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       AGENDA ITEM 5 
AGENDA ITEM   
 
Filling the Volunteer Ombudsperson Role with a Pool of three Qualified Volunteers 
 
GENERAL MANAGER’S RECOMMENDATION  
 
Appoint Lisa Zadek of Half Moon Bay, Kristen Yawitz of Belmont, and Bob Rosenberg of San 
Jose to serve as a pool of volunteer ombudspersons. 
 
SUMMARY 
 
The District established a volunteer ombudsperson program to facilitate interactions between 
citizens and the District as required by San Mateo LAFCo during the 2004 annexation of coastal 
San Mateo County. The Legislative, Funding, and Public Affairs Committee (LFPAC) reviews 
applicants as vetted by the General Manager and forwards those qualified applicants to the Board 
of Directors for approval.  In the past, only one candidate was selected to serve as the volunteer 
ombudsperson, in part due to a lack of applicants. The District’s most recent volunteer 
ombudsperson resigned in August 2016 due to other commitments.  The Public Affairs 
Department, in conjunction with the Visitor Services Department, recruited for a replacement.  
Three applicants were interviewed and all are highly qualified due to their knowledge of the 
District and/or their work experience and skills developed from other volunteer positions.  
Consistent with the requirements of the District’s ombudsperson program, the General Manager 
recommends creating a pool of three qualified volunteers rather than relying on just one 
individual. 
 
DISCUSSION   
 
The San Mateo County Local Agency Formation Commission’s (LAFCo) conditions of approval 
for District annexation of the San Mateo Coast in 2004 included appointment of a District 
ombudsperson to work as a liaison between District staff and the public to help resolve citizen 
inquiries and concerns.  At its May 26, 2004 Board meeting, the District Board of Directors 
assigned responsibility for the ombudsperson program to the Legislative, Funding, and Public 
Affairs Committee (LFPAC).  The LFPAC determined that a volunteer program would best 
serve the District.  Since that time, the District has had three individuals serve as ombudspersons 
at different times.  The agreement with LAFCo allows the District to determine the details of the 
program, and does not limit the District to only one ombudsperson serving at a time, nor does the 
agreement limit the program to the use of only volunteers.  For instance, the District could use an 
outside service to manage its ombudsperson program.  After reviewing the District’s current 
ombudsperson program, researching other agency ombudsperson programs, and discussing the 
program with the Peninsula Conflict Resolution Center of San Mateo, staff determined that the 
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District’s ombudsperson program is best served in its current state by continuing with a volunteer 
program.  The District’s program is focused on facilitating communication and conflict 
resolution between members of the public and the District, not serving in a professional mediator 
role.  For the rare circumstances in which professional mediation may be required, outside 
mediation services have been and will continue to be used.  The roles, duties, and desired 
qualification criteria remain the same as adopted by the Board in 2004.  In addition to continuing 
as a volunteer-based program, the General Manager’s recommendation is that the program would 
be better served by having a pool of ombudsperson volunteers to fully cover the District’s 
network of preserves and to serve as a backup should one ombudsperson be unavailable.  Staff 
will work with the appointed ombudspersons to determine details for how requests from the 
public are assigned amongst the three ombudspersons, considering criteria such as geographic 
location, issue awareness, and availability.  
 
Rosemary Field, the District ombudsperson who served from November 2013 to August 2016, 
resigned due to other commitments.  The position was posted for 30 days on volunteer sites and 
announced to District volunteers and docents through email.  The District received three formal 
applications and all were interviewed by phone by the Public Affairs Manager.   
 
During phone interviews, all three candidates clearly identified their ability to listen and 
understand conflicts and had the understanding of typical open space issues that would normally 
be encountered as part of the ombudsperson role.  All were enthusiastic about the position and 
committed to working in the role of an ombudsperson when requested. 
 
Attached to this report is the adopted description for roles and duties, desired qualification 
criteria, and applications from the three candidates: Ms. Zadek, Ms. Yawitz, and Mr. Rosenberg. 
 
The General Manager recommends appointing all three applicants to create a pool of qualified 
District ombudsperson volunteers to best serve the public.   
 
FISCAL IMPACT   
 
There are no fiscal impacts to the District associated with this item.   
 
BOARD COMMITTEE REVIEW 
 
This item was previously reviewed by the Legislative, Financial, and Public Affairs Committee 
on November 8, 2016 and recommended for full Board consideration. 
 
PUBLIC NOTICE   
 
Public notice was provided as required by the Brown Act. 
 
CEQA COMPLIANCE   
 
This item is not a project subject to the California Environmental Quality Act.   
 
NEXT STEPS 
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If the Board approves, all three applicants -- Lisa Zadek of Half Moon Bay, Kristen Yawitz of 
Belmont, and Bob Rosenberg of San Jose -- will be appointed to serve as a pool of volunteer 
ombudspersons for the District.  
 
Attachment(s)   

1.  Ombudsperson Program Description 
2.  Description of Ombudsperson Desired Knowledge/Skills/Abilities 
3.  Ms. Lisa Zadek’s Application 
4.  Ms. Kristen Yawitz’s Application 
5.  Mr. Bob Rosenberg’s Application 
6.  LFPAC Meeting Minutes from November 8, 2016 

 
Responsible Department Head:  
Kevin Woodhouse, Assistant General Manager 
 
Prepared by: 
Jenny Villegas, Public Affairs Assistant 
 



 
 

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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To be effective in this role, the Ombudsperson should demonstrate the following 
knowledge/skills/abilities: 
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Training, education and/or experience in public administration, management, psychology, public 
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and strategic communications.

Since 2013, I've worked as a writing and strategy consultant to Bay Area nonprofits; this role means working
independently and objectively, often addressing "pain points" within organizations that staff lack time or resources to
fix. I help organizations to assess areas for improvement, and I interface with their clients to obtain first-hand
understanding of what's working well or poorly in the organization's current model.

Prior to 2013, I held positions as Director of Strategic Planning and Development, and Director of Communications for
GeoHazards International (GHI), as well as Senior Manager of Development at Benetech. My work for GHI required
defining strategic priorities and translating priorities into action plans. I moderated international workshops on disaster
risk reduction and led outreach communications efforts. At Benetech, I directed fundraising efforts for Miradi, the
adaptive management software tool for environmental conservation projects.

I believe that these activities and skills are well suited to meet the demands of the Ombudsperson volunteer position.

Application Form - Ombudsperson [#8] - General Information https://outlook.office365.com/owa/?viewmodel=ReadMessageItem&Ite...

2 of 2 10/21/2016 12:33 PM

Attachment 4



Attachment 5



4. Equine/Rider assessment volunteer for MROSD, evaluating horses
and riders as new trail patrol volunteers. 5 years
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*Approved by the Legislative, Funding, and Public Affairs Committee on November 15, 2016 

MIDPENINSULA REGIONAL OPEN SPACE DISTRICT 
 

LEGISLATIVE, FUNDING, AND PUBLIC AFFAIRS COMMITTEE 
 

Administrative Office 
330 Distel Circle 

Los Altos, CA 94022 
 

Tuesday, November 8, 2016 
 

APPROVED MINUTES* 
 

CALL TO ORDER 
 
Director Cyr called the meeting of the Legislative, Funding and Public Affairs Committee to 
order at 2:00 p.m. 
 
ROLL CALL  
 
Members present Jed Cyr, Nonette Hanko, and Curt Riffle 
 
Members absent: None 
 
Staff present: General Manager Steve Abbors, Assistant General Counsel Hilary 

Stevenson, Legislative/External Affairs Specialist Josh Hugg, and District 
Clerk Jennifer Woodworth 

 
ORAL COMMUNICATIONS 
 
No speakers present. 

 
ADOPTION OF AGENDA 
 
Motion:  Director Hanko moved and Director Riffle seconded to adopt the agenda. 
 
VOTE: 3-0-0 
 
COMMITTEE BUSINESS 
 
1. Approve Legislative, Funding, & Public Affairs Committee Meeting Minutes: 
August 30, 2016 
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Motion: Director Riffle moved, and Director Hanko seconded the motion to approve the August 
30, 2016 Legislative, Funding, and Public Affairs committee meeting minutes. 
VOTE: 3-0-0 
 
2.  Legislative Briefing (R-16-150) 
 
Legislative/External Affairs Specialist Josh Hugg discussed legislation for the Committee and 
Board of Directors to consider for possible action for the upcoming 2017 Legislative Session.  
 
These include:  
 

• Correction of a typo in Public Resources Code Section 5544  
 
The Committee by consensus directed staff to pursue legislation to correct the typo. 
 

• Possible increase of Board compensation 
 

Director Hanko requested additional information regarding Board stipends for districts also 
formed by Public Resources Code Section 5500, under which the District was formed. 
 
Director Riffle suggested bringing the item forward to the full Board of Directors for 
consideration, including multiple options, such as the amount of compensation per meeting, the 
number of meetings per month compensated, and whether multiple meetings held on the same 
day may be compensated. 
 
The Committee discussed the need to notify and work with other open space districts to 
determine whether they are interested in pursuing a Board compensation increase. 
 
Assistant General Counsel Hilary Stevenson explained Public Resources Code only sets a ceiling 
for Board members compensation, and individual districts may set their own Board 
compensation. 
 
The Committee by consensus directed staff to research options for a possible Board 
compensation increase, and bring the item forward to the Board for consideration. 
 

• Pursuit of a parks bond similar to AB2244 related to the definition used to identify 
disadvantaged communities. Due to the high cost of living in the Bay Area, many 
communities have a higher median income, but are disadvantaged or severely 
disadvantaged as compared to neighboring communities. The suggestion is to use a 
formula based on county median income as opposed to the state’s median income. 

 
The Committee by consensus directed staff to continue researching the issue and return to the 
Committee with more information. 
 

• Pursuit of Design-Build Authority for the District related to some of the District’s capital 
projects.  
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The Committee by consensus directed staff to continue researching the issue and return to the 
Committee with more information. 
 
Director Riffle suggested staff research and follow any legislation related to marijuana tax if 
approved under Proposition 64, including whether the District is eligible for any funds from this 
tax for District activities such as habitat restoration, enforcement activities, etc. Additionally, 
staff should follow any progress related to any park bonds that arise and move forward as part of 
the upcoming Legislative Session and any legislation related to farm labor housing. 
 
3. Filling the Volunteer Ombudsperson Position with Pool of Qualified Volunteers (R-
16-149) 
 
General Manager Steve Abbors provided the staff report describing the creation of the 
ombudsperson role following the 2004 Coastal Area Annexation. Mr. Abbors explained in the 
most recent recruitment three applications were received, and all applicants demonstrate a 
willingness and capability to serve as the District’s ombudsperson. The involvement of the 
ombudsperson has diminished over the past couple of year as fewer problems have arisen.  
 
Public comment opened at 2:53 p.m. 
 
No speakers. 
 
Public comment closed at 2:53 p.m. 
 
Motion: Director Hanko moved, and Director Riffle seconded the motion to accept the 
applications of Lisa Zadek of Half Moon Bay, Kristen Yawitz of Belmont, and Bob Rosenberg 
of San Jose to serve as a pool of volunteer ombudspersons and forward a recommendation for 
approval to the Board of Directors. 
 
VOTE: 3-0-0 
 
INFORMATIONAL REPORTS 
 
Director Riffle requested additional information regarding the District’s contract with Public 
Policy Associates (PPA). 
 
Mr. Hugg reported staff is still determining how his role will work with the District’s lobbyist 
moving forward. 
 
Mr. Abbors stated the District will most likely pursue a request for proposals process in the 
coming years when Ralph Heim, the District’s lobbyist at PPA, retires. 
 
The Committee members discussed the need for the District to identify legislators to work 
closely with the District in the future. 
 
Director Riffle requested an update on the District’s grant program at a future Committee 
meeting. 
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ADJOURNMENT 
 
Director Cyr adjourned the meeting of the Legislative, Funding and Public Affairs Committee at 
3:04 p.m. 
 
 
 
  ____________________________ 
 Jennifer Woodworth, MMC 
 District Clerk 
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