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Presented by: Jody Aiello, Ombuds
and Darin Mancuso, Foster Care Ombuds



Learning Goals 
• To understand the role of  the 

Governor’s Advocacy Office 
and ODHS complaint process

• To provide a basic 
understanding of  the Foster 
Care Bill of  Rights and related 
rules and policies.



The Ombuds
Swedish word- a citizen representative 
within government or administrative body

• Confidential

• Active Listener

• Problem Solver

• Empowering

• Guiding

• Investigations

• Rule Compliance

• ORS 182.500 -
mandatory report to Governor,
obligation to cooperate in good faith

October 2019 Governor’s 
Proclamation of  ‘Ombuds Day’ 

Presenter
Presentation Notes
OHA has an Ombuds Team
Long-Term Care Ombuds team is outside of ODHS and includes IDD and Residential Facilities Ombuds…how are they different
UofO, US Olympics, Military Branches and many others  have an Ombuds




GAO History
• 1993 – Governor Roberts appoints Ombuds to assist 

citizens with state services
• 1993 – Legislature creates the role of  Children’s 

Advocate (SB 1042)
• 1996 – the Children’s Justice Task force advocated for 

moving Children’s Advocate responsibilities to GAO, 
completed via interagency agreement.

• 2002-2004 – Customer Service and Discrimination 
complaint process developed for the agency, overseen 
by staff  in GAO

• 2003 – Legislature permanently moves Children’s 
Advocate to GAO (HB 2522).

• 2014 - Foster Children’s Bill of  Rights created by SB 123, 
Foster Care Ombuds hired to receive complaints.

• Future - ? ? ?

Presenter
Presentation Notes
Past legislation has suggested having a Foster Parent specific Ombuds, creating an Oregon Ombuds Office with all State Ombuds under one organization, moving the foster care ombuds to external, changing the name of the GAO….all of which have not passed



GAO Today
The GAO helps affected parties work through questions, 

concerns, or complaints related to ODHS services or 
departmental action. The office is functionally independent 
of  the programs under its review, and reports regularly to 

the ODHS director and Office of  the Governor on the status 
of  the complaints/resolutions.

• GAO has a Director, Formal complaint Coordinator/Civil 
Rights Investigator, Foster Care Ombuds, and 6 ODHS 
Ombuds, and a Screener 

• ODHS Ombuds respond to complaints and concerns for 
all ODHS programs, including Child Welfare

• Current GAO team members have broad and diverse 
professional backgrounds, including ODHS field 
experience, juvenile justice, victim’s advocacy, mental 
health fields and more.

Presenter
Presentation Notes
The diverse backgrounds lend to our ability to have a neutral perspective



Activity of  the Governor’s 
Advocacy Office and Ombuds 

• Investigate all ODHS 
matters on behalf  of  the 
Governor’s Office and 
ODHS Director

• Full access to OR-Kids 
and other ODHS systems

• Open, respond, 
investigate, track and 
report out on all 
complaints

• Regularly meet with 
ODHS leadership, 
including Directors of  
programs and Human 
Resources



A ‘Typical’ GAO Case
Receive 

complaint, 
concern or 

question

(many sources)

Reach out to 
complainant, 

seek additional 
information / 

educate

Perform 
research Consult supervisors, 

program/policy 
experts

Evaluate 
available 

information

Inform 
complainant 
of  findings

Make referrals / 
recommendations 

as needed

Ensure complete 
case 

documentation, 
circle back to nec. 
parties, close case

Resolutions, 
recommendations, 

reports

Important elements along the way: confidentiality of complainant,
reasons for GAO inclusion of supervisors, follow up with staff at the
conclusion of our work

Presenter
Presentation Notes
We do not share the name of our reporters unless it is necessary, and permission is granted by the reporter.  Sometimes you might guess and sometimes you might be right and other times not.  
We do not share that this complaint  came from the Governor’s Office or a grandparent.  Both are irrelevant to our goal of fairness and equality
Once we are contacted with a complaint, we will conduct research.  If we note an additional concern while reviewing the case, we will  be including this in our review.  Ex.  Grandmother not having visits and we see that the worker has not conducted a face to face with the child in 3 months.
District and Program Managers have asked that the GAO include them on critical issues when reaching out to staff and to include supervisors all other times.  
Feedback is important to us….We heard from a prior class that they never knew the outcome of the situation with the GAO.  We have really tried to address this issue internally and complete the loop with staff once the case is completed



Outcomes of  GAO cases
The outcome of  a GAO case varies significantly depending 
on our findings- the most likely are (in no particular order)

• Quarterly reporting of  high-level info and trends
• Recommendations to local management or program 

leadership
• Letter of  findings to agency or program leadership
• No action taken – GAO does not find the agency acted 

outside requirements 
• Referral to more appropriate office 

(other agency/jurisdiction, ORCAH, 
Human Resources)

• Sharing positive feedback:
DHS 171 comment form,
GAO ‘Thank You’ card 

Presenter
Presentation Notes
We often see great work and have the ability to resolve a complaint without reaching out to staff.  When we see something like up-to-date ORKIDS narratives we want to recognize this great work!  Positive reinforcement 4:1



What GAO doesn’t do
The GAO is focused on resolving the root cause or effects of  
ODHS administrative action or inaction. 

There are some limits around Ombuds generally or GAO 
specifically, and we do not take part in the following:

• Advocacy for / against complainants in the legal system 
or giving complainants legal advice

• Sharing information with individuals who are not entitled 
to it

• Sharing important Department information or news, such 
as the results of  a CPS investigation

• Investigating (or re-investigating) matters more 
appropriate for CPS, OTIS, law enforcement, HR

• Review the same concerns more than once

Presenter
Presentation Notes
While we will not re-investigate a CPS, OTIS, LEA or HR matter, we will review these investigations and offer feedback or suggestions specifically as it applies to the role of the Children’s Advocate.



Customer Service and Privacy 
Complaints or Report of  

Discrimination (form: DHS 0170) 

Presenter
Presentation Notes
We are in the process of revising the poster and 170 form to include updated information and ensure federal compliance so these may look slightly different once completed. 

The GAO also governs the ODHS formal complaint process, which includes customer service, discrimination. This process is designed to document customer/client/consumer concerns, most commonly through the ODHS 0170 form. Privacy complaints may also made through this form, but those concerns are forwarded to the Information Security and Privacy Office (ISPO). The Civil Rights poster and ODHS 0170 should be available in the lobby of all ODHS branches.

The formal complaint process is governed by administrative rule and intends to resolve issues at the lowest level possible. If a complaint against a caseworker is resolved by their supervisor, these forms are sent to GAO for documentation. At each step, a complainant may choose to instead go to the next level supervisor up to the GAO. The GAO Formal Complaint, Civil Rights, and Discrimination investigator will seek to resolve issues along the same process as GAO from several slides before. The 170 form has 3 boxes; customer service complaints are resolved with the complainant by the manager, PM and DM moving up the chain if resolution cannot be reached with the  manager. Sometimes all three levels are involved at the same time regarding the nature of the complaint. 

If the discrimination box and protected class boxes are checked then the civil rights investigator is responsible for evaluation of those claims. Sometimes, a complainant will check every box and the issues can be intertwined. We triage and work with management to plot a course of action regarding those multilayered complaints. 
-If the complaint is specifically about individual staff (usually behavior or other egregious issue) those are sent to HR for review. 
-If a complainant expresses any concerns about discrimination, please fill out the 170 form and send in to our office  for review.




Customer Service and Privacy 
Complaints or Report of  

Discrimination (OARs & process) 
407-005-0030 Report of  Discrimination and Other 
Remedies Available for Alleged Discrimination 
407-005-0100 Purpose and Scope 
407-005-0105 Definitions 
407-005-0110 Customer Service Complaint Procedure 
407-005-0115 Resolution of  Customer Service Complaints 
407-005-0120 Retaliation Prohibited 

Supervisor Program Manager District Manager

GAOCustomer Service Complaint

Discrimination Report

Presenter
Presentation Notes
The discrimination and customer service complaint process are outlined in administrative rule. The customer service complaint process allows for local review of concerns with timelines for each level of management, but also give complainants the option to escalate to GAO at any time. Allegations of discrimination should be sent directly to GAO for review.

https://secure.sos.state.or.us/oard/viewSingleRule.action?ruleVrsnRsn=80231
https://secure.sos.state.or.us/oard/viewSingleRule.action?ruleVrsnRsn=80232
https://secure.sos.state.or.us/oard/viewSingleRule.action?ruleVrsnRsn=80233
https://secure.sos.state.or.us/oard/viewSingleRule.action?ruleVrsnRsn=80234
https://secure.sos.state.or.us/oard/viewSingleRule.action?ruleVrsnRsn=80236
https://secure.sos.state.or.us/oard/viewSingleRule.action?ruleVrsnRsn=80237


Foster Care Ombuds and the 
Foster Children’s Bill of  Rights

• Drafted by OFYC with 
input from 100 foster 
youth

• SB 123 Created Foster 
Children Bill of  Rights

• Every child in foster care 
gets a copy

• Provides every teen in 
care a “how to” packet of  
information

• Creates a position at the 
Governor’s Advocacy 
Office for a Foster Care 
Ombuds

Presenter
Presentation Notes
The FC BOR came from the voice of our foster youth!



Senate Bill 123 (2013)
• Created ORS 418.200-

202 which mandates 
certain Rights (see 
attachment) and also 
the creation of  the Bill 
of  Rights

• Added “teeth” to 
existing Rights of  
Children Policy

• Law went into effect 
January 1, 2014

Presenter
Presentation Notes
Created ORS 418.200-202 which mandates certain Rights (see attachment) and also the creation of the Bill of Rights

Did you know that ODHS has a “Rights of a Child” Policy currently? 
413-010-0180 
If you did not know that, you are not alone as many caseworkers, foster parents, and youth were not even aware that one existed…Added “teeth” to existing Rights of Children Policy to reflect the new changes and requirements
There is also an annual review of their rights with the youth. 

Created the Foster Care Ombuds- Darin Mancuso., who will be someone focused entirely on the challenges of children involved in the foster care system.


Law went into effect January 1, 2014, 

We all play a role in the process. Some of us have different guidelines, responsibilities, confidentiality requirements, duties, and philosophies…..   That is ok and a can be a great thing.

Really  about how we are all working together for the greater whole and with the youth to make sure the youth is safe and getting his/her needs met…



http://www.cffo.org/


Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

OREGON FOSTER CHILDREN’S BILL OF RIGHTS

• 418.200 Definitions. As used in ORS 418.200 to 
418.202, “foster child” means a child who is in the legal 
custody of  the Department of  Human Services pursuant 
to the provisions of  ORS chapter 418, 419B or 419C and 
who is or was placed in substitute care with a foster 
parent, a child-caring agency as defined in ORS 418.205 
or an independent residence facility established or 
certified under ORS 418.475. [2013 c.515 §1]

• 418.201 Legislative intent. It is the intent of  the 
Legislative Assembly that each foster child have certain 
essential rights, including but not limited to the 
following:

Presenter
Presentation Notes
Defines Foster Child…. Not just a child in foster care, but also a child who is or was in substitute care, residential, child caring  agency.

Must be in legal custody of ODHS ie: Children in the care & custody of ODHS Child Welfare so could include tribal homes with youth in ODHS custody ODHS youth in residential treatment facilities, etc.

Not a foster youth with OYA though



• (1) To have the ability to make oral and written complaints 
about care, placement or services that are unsatisfactory 
or inappropriate, and to be provided with information about 
a formal process for making complaints without fear of  
retaliation, harassment or punishment.

• (2) To be notified of, and provided with transportation to, 
court hearings and reviews by local citizen review boards 
pertaining to the foster child’s case when the matters to be 
considered or decided upon at the hearings and reviews 
are appropriate for the foster child, taking into account the 
age and developmental stage of  the foster child.

• (3) To be provided with written contact information of  
specific individuals whom the foster child may contact 
regarding complaints, concerns or violations of  rights, that 
is updated as necessary and kept current.

Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

Presenter
Presentation Notes
Oral and written complaints- FCO website, complaint forms. FCO email.  
Retaliation- Can not happen and has been an issue in the past.
Transportation-  this is new.  Must coordinate this with the child’s attorney, CASA and foster parents.  Telephonic, in-person, bifurcated????
The poster




DHS 9020 -
"Younger Child" 
BoR Poster

Presenter
Presentation Notes
BOR is for all children 0-21……Younger Child Version can be used with those under 14

https://sharedsystems.dhsoha.state.or.us/DHSForms/Served/de9020.pdf


Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

(4) When a foster child is 14 years of  age or older, to be provided 
with written information within 60 days of  the date of  any 
placement or any change in placement, regarding:

• (a) How to establish a bank account in the foster child’s 
name as allowed under state law;

• (b) How to acquire a driver license as allowed under state 
law;

• (c) How to remain in foster care after reaching 18 years of  
age;

• (d) The availability of  a tuition and fee waiver for a current or 
former foster child under ORS 351.293;

• (e) How to obtain a copy of  the foster child’s credit report, if  
any;

Presenter
Presentation Notes
How Do I brochure 



Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

• f) How to obtain 
medical, dental, vision, 
mental health services 
or other treatment, 
including services and 
treatments available 
without parental 
consent under state 
law and

• g) A transition toolkit, 
including a 
comprehensive 
transition plan.

Presenter
Presentation Notes
Must be given to all foster youth14 years of age or older

How to obtain medical, dental, vision, mental health services or other treatment, including services and treatments available without parental consent under state law…” Important to keep in mind that ODHS, the youth, and the youth’s team is still working closely together to help the youth understand why it’s important to take the medication, what the side effects are, what symptoms the medication helps, etc…this does not in any way mean that it would be in the youth’s best interest to stop taking medication—just want to make sure the youth has all the information he/she needs as ODHS will not be in this youth’s life forever and it is important for the young person to understand why he/she is taking the medication, etc. 



DHS 9018 - “How 
Do I…?” brochure

Presenter
Presentation Notes
Credit Report…..why necessary?  Credit score damaged due to fraudulent activity on foster child’s credit.

https://sharedsystems.dhsoha.state.or.us/DHSForms/Served/de9018.pdf


Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

• (5) With respect to a foster child’s 
rights under the federal and state 
constitutions, laws, including case 
law, rules and regulations:

• (a) To receive a document 
setting forth such rights that is age 
and developmentally appropriate 
within 60 days of  the date of  any 
placement or any change in 
placement;

• (b) To have a document setting 
forth such rights that is age and 
developmentally appropriate posted 
at the residences of  all foster 
parents, child-caring agencies and 
independent resident facilities; and

Presenter
Presentation Notes
5(a) BOR must be given within 60 days of entry into placement or any change of placement- 
5(b)  BOR poster must be posted at the residence of all foster parents, and facilities.  Agreed upon location-

2016 Federal Law states that all foster youth 14 and older must have and sign-off on receiving the BOR.  

Tip- Provide a copy to the youth and place a copy in ORKIDS File Cabinet




Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

• (c) To have an annual review of  such rights that is age and 
developmentally appropriate while the foster child is in 
substitute care.

• (6) To be provided with current and updated contact 
information for adults who are responsible for the care of  the 
foster child and who are involved in the foster child’s case, 
including but not limited to caseworkers, caseworker 
supervisors, attorneys, foster youth advocates and supporters, 
court appointed special advocates, local citizen review boards 
and employees of  the Department of  Human Services that 
provide certification of  foster parents, child-caring agencies 
and independent resident facilities.

• (7) To have a hotline phone number that is available to the 
foster child at all times for the purposes of  enabling the foster 
child to make complaints and assert grievances regarding the 
foster child’s care, safety or well-being. [2013 c.515 §2]

Presenter
Presentation Notes
Note: In addition to the annual review of these rights, caseworkers can also review these rights with the youth during their transition planning meetings, preparing for permanency hearings, or a CRB or even during their monthly face to face contact as part of good case practice…

5(c) Rights must be reviewed by caseworker annually and in a way the child can understand it.

6- Contact information provided to youth

7- Poster- but also a phone number that is available at all times to the youth-   This is the number on the poster

Not called a hotline but called the YES line….not 24/7 hotline





DHS 9015 -
Important Contact 
Information Sheet

Presenter
Presentation Notes
4th caseworker this year and do not know who to call

CW fills out and provides to all foster children at the time of placement and every change of placement.  This must be kept updated with ph.#’s

https://sharedsystems.dhsoha.state.or.us/DHSForms/Served/de9015.pdf


CF-0262 -
Foster Children's 
Sibling Bill of  
Rights

Presenter
Presentation Notes
Sibling Visitation Plan if not placed together created with the siblings


Oregon Foster Youth Connection did not stop with BOR…..Sibling Bill of Rights, Savings Accounts, Extra-curricular activities

https://www.oregon.gov/DHS/ABOUTDHS/Documents/CF-0262-Posters.pdf


CF 1019A-
Foster Parent Bill 
of  Rights
• Part of  ORS since 2006

(ORS 418.648)
• GAO added as contact in 2016

Presenter
Presentation Notes
In statute

GAO contact info added in 2016

https://sharedsystems.dhsoha.state.or.us/DHSForms/Served/ce1019a.pdf


Oregon Revised Statutes
Chapter 418 — Child Welfare Services
2013 EDITION

418.202 Oregon Foster Children’s Bill of  Rights; rules.

• (1) The Department of  Human Services shall adopt 
rules establishing the Oregon Foster Children’s Bill of  
Rights, specifying the rights of  foster children 
consistent with the provisions of  ORS 418.201.

• (2) The department shall periodically review the 
rules establishing the Oregon Foster Children’s Bill of  
Rights to ensure that the bill of  rights complies with the 
principles and requirements set forth in ORS 418.201. 
The department shall promote the participation of  
current and former foster children in the development 
of  the rules constituting the Oregon Foster Children’s 
Bill of  Rights and the development of  state foster care 
and child welfare policy. [2013 c.515 §3]

Presenter
Presentation Notes
Ensure and outline differences between:

OAR (0181-005) Admin Rules
ORS (418.201)
Poster

1- Rules are adopted- 413-010-0180

2-BOR This is version #3, there will be updates in the future…restraints?



FOSTER CARE 
OMBUDS REPORT
https://www.oregon.gov/dhs/ABOUTDHS/Documents/FCO-FY21-

report.pdf

Presenter
Presentation Notes
2021 report is posted

https://www.oregon.gov/dhs/ABOUTDHS/Documents/FCO-FY21-report.pdf


“I understand that the adults in my 
life make rules and set limits to 

protect me and help me make good 
decisions. When I need to, I can 

contact my attorney or CASA 
advocate to help me and talk to them 

privately. If  I ever need to do so, 
I can contact the Foster Care 

Ombuds at Youth, Empowerment and 
Safety (Y.E.S.) 1-855-840-6036 and 

talk to them about my problem.”

Presenter
Presentation Notes
Bottom blue bod on poster….This is IMPORTANT!



Contact Information

Governor’s Advocacy Office      GAO.info@odhs.oregon.gov
Toll free: 1-800-442-5238             GAO.CR@odhs.oregon.gov
(503) 945-6904

Foster Care Ombuds                     FCO.info@odhs.oregon.gov
Y.E.S. Foster Care Hotline  1-855-840-6036

Mo: maurice.glenn@odhs.oregon.gov 
Darin: DARIN.MANCUSO@odhs.oregon.gov

OWL site:
https://dhsoha.sharepoint.com/teams/Hub-ODHS-GAO

Public-facing website:
https://www.oregon.gov/dhs/aboutdhs/pages/gao.aspx

mailto:maurice.glenn@odhsoha.state.or.us
mailto:DARIN.MANCUSO@odhs.oregon.gov
https://dhsoha.sharepoint.com/teams/Hub-ODHS-GAO
https://www.oregon.gov/dhs/aboutdhs/pages/gao.aspx
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