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       AGENDA ITEM 4 
AGENDA ITEM   
 
District Ombudsperson Interview and Appointment 
 
LEGISLATIVE, FUNDING AND PUBLIC AFFAIRS COMMITEE’S 
RECOMMENDATION   

 
The Legislative, Funding and Public Affairs Committee (LFPAC) recommends that the Board  
appoint Dr. Erik Nolen Allen as the District’s Ombudsperson.   

 
SUMMARY 

On May 24, 2011, Carol Joyce, the District’s Ombudsperson for many years, resigned from her 
position to take advantage of an employment opportunity in another state, leaving the District 
with the task to appoint another Ombudsperson to act as a liaison between District staff and the 
public to resolve citizen inquiries and concerns.    
 
On July 13, 2011 the Board approved a recruitment and selection process for a new 
Ombudsperson which delegated responsibility for screening the District Ombudsperson 
applications to LFPAC (See Report R-11-74) and charged the committee with returning to the 
Board with the top applicants.  The committee interviewed Dr. Allen on February 22, 2012, and 
recommends that the Board appoint him to the position of Ombudsperson.    
 
Following is a summary of the Ombudsperson’s duties; for the complete list of the 
Ombudsperson’s role, duties, assignment and reporting responsibilities please see Attachment 2: 
  
• Listens to resident concerns.  
 
• Opens avenues of communication between residents and neighbors and the District.  
 
• Gathers information and educates residents on District policies or procedures and their purpose or 

effect.  
 
• Facilitates conflict resolution.  
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• Finds other resources to meet resident needs, if applicable.  

 
• Provides a written summary of citizen concerns as requested by the Board of Directors.  
 
DISCUSSION   
 
At its May 26, 2004 meeting (see Report R-04-57), the Board adopted Resolution No. 04-13 
establishing a process for appointment of a District Ombudsperson in conformity with the San 
Mateo County Local Agency Formation Commission’s (LAFCO’s) conditions of approval of the 
District’s expansion to the San Mateo County coast in 2004.   
 
At its July 13, 2011 meeting, the Board of Directors approved the General Manager’s 
recommendation for a selection process which included screening of the applications by LFPAC 
and a return to the Board with the top four applicants.  The Board, it was decided, would then 
schedule interviews and appoint an Ombudsperson either at an upcoming Regular or Special 
Meeting.   
 
LFPAC met with Dr. Allen on February 22, 2012, and is enthusiastic in recommending his 
appointment as the District’s new Ombudsperson.  Dr. Allen is currently the Administration and 
Planning Analyst for San Jose State University, has past mediation experience along with a 
certificate by the Santa Clara County Dispute Resolution Program and he comes highly 
recommended by, among other people, Associate Professor and Program Director for Higher 
Education Administration at Saint Louis University Dr. Gerard Fowler.  Professor Fowler 
currently serves as the Regional Chair for the National Academy of Arbitrators and arbitrates and 
mediates employment disputes in schools, colleges and private industry. 
 
The Committee believes that the full Board will agree that Dr. Allen will be an effective 
mediator who can work with constituents to address any issues that may arise and that he will be 
able to serve as an outstanding Ombudsperson for the District.   
 
FISCAL IMPACT   
 
There are no unbudgeted fiscal impacts with this report.   
 
PUBLIC NOTICE   
 
Notice was provided pursuant to the Brown Act.  No additional notice is necessary. 
 
CEQA COMPLIANCE   
 
No compliance is required as this action is not a project under the California Environmental 
Quality Act (CEQA). 
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NEXT STEPS 
 
Upon Board approval, District Counsel will draft an Ombudsperson Agreement and upon its 
execution, Dr. Allen will begin serving as the District’s Ombudsperson.   

 
Attachment 

1. Application 
2. Ombudsperson duties 

 
Responsible Department Manager: 
Rudy Jurgensen, Public Affairs Manager 
 
Prepared by: 
Rudy Jurgensen, Public Affairs Manager 
 
Contact person: 
Rudy Jurgensen, Public Affairs Manager 
 
 













 
 

OMBUDSPERSON PROGRAM 
 
Role of Ombudsperson 
The Ombudsperson is an appointee of the Board of Directors who follows up on resident or 
neighbor inquiries or complaints for the purpose of attempting to resolve misunderstandings or 
conflicts that have not been resolved satisfactorily by District staff.  The Ombudsperson works 
independently and objectively to assist in maintaining positive relations with District residents 
and neighbors. 
 
Duties of Ombudsperson 
 Listens to resident concerns  

 
 Opens avenues of communication between residents and neighbors and the District 

 
 Gathers information and educates residents on District policies or procedures and their 

purpose or effect  
 
 Facilitates conflict resolution 

 
 Finds other resources to meet resident needs, if applicable  

 
 Provides a written summary of citizen concerns as requested by the Board of Directors  

 
Scope of Duties 
The Ombudsperson would assist residents in their interactions with the District and facilitate 
conflict resolution when needed.  The Ombudsperson would not handle issues that are 
privileged or confidential, or which involve personnel, labor relations, legal matters, or Board 
decisions.  The Ombudsperson would present facts that may lead the Board or staff to 
improve operations or better address citizen needs, as opposed to advocating either for or 
against a resident, staff or Board policy. The Ombudsperson would not establish or 
recommend District policy, or affect or make fiscal or budgetary decisions. 
 
Assignment and Reporting Responsibilities 
If the initial contact from a citizen is the Ombudsperson, the Ombudsperson will contact the 
General Manager before taking further action.  If the General Manager is not able to resolve 
the concern/complaint to the citizen’s satisfaction, the Ombudsperson will follow up with the 
citizen for further resolution efforts. If the initial contact from a citizen were a Board 
Member, the Board Member would immediately contact the General Manager.  If the 
General Manager is not able to resolve the concern/complaint to the citizen’s satisfaction, the 
General Manager shall inform the citizen of the District’s Ombudsperson process and shall 
request the Ombudsperson contact the complainant to offer further assistance.   
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After completing inquiry and resolution efforts the Ombudsperson would then report back to 
the General Manager and provide a written summary report for the Board at least quarterly. 

 
Ombudsperson Knowledge/Skills/Abilities 
To be effective in this role, the Ombudsperson should demonstrate the following 
knowledge/skills/abilities: 

• Facilitation and conflict resolution skills 
• Ability to listen, understand and validate others’ points of view 
• Familiarity with the District’s mission and purpose and how the District programs fit into 

the greater region 
• Knowledge of local government functions and operations and land and property use 

issues 
• Interviewing skills 
• Customer service skills 
• Public speaking skills 
• Analytic and evaluative skills 
• Writing skills- the ability to express clearly and concisely complex issues and positions in 

writing 
• Objectivity and good judgment 
• Create credibility as an independent evaluator capable of independent conclusions 
• Sense of humor 
• Professional demeanor and appearance 

 
Training, education and/or experience in public administration, management, psychology, public 
relations, customer relations, investigations, counseling, consulting, teaching, human resources, 
risk management, related field or as an elected official would likely provide the required 
knowledge, skills and abilities. 
 
Compensation and Terms of Appointment  
 
Volunteer status (unpaid), with full reimbursement for Board authorized expenses incurred (per 
contract).  One-year term with the possibility of reappointment annually. 
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