREN AND FAMILIES CHAPTER

The California State Ombudsman for Foster Care invited all
members of the Children and Family Chaptertoan Ombudsman
Convening in Sacramento California on November 18, 2005.

Themorning session focused onthe roles andissues impacting
Child Welfare Ombudsman, and offered an opportunity for
Ombudsman to share their successes and challenges.

The afternoon sessionincluded a number of presentations and
speakers, and was attended by Ombudsman, Child Welfare
and Community professionals. Information was shared onthe
California Foster Youth Employment, Training & Housing Task-
force, which has been facilitated by the Foster Care Ombuds-
man. This Taskforce has brought together professionals and
advocates to successfully create programs to meet the needs
of Foster Youth. A presentation was also given on the efforts
to expand the Guardian Scholars programs state wide. This
program provides financial, academic, and emotional support
to foster youth attending colleges. Another presentation was
given by the California Youth Connection, (CYC) which is a
youth led organization of current and former foster youth that
advocates to improve the child welfare system, and provides
youth leadership and empowerment programs for foster youth.
Information was shared on the successful child welfare
legislation that CYC has sponsored. The guest speaker, Kevin
Campbell gave a compelling presentation on the “Family
Finders” program and technology. This program allows social
workers to electronically find the names and addresses of
relatives of children in foster care, in hopes that the children
can be placed with extended family members instead of with
strangers. The Annual Report of the California State Om-
budsman for Foster Care was presented.

On-going sharing of child welfare information & future activities:
The Children and Family Chapter continues to share child wel-
fare articles and otherinformation. The Chapteris keptinformed
through an email group. The Co-chairs of the Chapter are
exploring the possibilities of coordinating with the ABA Center
for Children and the Law to hold another convening similarto the
convening that was previously held, that a significant number
of the USOA chapter members attended.

Formore information or if you wish to become a member of the
Children and Family Chapter, please contact Chapter Co-chairs
Karen Grace-Kaho at Karen.Grace-Kaho@dss.ca.gov or Mary
Meinig at Mary.Meinig@ OFCO.WA.GOV.

MUNICIPAL CHAPTER UPDATE

The USOA Municipal Government Chapter has established a
listserv for its members. The listserv allows all members to
post questions to one another orto share news andinformation
that is specific to ombudsman work at the local government
level. For more information or if you wish to become a member
of the Municipal Chapter, please contact Amy Calderwood
at Amy.Calderwood @ METROKC.GOV.

USOA BOARD OF DIRECTORS
2006-2007
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Ruth Cooperrider, Deputy Ombudsman/Legal Counsel
State of lowa - lowa Citizens' Aide/Ombudsman
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Secretary

Sarah Chapman, Ombudsman
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Joint Office of Citizen Complaints
15 East Fourth Street, Suite 208
Dayton, OH 45402

937-223-4613 Fax937-228-1183
welborn @ dayton-ombudsman.org
www.dayton-ombudsman.org

Director - Conferences & Training

Gerald Papica, Ed.D., Ombudsman

Office of the Ombudsman for Children & Families
Tennessee Commission on Children & Youth

710 James Robertson Parkway, 9th Floor
Nashville, TN 37243-0800

615-532-1572 Fax615-532-1591
gerald.papica@state.tn.us
www.state.tn.us/tccy/ombuds/html

Director—Member Services

Kristen Erbes, Deputy Ombudsman

Office of the Ombudsman, City of Portland
1221 SW 4th Avenue, Rm 320

Portland, OR 97204

503823-0919 Fax:503-823-3530

kerbes @ci.portland.or.us



USOA BOARD OF DIRECTORS

(continued)

Director - Outreach & Development
Joan Beck, Citizens’ Advocate
LFUCG - Citizens’ Advocate Office
200 E. Main Street

Lexington, KY 40507

859-258-3230 Fax:859-258-3232
jbeck@Ifucg.com

Ex Officio Members

Immediate Past President

Robin K. Matsunaga, Ombudsman

State of Hawaii, Office of the Ombudsman
465 S. King Street, 4th Floor

Honolulu, HI 96813

808-587-0770 Fax:808-587-0773
robin.matsunaga @ ombudsman.hawaii.gov
www.ombudsman.hawaii.gov

Children & Families Chapter Co-Chairs
Karen Grace-Kaho, Ombudsperson
Ombudsman for Foster Care

California Department of Social Services
744 P Street MS 9-025

Sacramento, CA 95814 USA
916-653-4296 Fax:916-651-6568
Karen.Grace-Kaho@DSS.CA.GOV
www.dss.ca.gov

Mary Meinig, Director Ombudsman
Washington State Office of Family

and Children’s Ombudsman

6720 Fort Dent Way, Suite 240

Tukwila, WA 98188

206-439-3870 Fax:206-439-3877
mary.meinig@ OFCO.WA.GOV
http://www.governor.wa.gov/ofco/ofcohome.htm

Corrections Chapter

OscarHarriott

Deputy Ombudsman for Corrections
NE Public Counsel/Ombudsman Office
State Capitol, Room 807

P.O. Box 94712

Lincoln, NE 68509-4712 USA
402-471-2035 Fax:402-471-4277
oharriott@unicam.state.ne.us

Healthcare Chapter

Roberta Opheim, Ombudsman

Ombudsman for Mental Health & Mental Retardation
121 7th PI. E., Ste 420 Metro Square Bldg.

St. Paul, MN 55101

651-296-7831 Fax:651-296-1021

Roberta.Opheim @state.mn.us
www.ombudmhmr.state.mn.us

Healthcare Chapter Co-Chair
Gene Raney, Ombudsman
Virginia Office of Health Benefits
101 N. 14th Street

Richmond, VA 23219
804-371-7932 Fax:804-371-0231
gene.raney @dhrm.virginia.gov

Municipal Government Chapter

Amy Calderwood, Ombudsman-Director
King County Office of Citizen Complaints
Yesler Building, 400 Yesler Way #240
Seattle, WA98104-2312

208-296-3506 Fax:208-296-0948
amy.calderwood @ metrokc.gov

Public Schools Chapter Co-Chairs
Pamula Thomas, Ombudsperson
CustomerHelp Center

Cincinnati Public Schools

2651 Burnet Avenue

Cincinnati, OH 45219
513-363-0122 Fax:513-363-0125
thomasp @cps-k12.org
www.cps-k12.org

Beverly Reeves, District Ombudsman
Austin School District Ombudsman Office
1111 W. 6" St., Ste A230

Austin, TX 78703

512-414-9882 Fax:512-414-9962
breeves @austinisd.org

USOA Business Office

AldaHelvey, Business Manager
Dynamic Resources

8345 University Blvd., Ste. F-1
Des Moines, IA 50325
515-225-2323 Fax:515-225-6363
usoa@assoc-serv.com
www.usombudsman.org



2006 NEW MEMBERS

USOA is pleased to welcome the following new members
in2006.

Brandy Alexander

Joint Office of Citizen Complaints
15 East Fourth St, Ste 208

Dayton, OH 45402

(P)937-223-4613

(F)937-22-1183
balexander@dayton-ombudsman.org

Gail Barnard

Office of the Ombudsman,City of Detroit
114 Coleman A. Young Municipal Center
Detroit, Ml 48226

(P)313-224-1914

(F)313-224-1911

barnardg @cncl.ci.detroit.mi.us

Paul Beckman

17511 Creek Ridge Pass
Minnetonka, MN 55345
(P)952-937-2412
pjbeckman @stthomas.edu

John Binion

Office of the Ombudsman, City of Detroit
114 Coleman A. Young Municipal Center
Detroit, Ml 48226

(P)313-224-7146

(F)313-224-1911
binionj@cncl.ci.detroit.mi.us

Durene Brown

Office of the Ombudsman, City of Detroit
114 Coleman A. Young Municipal Center
Detroit, MI 48226

(P)313-224-7139

(F)313-224-1911

dureneb @ ombud.ci.detroit.mi.us

Yves Cote

Office of the Ombudsman for National
Defence and the Canadian Forces
100 Metcalfe St., 12th floor

Ottawa, Ontario K1P5MH1
(P)613-996-2089

(F)613-996-3280
cote.ys@forces.gc.ca

AnnaFerrante-Thomas

Office of the Ombudsman, City of Detroit
114 Coleman A. Young Municipal Center
Detroit, Ml 48226

(P)313-224-7147

(F)313-224-1911
annaft@cncl.ci.detroit.mi.us

Cynthia Graham-Hawkins

Office of the Student Ombudsperson
640 Dr, Mary McLeod Bethune Blvd
Bethune Cookman College

Daytona Beach, FL 32114

(P) 386-481-2402

(F) 386-481-2058
grahamc @ cookman.edu

Muriel Gubasta

Office of Ombudsperson for Families
1450 Energy Park Dr, Ste. 106

St Paul, MN 55108

(P)651-643-2537

(F)651-643-2539
muriel.gubasta @ mnfamiliesombuds.org

Sigfrid Hauck

Cat Fanciers Assn

67 Ironworks Hill Rd
Brookfield, CT 06804
(P)203-775-1590
(F)203-775-3622
sighauck @ earthlink.net

Peggy Lansbach O’More
7401 Westlake Terrace, #1403
Bethesda, MD 20817
(P)301-365-8334
plkariya@yahoo.com

William Lawrence
Self-employed

2800 Woodlake Court

Highland Village, TX75077-6496
(P)214-478-3758
(F)972-317-6835

billaw1 @verizon.net

Elizabeth McKeen

Hawaii State Board of Education

637 18th Avenue, C-101A

Honolulu, HI 96816

(P)808-735-8362

(F)808-735-8364
beth_mckeen/BOE/DOE @notes.k12.hi.us

Micheline McNicoll

City of Quebec

525, boul

Rene-Levesque est. bureau 1.25

Quebec, CN GIR5Y4

(P)418-643-2688

(F)418-643-8759

micheline.mcnicoll @ protecteurducitoyen.gc.ca



2006 NEW MEMBERS CONTINUED

Steve Morrow

Office of Child Advocate

301 W. High Street, Room 840
Jefferson City, MO 65102
(P)573-522-8686
(F)573-522-6870
steve.morrow @ oca.mo.gov

David Newman

Office of the Ombudsman

PO Box 113000

Juneau, AK 99811
(P)907-465-2420
(F)907-465-3330

david-newman @|legis.state.ak.us

Verlie Ruffin

Office of Children’s Ombudsman
124 West Allegan St., Ste. 100
Lansing, MI 48933
(P)517-373-3077
(F)517-335-4471
ruffinv@michigan.gov

David Spohr

Senior Deputy Ombudsman for Rural Affairs
Office of Citizen Complaints — Ombudsman
YeslerBuilding

400 Yesler Way, Room 240

Seattle, WA 98104

(P)206-205-5061

(F):206-296-0948

david.spohr@gmail.com

Hagai Tenenbaum-Erez

State of Israel - Ministry of Transport
Belt-Dugan (In the Israeli
Meteorology Svcs Range)

State of Israel, 50250
(P)972-3-9545410

(F)972-3-9545440

erez@mot.gov.il

Darlene Williams

Office of the Ombudsman, City of Detroit
114 Coleman A. Young Municipal Center
Detroit, Ml 48226

(P)313-224-7149

(F)313-224-1911
darlenew @ ombud.ci.detroit.mi.us

John Willis

Graduate Studies in Dispute Resolution,
Sullivan University

3101 Bardstown Rd,

Louisville, KY 40205
(P)502-456-6504x554

(F)502-456-0040

jwillis@sullivan.edu

ANNOUNCEMENTS

USOA Newsletter Needs You! Interested in submitting an
article? Do you have an idea for a story? Please contact
Member Services committee chair Kristen Erbes at
kerbes@ci.portland.or.us.

2007 USOA Conference — The Conference Committee will
reconvene in early 2007. Please contact committee chair
Gerald Papica at Gerald.Papica@state.tn.us if you would
like join the committee or if you have an idea for a conference
presentation or have interest in being a presenter!

USOA EDITORIAL INFORMATION

The purpose of USOMBUDSMAN is to communicate
the activities, goals, and mission of the United States Om-
budsman Association and to publish diverse information and
views on matters significantly related to the ombudsman
profession. Statements of factand opinion do not express the
opinion or endorsement of the USOA unless they are specifi-
cally identified as USOA policy.

For information regarding content of USOMBUDSMAN
and/or submission of articles and announcements, please
contactthe editor: Kristen Erbes at kerbes @ci.portland.or.us.




United States Ombudsman Association
8345 University Blvd., Suite F-1
Des Moines, lowa 50325

UsSOA

USOMBUDSMAN is published by the United States Ombudsman Association. The newsletter is the property of
USOA; articles may be reprinted with permission. Comments, photos, and news items are welcome. The Board of the
USOA acts as the editorial board for this publication.

Founded in 1977, the United States Ombudsman Association is a 501(c)(3) professional association devoted to the
promotion of public sector ombudsmanship that represents fairness, equality, and justice in public administration.
USOA's website, www.usombudsman.org, is areadyresource in ourassociation and its activities, contact with the board
and members through the online Member Directory, reference materials related the ombudsman profession,
association records, and links to other associations. Current USOA members can log-in to the "Members Only" page
by creating an individual password to utilize the directory and references.

USOA sponsors the OMB_GOV listserv as aservice to publicsectorombudsman offices across the United States and
around the world. The purpose of the listserv is to promote the free exchange of ideas about the public sector
ombudsman institution. Thelistis open to anyone who provides governmental ombudsman or complaintresolution
services at the local, state, federal, or international levels. This includes academics studying the governmental
ombudsman institution and voting and associate members of the USOA, the Canadian Ombudsman Association, or
the International Ombudsman Institute. We encourage all staff and managers of governmental ombudsman or
government complaint resolution offices to subscribe. If you wish to subscribe, visit http://usombudsman.org/
list_subscribe.cfm and fill out the form. You will receive an automatic welcome response.
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