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Summer 2008

USOMBUDSMAN
Promoting and supporting fairness, accountability, and equity in

government through the public sector ombudsman.

THE RACE FOR EXCELLENCE AT THE 29th
USOA ANNUAL CONFERENCE
By Gerald R. Papica, Ombudsman, TN Commission on Children and Youth
Conferences  & Training Chair

Hello to all USOA members, associates, and friends! As the 2008 Confer-
ence Planning Committee finalizes this year’s annual conference, we are
hoping that you are making diligent preparations to join us in Lexington,
Kentucky. The state’s motto is, “United We Stand, Divided We Fall.” Southern
historians as well as scholars are in agreement about how and why Kentucky
adopted this motto.

Among other nicknames, this part of
the region is popularly known as the
“Bluegrass State.” This nickname was
adopted due to the vast expanses of
Bluegrass across the Commonwealth.
As noted on the state’s website and
the Internet, “Bluegrass is not really
blue. It’s green. In the spring, how-
ever, when seen from a distance, the
blue-purple buds of Bluegrass lend a
bluish tint to the landscape.” The “Blue-
grass State” is famous for breeding
horses, fine bourbon, tobacco farms,
and, last but not least, the Kentucky
Derby. The state is “home to a stellar
system of state parks and natural at-
tractions, featuring lakes, hardwood forests, spectacular waterfalls, and
magnificent caves.” In simple terms, this glorious, magnificent state is a
destination one should never miss.

As previously announced, the
conference title/theme is
“From the Starting Gate to the
Finish Line: Ombudsmen and
the Race for Excellence.” It
will take place at the Crowne
Plaza Campbell House on
September 29 – October 3,
2008. The USOA Annual Con-
ferences are unique and pur-
poseful. The events are es-
pecially designed to offer on-
going training for new and
seasoned public sector om-

budsmen while enhancing their skills needed in the profession.

Contact USOA:
Alda Helvey, Business Manager
Heather Paris, Graphic Designer

5619 NW 85th St., Ste. 600
Johnston, IA 50131-2955

515-225-2323 (o) 515-327-5050 (f)
usoa@assoc-serv.com

www.usombudsman.org
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NORTHERN SENSIBILITIES,
SOUTHERN HOSPITALITY
By Joan Beck, Ombudsman, Lexington-Fayette Urban County
Government Outreach & Development Chair

Is there anything as beautiful as a band of horses cresting a
bluegrass covered knoll on a crisp fall morning? See for your-
self September 29 through October 3, 2008 as the USOA
gathers in Lexington, Kentucky.

Lexington is the
Horse Capital
of the World,
home of the
best thorough-
breds today and
throughout his-
tory. It also
was the home
of Henry Clay,
statesman and
author of the
Missouri Com-
promise, and Mary Todd Lincoln, wife of the sixteenth
president.  The oldest pottery west of the Alleghenies is right
down the road in Bybee. You’ll also find the living history
museum of the Shaker Village at Harrodsburg. Transylvania
University, another first west of the Alleghenies, was founded
in 1780 and is located just north of downtown. Daniel Boone
established Boonesborough just south of Lexington and you
can visit a recreated fort there today. There is a wealth of
American History to explore in and around Lexington.

If history isn’t your thing, come to Lexington for the food.
No matter what cuisine you favor, you’ll find it here.  Try some

of the local favorites,
like Dudley’s Restau-
rant, located in an old
school building, be-
tween downtown and
the University of Ken-
tucky Campus. Or
stop by Ramsey’s,
for local produce done
right. Bombay Brazier
is busy every night
with a wide variety of
Indian dishes. There
are too many places
for great food — one
can’t possibly name a
favorite.

Be sure to save time
for some extracurricu-
lar fun. The Red Mile,
just up the street from
the conference hotel,
hosts the Kentucky

Apart from the main conference that begins on October 1,
there will be a two-day pre-conference workshop (New
Ombudsman Training) on September 29 and 30 and an all-
day pre-conference workshop (High Conflict Personali-
ties) on September 30. For the main conference, there will
be a one day plenary session (Evaluating Ombudsman
Operations and Establishing Performance Measures), two
2-part series workshops (Writing the Investigative Report
and Estimating Value via Satisfaction Surveys), and six
concurrent sessions (Ombudsmen at the Starting Gate,
Online Complaint Systems, Making Strides on Legal Is-
sues, Cross-cultural Awareness, Ethical Analysis, and
Common Ground) are scheduled. The USOA annual meet-
ing and chapter meetings will also take place during the
conference. An Opening Reception on September 30 and
an off-site banquet on October 2 are some of the highlights
planned for this unique event.

The Registration Packet and a color-coded schedule
is currently available on the USOA website at
www.usombudsman.org. There are two very important
dates to remember if you are planning to participate in
this year’s conference.  An early bird registration discount
is being offered but will end on August 22. The deadline
for the negotiated group rate of $99 per night plus tax
is August 29. This rate is also valid three days before
and three days after the conference. Please be mindful that
we have a limited block of rooms. Space is available on a
first come, first serve basis. If you are traveling from a
different country, give yourself adequate time to apply for
a visa and arrange your international flight. When you
make your hotel room reservation, mention the code “USO”
in order to get the group rate. Call 859-255-4281 soon to
make your reservation.

The Citizen’s Advocate - Ombudsman, Lexington-Fayette
Urban County Government is the 2008 Annual Conference
host. Lexington’s Ombudsman, Joan Beck, is also the
USOA Chair for Outreach and Development.

For more information about the Crowne Plaza Campbell
House, visit their website at http://www.ichotelsgroup.
com/h/d/cp/1/en/hotel/lexsb?rpb=hotel&crUrl=/h/d/cp/
1/en/availsearch&ias=y. See you in Lexington!

The 29th USOA Annual Conference (continued from the
front cover)

Photo  courtesy of the Lexington Convention and
Visitor’s Bureau and Jeff Rogers.
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The pre-conference workshops offered this year at the
USOA Annual Meeting are worthy of special notice.  The
New Ombudsman Training is a two-day session designed
for individuals who are new or relatively new to their position
as a government Ombudsman.  This session represents the
only education or training session for new public sector
Ombudsmen available in the United States.  Participants will
leave the session with a foundation in Ombudsman history
and practices that one could not find anywhere else.  The
session also offers important opportunities to network with
other new Ombudsmen facing similar challenges, and to
benefit from the sage advice of the experienced Ombuds-
men leading the session.  Every public sector Ombudsman
should experience this session… even those who are not
brand new!

One common problem encountered by Ombudsman Offices
is that of handling high conflict personalities. The behavior
of the individual presenting the complaint can add to
the problems the Ombudsman encounters in investigating
and resolving the problem. Oftentimes, very real problems of
such individuals are dismissed by government agency staff
because of the difficulty of dealing with the person. The
individual may even have restrictions upon their ability to
access the agency because of the history of conflict. The
session on High Conflict Personalities will assist Ombuds-
men in understanding these personalities and provide skills
that will be invaluable!

EXCITING PRE-CONFERENCE
WORKSHOPS
By Diane Welborn, Ombusdman, Ohio Joint Office of Citizen
Complaints, USOA Treasurer and Membership Chair

CARIBBEAN OMBUDSMAN
ASSOCIATION REGIONAL
CONFERENCE
By Arlene Brock, Ombudsman for Bermuda

The 5th Biennial Regional Conference of the Caribbean
Ombudsman Association (CAROA) was hosted by the
Ombudsman for Bermuda on April 27 to May 2, 2008.
The purpose of CAROA Biennials includes promoting
the development of the Ombudsman institution in the re-
gion, defending their independence and strengthening pro-
fessionalism through the exchange of information, experi-
ences and research.

These goals were addressed in the rigorous three-day
conference program which explored the Foundations of
Good Governance, Sharing Best Practices and Special
Issues. The 4th day entailed a Mediation skills-building
workshop based on the interest-based methodology of the
Harvard Law School Mediation Program. CAROA’s constitu-
tional biennial meeting was scheduled on the 5th day.

Some 38 Ombudsman offices participated. Regional Om-
budsman (Antigua & Barbuda, Barbados, Belize, Cayman,
Curacao, Haiti, Jamaica, St. Lucia, Trinidad & Tobago, Turks
& Caicos) were joined by Ombudsman or their international
relations officers from around the world (Canada, Costa
Rica, Denmark, Gibraltar, Guatemala, South Africa, Nether-
lands, UK and US).

An unprecedented feature of the fifth Biennial was that the
first day of the conference was open to the Bermuda public
and media. The 33 local registrants were joined by 25 civil
servants and union representatives who attended all three
days. In addition, local dignitaries attended the Welcome
Ceremony, which featured a Procession of Flags escorted
by public high school students, an address by the Governor
of Bermuda, presentations on behalf of the Commonwealth
Secretariat, the UK Government Department for Interna-
tional Development (that contributed two UK speakers),
CAROA and a cultural presentation. The Governor and the
Acting Premier also hosted receptions later in the week for
the overseas guests. This local participation served to el-
evate the understanding of the Ombudsman concept in
Bermuda.

The Acting Premier, Minister Terry Lister, gave the opening
address, followed by greetings from William Angrick, (Presi-
dent of the International Ombudsman Institute/Ombudsman
of Iowa) and Madison Stanislaus (President of CAROA /
Ombudsman for St. Lucia). The keynote speaker, Olara
Otunnu, was a former United Nations Under-Secretary Gen-
eral for Child Victims of Armed Conflict and has been
designated as the “World’s Children Ombudsman.” He bril-
liantly contextualized the national work of Ombudsman
within the standard-setting of United Nations international
human rights mandates.

Futurity, one of the
triple crown of har-
ness races.  Keene-
land Race Course is
home to the best rac-
ing in the country,
drawing the highest
quality horses, train-
ers, and jockeys and
featuring the highest
average daily pur-
ses.  A trip to Ken-
tucky wouldn’t be
complete without
a Bourbon distillery
tour, such as Wood-
ford Reserve or Buf-
falo Trace.  Great hiking with spectacular views can be found
at the Red River Gorge and Natural Bridge, a short drive east
of Lexington. Or paddle the Kentucky River or Elkhorn
Creek, just outside Frankfort.

As  you can see, Lexington has a lot to offer. We look forward
to experiencing Lexington together. See you in September!

Northern Sensibilities article (continued from page 2)

Photo  courtesy of the Lexington
Convention and Visitor’s Bureau

 and Lee Thomas.

Continued on page 7
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OMBUDSMAN TRAVELS:
IMPRESSIONS OF THE
ISLAMIC REPUBLIC OF IRAN
By Michael P. Mills, Ombudsman, City of Portland

Having been to Iran in 1977, and being frustrated with anti-
Iran rhetoric and talk of our country waging war with Iran, I
was quick to join a group of five men from Portland for a two-
week visit to Iran in April.  It is possible to obtain a visa if you
go as a "group" with a tour guide, even if you are from the
United States.

My first impression, enforced by the fact that the five of us
were delayed until 2:30am upon our arrival for fingerprint-
ing, was that there was a deep suspicion of Americans by the
Iranian government.  I later realized that the suspicion was
actually quite justified given our government's actions to-
ward Iran, and that this sentiment towards Americans by
government leadership was not widely held by the Iranian
people.  In fact, almost without exception during our two
weeks traveling through Central Iran, people were incred-
ibly friendly, hospitable, and eager to speak to us about
America and American impressions of Iranians. Students,
families, and even a group of Air Force enlistees all stated
that they liked the American people and hoped to foster a
reciprocal relationship.

Within cities, American and European fashion is "the thing",
even though women are required to have their heads
covered and wear garments in compliance with Islamic
code.  These rules were enforced in public, and occasionally
even private parties are raided and arrests made.  Penalties
for violating dress codes are strict, the violators usually
given the choice of either fines or lashes of a whip.  We were
told that women make up the majority of university popula-
tion and that women have equal employment opportunities.
While that was encouraging to hear, there is the constant
dichotomy among freedoms. Our female guide had to de-
cline shaking hands with me, a high school girl explained
that they could not ride bicycles to school, and two college
students were unable to join us for tea in an outside cafe
because of their gender.  There is optimism that the economy
and their government will improve and I share that same
hope.  Everyone we met wished to be friends and partners
with the United States.

Our route included Shiraz, where we traveled to the historic
site of Persepolise & Naghsh-e-Rostam; and, Isfahan, the
most beautiful of cities built on a quiet river surrounded by
parkland.  The town is deep with history and culture.  People
flock to the river every evening to walk and meet friends.
Here we were all quickly approached and befriended when
walking alone or in groups.  We were allowed to go out in
the afternoons and evenings if we wished. The history and
culture in this part of Iran is overwhelming.  So much of our
culture today can be traced back to the historic sites of
Persia.

From Yazd to Natanz and on the way back to Tehran, we
passed the infamous nuclear facility that is referred to in the
news.  Heavily fortified, it was not on our tour and we were not
allowed to take photographs even from a distance.  It gave
me pause to wonder about the current international debates
about the site and how resolution might be realized.

On our return to Tehran, I made additional attempts to meet
with the Ombudsman Office (General Inspection Organiza-
tion the Islamic Republic of Iran, a member of the IOI);
however, for a variety of reasons, we were unable to meet in
person.  Considering that only 3,000 to 5,000 Americans visit
Iran every year, I consider myself very fortunate.  I left with
a strong belief of the need for improved international rela-
tions and the value in making peace one person at a time.

Oh. I forgot to mention… the food was wonderful.   Whenever
I was asked by Iranians if I was afraid or concerned about my
safety, I told them that I felt unsafe when trying to cross busy
streets because of the traffic, but I was more afraid that I
would gain too much weight from all the great food!

NEBRASKA OMBUDSMAN
OFFICE GETS NEW
JURISDICTION

The Nebraska Legislature recently passed legislation that
will change the reach, but not the mission, of the Nebraska
Ombudsman's Office.  Since it was created in 1969, the
jurisdiction of the Nebraska Ombudsman's Office has
been limited to the investigation of complaints against
agencies of state government.  However, with the adop-
tion of the new legislation, the authority of the office has
been extended to the investigation of complaints relating
to the operation of local jails.  The Nebraska Ombudsman's
Office has been active for many years in examining issues
relating to state correctional facilities, and the new legisla-
tion will carry that role into the new area of dealing with
complaints about jail administration.  The same legislation
has also created a new position in the office for a Deputy
Ombudsman for Institutions.  The person in this position
will focus attention on problems in Nebraska's state-run
mental health facilities and veteran's homes.

By Oscar Harriott, Deputy Ombudsman for Corrections,
Nebraska Public Counsel/Ombudsman Office

Please check out our merchan-
dise for sale on our website at
http://www.usombudsman.org/

enactivities_and_services/
usoa_merchandise_for_sale.cfm
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THE ARIZONA OFFICE OF
THE OMBUDSMAN CITIZENS’
AIDE BEGINS TO UNTANGLE
THE PUBLIC ACCESS WEB
By Elizabeth Hill, Assistant Ombudsman – Public Access

In 2006, in an effort to increase government awareness and
provide the citizens of Arizona an effective and efficient
means to get answers and resolve public access disputes,
the Arizona State Legislature passed legislation effective
(January 1, 2007), expanding the Ombudsman-Citizens’
Aide Office in order to promote open government throughout
the state.  To accomplish this goal we provide assistance and
education to state and local government officials and mem-
bers of the public, resolve disputes, and investigate com-
plaints in matters relating to public access laws.

 “Our job is to make government more open and account-
able,” said Pat Shannahan, Arizona’s Ombudsman-Citi-
zens’ Aide.  “With very few exceptions, the public has a right
to inspect government records and attend the meetings of
public bodies.  We make sure government agencies respect
that right.”

Like most states, Arizona public policy favors open govern-
ment. Statute specifically requires all officers and public
bodies to maintain, and make available for inspection by any
person at all times during office hours, all records reasonably
necessary to maintain an accurate knowledge of their official
activities.  In addition, Arizona’s Open Meeting Law requires
that meetings of public bodies be accessible to the public.
Too often, however, government inadvertently or deliber-
ately fails to comply with its obligation to conduct its business
openly.

Since February 2007, the public access program has grown
into a well known, widely used, and much appreciated
resource.  We initially publicized the program through press
releases, interviews, in-person meetings with public officials
and various local organizations, and by reaching out to
state, county, and local government entities mailing copies
of our open meeting law and public records law booklets
along with a letter of introduction to more than 300 state
agency heads, county attorneys, city and town attorneys,
and various organizations.

In addition, we revised and redesigned our website and
brochures to reflect our expanded jurisdiction and role in-
vestigating complaints and providing education in matters
related to public access.  We also expanded the web-
site to specifically include relevant information regarding
public records and open meetings. It may be found at
www.azoca.gov.

As a result, during 2007, the office received 368 inquiries
regarding matters related to public access.  Of those calls, 70
percent were public records inquires and 30 percent were

open meeting inquiries. The majority of inquiries, 54 per-
cent, were from members of the general public, 9 percent
were media inquires, and surprisingly, 37 percent were
from government agencies.

While the public access program’s primary mandate is to
investigate complaints, we spend considerable time coach-
ing and assisting private citizens, members of the media,
and public entities in matters relating to public access.  To
help facilitate this apparent need for information and guid-
ance, we provide educational materials and training to
public entities as well as interested members of the general
public.

We are especially proud of the open meeting law and public
records law publications that we publish and distribute to
public entities throughout the state free of charge. To date,
we have distributed approximately 3000 of each. The most
recent versions may be found on our website at http://
azleg.gov/ombudsman/Open_Meeting_Book.pdf and
http://azleg.gov/ombudsman/Public_Records_Book.pdf.

The program has made great strides over the past year.  We
have received, and continue to receive, a variety of in-
teresting and often complex issues.  We have also started
compiling a list of proposed changes for the legislature
to consider in an effort to make public access in Arizona
more consistent, effective, and efficient.  Some of these pro-
posals will be submitted for the upcoming year. We are
excited and eager to see what new developments will take
place during the remainder of the year.

Continued on page 6

DISCONNECTED? HELPING
CITIZENS CONNECT WITH
GOVERNMENT WHILE ON A
LIMITED MINUTE BUDGET
By Amanda Bennett and Brandy Alexander, Assistant
Ombudsmen, Ohio Joint Office of Citizen Complaints

In recent years, our office has experienced an increase in
cell phone numbers given by citizens as their primary phone
number for contact. Many financially strapped citizens, who
cannot afford a landline or perhaps having had that landline
disconnected in the past, have been able to keep a line of
communication open through wireless services. In particu-
lar, we have seen an increase in citizens calling our office
using pay-as-you-go cell phones.

Before the emergence of cell phones, if a citizen sought
services from our office and did not have a landline, they
often provided us with the number of a neighbor or a relative
that did have a phone. Now, with prepaid wireless services,
citizens can obtain telephones more easily because they
don’t involve long-term contracts, credit checks, or early
termination fees.  They can load minutes to their phone as
they are able to afford them and can now conduct their
business with government agencies in a way that they may
not have been able to before.
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College Assist, formerly known as Colorado Student Loan
Program, was created in 1979 by the state legislature as a
guaranty agency for government student loans under the
Federal Family Education Loan Program. Private lenders
make all loans, but the United States Department of Educa-
tion is our oversight entity. In 2005, the State of Colorado
contracted with Nelnet, Inc., a diversified educational plan-
ning and finance company, for guarantee services. My
position of ombudsman was transferred to Nelnet but is still
performed on behalf of the State of Colorado.

Ten years ago, the Department of Education established
that each guarantor is required to have an ombudsman on
staff. My office is staffed only by myself, but I work with many
colleagues in other agencies, as well as those in my own
office. We process and resolve all formal complaints
made by borrowers for whom we have guaranteed student
loans. These cases come from everywhere, but most of our
clients reside in Colorado.

Typically, a customer calls or sends a letter or contact
comes through a state or federal legislator or the governor’s
office. At this stage, the borrower believes that his or her
case cannot be resolved by going through conventional
channels.

In 2007, we handled just over 50 cases, but that number is
on the rise. So far we have had 34 cases in 2008.

The most frequent inquiries concern Total and Permanent
Disability Discharge requests. There is great confusion
surrounding them because the guidelines set by the De-
partment of Education significantly differ from those of
Supplemental Security Income (SSI) or the Department of
Veterans Affairs (VA). Our clients get upset because they
do not understand why their eligibility is not automatic if they
have already obtained discharge from other agencies.

One memorable case was an elderly client who came in one
day with a stack of papers several inches thick, including
countless sticky notes with cryptic scribbling that was be-
yond decipherability. She insisted that she had never re-
ceived credit for all the loan payments she made. We went
through everything several times. I found lenders who she
had worked with ages ago who sent copies of disbursement
checks. We finally ascertained that she had not been
overcharged, but she refused to accept that. Although my
sense of diligence remained intact, she ultimately de-
faulted, and we discharged the remaining $100 dollars.
Today, she still believes that she was right.

I am also a member of the Department of Education’s
Ombudsman Caucus, and I sit on the training subcommit-
tee. We have been tasked with defining a process path to
share with our respective call centers to identify when and

However, we have also found that pay-per-minute phones
can impede our progress on investigations because we
may lose contact with the citizen. Sometimes when we call
with a follow-up question pertinent to our investigation, we
receive a recording saying, “The customer you are calling
cannot be reached at this time.” We don’t know if that means
they simply haven’t paid their phone bill or bought new
minutes, or if they have abandoned the phone and the line
altogether. When we are unable to reach the citizen, we
have to mail letters to clients to ask them questions, update
them on investigations, or re-establish contact. The pro-
cess of calling a citizen, waiting a few days to see if they
reestablish service, calling again, and mailing correspon-
dence can unfortunately delay and unnecessarily lengthen
our investigations. In other cases, we have experienced
situations where citizens have called our office during a
particularly busy time of day, and we ask them to hold.
We are sometimes told by the caller that they cannot hold
because they don’t have minutes to spare.

We wonder that if citizens are unable to keep in touch with
us because they cannot keep minutes on their phones,
what impact might this have on their communication with
the government agencies with which they are having diffi-
culties? Imagine only being able to afford a certain amount
of minutes per week or month on your phone, and then
calling a government agency, only to be told you have a
wait time of 20-40 minutes.

We tested this for ourselves. When we recently called
Medicare, our wait ended up being 45 minutes. Our local
water department had a wait of 10 minutes, and when we
finally spoke with a representative at our county welfare
agency, we had been holding more than 20 minutes.

As Ombudsmen, we are constantly looking for ways to
improve or restore citizen perception of government ser-
vices, and part of that work involves looking at barriers and
accessibility of these agencies. We must also be aware of
changing trends and adjusting our own procedures to new
realities. Therefore, when we noticed this increase in dis-
connected or unavailable numbers, we were faced with the
question of how to help citizens connect with their govern-
ment when they are on a limited minute budget. One way
that we have responded is by asking citizens to give us
another reliable phone number, maybe that of a friend or
family member, to use when we know that they use a
prepaid phone. Another option we offer is for citizens to call
us back at a pre-arranged time, so that we know we will be
available for their call.

Some state welfare departments and child support agen-
cies are sending selected notifications via text messages,
but that service is not operating in Ohio. We will continue to
monitor this and any other alternative responses that may
develop in the future.
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how a case should be escalated. At the present time, there is
no widespread clarity on this issue — each organization has
its own procedures. We hope to devise some guidelines that
can be adapted in most offices within our industry.

Among higher education ombudsmen, one of the primary
defining factors of our profession is that we can offer a
borrower the prospect of working with the same person
throughout the resolution of their case. For most student loan
borrowers, this is a subtle but valued difference.

College Assist article (continued from page 6)

USOA EDITORIAL INFORMATION

The purpose of USOMBUDSMAN is to communicate the
activities, goals, and mission of the United States Ombuds-
man Association and to publish diverse information and
views on matters significantly related to the ombudsman
profession. Statements of fact and opinion do not represent
the opinion or endorsement of the USOA unless they are
specifically identified as USOA policy.

For information regarding content of USOMBUDSMAN and/
or submission of articles and announcements, please contact
the editor, Beverly E. Reeves, at breeves@austinisd.org.

SAVE THE DATE!!!
The 2008 USOA Annual Conference will be held September
29 through October 3, 2008 in Lexington, Kentucky.

Other speakers addressed Ethics in the Public Sector, Prin-
ciples of Good Administration, Administrative Justice as a
Human Right, the Value of the Ombudsman Institution through
Systemic Investigations and the evolving Jurisprudence of
the Ombudsman as constituting a fourth branch of Govern-
ment — the integrity branch (supporting the executive, legis-
lative and judicial branches).

Over the next two days, participants explored themes such as
the application of human rights principles (especially impor-
tant for those countries that do not have separate human
rights commissions), systemic and individual investigation
techniques, dealing with difficult personalities, the challenges
of small jurisdictions and whistle-blowing. Bill Angrick pre-
sented an illuminating paper on the emerging theme of free-
dom of information. In the final session of the conference,
three seasoned Ombudsmen of the region reflected on the
growth and challenges of the institution since the establish-
ment in 1966 of Guyana as the very first national Ombudsman
in the Western Hemisphere (this session was inspired by “If
I knew then what I know now” from the USOA Conference in
Alaska).

The highlight of the week, probably possible only in a 20
square mile island, was the hospitality of fifteen Bermudian
families who hosted overseas guests for informal dinner in
their homes.

Caribbean Regional Conference article (continued from page 3)

USOA BOARD OF DIRECTORS
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Directors

President
Linda Lord-Jenkins, Ombudsman
Alaska Office of the Ombudsman
333 West 4th Avenue, Suite 305
Post Office Box 102636
Anchorage, Alaska  99510-2636
907-269-6291 Fax: 907-269-5291
linda_lord-jenkins@legis.state.ak.us
www.state.ak.us/ombud

Vice 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

Secretary
Kristen Erbes, Deputy Ombudsman
Office of the Ombudsman, City of Portland
1221 SW 4th Avenue, Rm 320
Portland, OR  97204
503 823-0919 Fax: 503-823-3530
kerbes@ci.portland.or.us
www.ci.portland.or.us/auditor/ombudsman

Treasurer, Membership
Diane Welborn, Ombudsman
Joint Office of Citizen Complaints
15 East Fourth Street, Suite 208
Dayton, OH  45402
937-223-4613 Fax: 937-228-1183
welborn@dayton-ombudsman.org
www.dayton-ombudsman.org

Conferences & Training
Gerald Papica, Ed.D., Ombudsman
Ombudsman Program - Juvenile Justice Unit
Tennessee Commission on Children & Youth
710 James Robertson Parkway, 9th Floor
Nashville, TN  37243-0800
615-532-1572 Fax:  615-532-1591
gerald.papica@state.tn.us
www.state.tn.us/tccy/ombuds/html
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Immediate Past President
Ruth Cooperrider
Deputy Ombudsman and Legal Counsel
Iowa Office of Citizens’ Aide/Ombudsman
Ola Babcock Miller Building
1112 East Grand Avenue, Des Moines, IA  50319
515-281-3592 Fax: 515-242-6007
ruth.cooperrider@legis.state.ia.us
www.legis.state.ia.us/ombudsman

Member Services
Beverly Reeves, District Ombudsman
Austin School District Ombudsman Office
1111 W. 6th St., Ste A230
Austin, TX 78703
512-414-9882 Fax: 512-414-9962
breeves@austinisd.org
www.austinisd.org/community/ombudsman

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@lfucg.com
www.lfucg.com/Council/CitizensAdvoc.asp

Ex Officio Members

Children and Families Chapter Co-Chairs
Karen Grace-Kaho, Ombudsperson
Office of Foster Care Ombudsman
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.fosteryouthhelp.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
www.governor.wa.gov/ofco/index.htm

Corrections Chapter
Oscar Harriott
Deputy Ombudsman for Corrections
Nebraska Public Counsel/Ombudsman Office
State Capitol, Room 807

Oscar Harriott (Continued)
P.O. Box 94712 Lincoln, NE  68509-4712 USA
402-471-2035 Fax: 402-471-4277
oharriott@unicam.state.ne.us
www.unicam.state.ne.us/offices/ombud.htm

Healthcare Chapter
Roberta Opheim, Ombudsman
Office of Ombudsman for Mental Health
& Mental Retardation
121 7th Pl. 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

Gene  Raney, Ombudsman
Virginia Department of Human Resource Mgmt.
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, WA 98104-2312
206-296-3506 Fax: 206-296-0948
amy.calderwood@metrokc.gov

Education Chapter Co-Chairs
Adie Simmons
State of Washington
1110 Capital Way S., Ste. 304
Olympia, WA 99504
360-725-0154
adie.simmons@gov.wa.gov

Dana Abrams, Ombudsperson
St. Paul Public Schools
360 Colborne Street
St. Paul, MN 55102
651-767-8119 Fax: 651-290-8386
dana.abrams@spps.org

USOA Business Office

Alda Helvey, Business Manager
Dynamic Resources, Inc.
5619 NW 86th St., Ste. 600
Johnston, IA 50131-2955
515-225-2323 Fax: 515-327-5050
usoa@assoc-serv.com
www.usombudsman.org
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The USOA is delighted to welcome the following new
members.

Viola I. Abbitt, Director
New York State Office of Children & Families
52 Washington Street
Rensselaer, NY 12019
Phone 518-486-7056
Fax 518-486-7079
viola.abbitt@ocfs.state.ny.us

Lynn Anders, Senior Deputy Ombudsman
King County, Office of Citizen Complaints
401 Fifth Ave., Ste 135
Seattle,  WA 98104-1818
Phone 206-263-9242
Fax 206-296-0948
lynn.anders@kingcounty.gov

Linda M. Brothers, Associate Ombudsman
The Center for Cooperative Resolution
Office of the Ombudsman
NIH, Building 31, Room 2B63
Bethesda, MD 20892
Phone 301-594-3004
Fax 301-594-7948
brothersl@od.nih.gov

Kim Carter, Ombudsman
Office of the Ombudsman, Province of BC
756 Fort Street, 2nd floor
Victoria, BC U8W 9A5
Phone 250-387-5855
Fax 250-387-0198

Gina Clay, Assistant Ombudsman
Office of the Ombudsman, City of Detroit
114 Coleman A Young Municipal Center
Detroit,  MI 48221
Phone 313-224-7149
Fax 313-224-1911

Rose Dennison
Howard County Public Schools
10910 Route 108
Ellicott City,  MD 21042
Phone 410-313-6850
Fax 410-313-1590
rose_dennison@hcpss.org

Shelley Dooher
Director General, Office for Client Satisfaction
140 Promenade Du Portage
Gatineau, Quebec  K1A 019
Phone 819-997-5337
Fax 819-934-7788
shelley.dooher@servicecanada.gc.ca

Eve Franklin
Mental Health Ombudsman, Office of the Governor
PO Box 200804
Helena, MT 59620
Phone 406-444-9669
Fax 406-444-3543
efranklin@mt.gov

Tracee Garrett, Assistant Ombudsman
Office of the Ombudsman, City of Detroit
114 Coleman A Young Municipal Center
Detroit,  MI 48221
Phone 313-224-7149
Fax 313-224-1911

Will Harrell
6400 East Highway 290, Ste 202
Austin, TX 78723
Phone 512-533-2770
will.harrell@tyc.state.tx.us

Elliot R. Lawrence, Attorney
Office of the Property Rights Ombudsman, State of Utah
160 E. 300 South, 2nd floor
Salt Lake City, UT 84114
Phone 801-530-6391
Fax 801-530-6338
erlawrence@utah.gov

Marquitta McConico, Assistant Ombudsman
Office of the Ombudsman, City of Detroit
114 Coleman A Young Municipal Center
Detroit,  MI 48221
Phone 313-224-7149
Fax 313-224-1911

Mary McFadyen, Interim Ombudsman
Office of the Ombudsman For
National Defence and the Canadian Forces
100 Metcalfe St., 12th Floor
Ottawa, Ontario  KIP5MI
Phone 613-996-2089
Fax 613-996-3280
mcfadyen.m@forces.gc.ca

Tracy-Anne McPhee, Ombudsman
Yukon Office of the Ombudsman
PO Box 2703
Whitehorse, Yukon Territory Y1A 2C6
Phone 867-667-8468
Fax 867-667-8469
email.ombudsman@ombudsman.yk.ca

Continued on the back cover



United States Ombudsman Association
5619 NW 86th St., Ste. 600
Johnston, Iowa 50131-2955

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 web site, www.usombudsman.org, is a ready resource in our association 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 a service to public sector ombudsman 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. The list is open to anyone who provides governmental ombudsman or complaint resolution
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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Gustavo Partida, Community Services Counselor
Department of Ombudsman
510 S Vermont Ave., Ste 215
Los Angeles, CA 90020
Phone 213-738-2063
Fax 213-637-8662
gpartida@ombuds.lacounty.gov

April Petroski, Director
Customer Advocate Unit
Sallie Mae
220 Lasley Ave
Wilkes-Barre, PA 15706
Phone 570-821-3k697
Fax 570-821-6015
april.m.petroski@salliemae.com

Linda (Lin) Quenzer, Ombudsman
City of Lincoln
727 S 18th St
Lincoln, NE 68508
Phone 402-441-8281
Fax 402-441-7120
lquenzer@lincoln.ne.gov

2008 NEW MEMBERS CONTINUED
Christopher C. Riddick,  Ombudsman
Crowley Independent School District
512 Peach Street
Crowley, TX 76036
Phone 817-297-5258
Fax 817-297-5808
chris.riddick@crowley.k12.tx.us

Bruce Simpson, Assistant Ombudsman
Office of the Ombudsman, City of Detroit
114 Coleman A Young Municipal Center
Detroit,  MI 48221
Phone 313-224-7149
Fax 313-224-1911

Dr. Magali Zeiters
Dr - Psych
1770 S Tropical Trail
Merritt Island, FL 32952
Phone 321-431-0934
dr.mbzeiters.psych@earthlink.net


