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	DEPARTMENT OF CHILDREN AND FAMILY SERVICES

OFFICE OF THE OMBUDSMAN
The Office of the Ombudsman was established to address issues and complaints raised by the community served by the Department of Children and Family Services.  The Office conducts independent reviews of complaints concerning the Department’s policies and practices that have been reported by foster children, foster parents, adoptive parents, family members, children and adolescents, members of the public, community organizations or other interested parties.

The Office of the Ombudsman works closely with the community in resolving highly complex issues that

are not otherwise resolved within the regional offices.  The office provides mediation and alternate

dispute resolution services. 

The Ombudsman Staff are authorized to:

· Meet or communicate with all involved parties.

· Access departmental or state records needed to investigate a complaint.

· Investigate all complaints received by the Office, and determine if further investigation or a 

Referral to another agency is needed.

The Ombudsman program cannot:

· Challenge Court decisions.

· Change case plans; however, the Ombudsman may recommend a case reassessment.

· Challenge personnel issues. Complaints regarding discrimination shall be referred to the Civil Rights Office.
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CONTACT:
Aris Banico (888) 889-9800


APPROVED:
________________________________



Maryam Fatemi, Interim Regional Director


The duties of the Office of the Ombudsman are:

· Provide mediation and alternate dispute resolution services to community members and departmental staff;

· Respond to inquiries from public agencies, private agencies, the child welfare services community and DCFS staff regarding the Department’s policies and procedures;

· Work with the Commission for Children and Families, Board of Supervisors, California State Department of Social Services, and the District Attorney’s Office on highly controversial and sensitive issues or complaints;

· Participate in the development of policy and procedures in response to community and departmental concerns;

· Participate in meetings and work groups or task force groups as the Bureau’s representative;

· Study, analyze and make recommendations regarding the development of solutions that  address issues within the Department;

· Provide requested educational and supportive information regarding the Department’s policies and procedures to foster children, foster parents, adoptive parents, public agencies, private agencies, and the child welfare services community;

When a complaint is received by the Office of the Ombudsman:

· Each complaint will be logged in, identifying the date of receipt, name of the child and other case identifying information. The Ombudsman/Referral Intake form will be completed which will indicate the specific issues/concerns and complaints in a narrative format.  The proposed action and the information provided by the Office of the Ombudsman will also be   

Documented.

· The Ombudsperson will conduct a fact-finding review/analysis of the complaints.

· The CSW and SCSW will be notified within 24 hours either by telephone or electronic mail of the completed Intake/Referral Form, with a copy furnished to the ARA that a complaint has been received on a case under their management and that a case review is underway.  If the matter cannot be resolved, a case consultation will be conducted with the ARA and RA to seek consensus. If consensus still does not occur, a written opinion will be drafted for the submission to the Office of the Regional Director.

· Complaints involving quality of life and/or safety issues will receive the highest priority for review. If necessary, notification will be made to child’s attorney, CASA, law enforcement agencies, Out-of- Home Care, Quality Assurance Division, State Licensing and other DCFS’ sections and community agencies that may advocate for the safety issues of the child. 

· The average time to complete a thorough complaint investigation is 30 days or less.

The Office of the Ombudsman Hotline number is (888) 889-9800.  The hours of operation are

8:00 a.m. to 5:00 p.m.  The calling party can leave a message during off-hours and the Office of the

Ombudsman will respond the next business day.  Through this hotline, the office receives general

questions, specific issues/concerns and complaints and requests for information.

Staff:  The current staff for the office are Aristeo S. Banico, CSA I, Rhonda Fleming, CSW III and 
Jorge Garay, CSW III.
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