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The Ocean County Board of REALTORS® Professional Standards Administrator or Chief Executive Officer will screen complaints.  Information about the program and a Request for Ombudsman Service form will be available on OCBR’s website with a direct link to staff’s email.  Upon receipt of a request, staff will inquire what has been done so far to resolve the situation, and obtain basic information about the issue surrounding the complaint.  
If the complaint meets the program guidelines, staff will email the Ombudsman Request Form (if received) and the Ombudsman Worksheet/Log to the Ombudsman selected – including staff’s comments of the issue (limited solely to factual or clarifying information – not subjective or judgmental), the complainant’s name and telephone number, as well as the respondent’s name, telephone number and broker’s name (if an agent).
The Ombudsman’s responsibilities are as follows:

1. Acknowledge that the complaint has been received, either by email or call to staff.
2. Call the complainant within two business days of receiving the complaint.  The ombudsman shall make two to three attempts to reach the parties should be made before closing the file. 
The General Script to Use is as follows:

I am an ombudsman with the Ocean County Board of REALTORS® and I understand that you have concerns regarding a member of the Association.  As an ombudsman, I am available to answer questions about your situation and concerns.  I cannot give legal advice.  This process is completely confidential.  If you would like to share your concerns with me. I will attempt to resolve misunderstandings and disagreements.  Would you like to share your concerns with me at this time?       Get a yes or no in order to proceed.   

Before we proceed, please understand I cannot make “decisions” in your situation, but I can provide you with some assistance in an effort to resolve your issue.     After you share your concerns with me, I might be able to suggest some possible avenues or options to resolve the situation.  While I will be likely communicating with the other party(s), it is not my place to refer the complaint back to the association or any regulatory agency, including the state licensing authorities.   The only exception is when a possible violation of the public trust appears to have occurred.

(A violation of the public trust is defined as demonstrated misappropriation of client or customer funds or property, willful discrimination, or fraud resulting in economic harm.)
Before we proceed, I need to make sure you understand that all communications that you make to me or Association staff, whether written or oral are confidential.  Before I can communicate your concerns with the Realtor you have contacted the association about, I’ll need your verbal approval to relay those concerns.  Upon conclusion of these services I will be destroying my notes and any paperwork and I will only be communicating with staff of the Association whether we have resolved the situation or not.   Get a yes or no to proceed 

While I certainly hope we are successful in resolving your concerns, it is our association’s policy that that staff or myself cannot be called as a witness as part of any future ethics complaint by the complainant or respondent in this matter if we don’t reach a resolution.   Is that understood?     Get a yes or no to proceed.  (Revised August 2015
3. The Ombudsman should not put anything in writing to the party by e-mail or fax.  All communications should be verbal. 
4. Notify staff within two (2) days of closing the file. 
5. Promptly destroy all materials as well as the OCBR Ombudsman Worksheet/Log
This document was created for the Ocean County Board of REALTORS® utilizing information provided from various local and state associations including the Ocean County Board of REALTORS® previous policy, the Naples Area Board of REALTORS®, Central Oregon Association of REALTORS® and the Texas Association of REALTORS®. 
CONFIDENTIAL
OCEAN COUNTY BOARD OF REALTORS® OMBUDSMAN WORKSHEET/LOG

Name of Complainant:

Relationship to Transaction:

(i.e., buyer, seller, landlord, tenant, broker, agent)

Address:



Phone #:
Fax #:



Name of potential respondent:



Address:



Phone #:
Fax #:



Name of potential respondent’s Broker:



Name of potential respondent’s Principal Broker (if applicable):



Phone #:
Fax #:


Concerns that the complainant would like to address with the OCBR Ombudsman_________________________
__________________________________________________________________________________________

__________________________________________________________________________________________

_________________________________________________________________________________________
“Hello, my name is



;

I am an ombudsman with the Ocean County Board of REALTORS® and I understand that you have concerns regarding a member of the Association.  As an ombudsman, I am available to answer questions about your situation and concerns.  I cannot give legal advice.  This process is completely confidential. If you would like to share your concerns with me. I will attempt to resolve misunderstandings and disagreements.  Would you like to share your concerns with me at this time?       Get a yes or no in order to proceed.   
              (script continued on next page)  

Before we proceed, please understand I cannot make “decisions” in your situation, but I can provide you with some assistance in an effort to resolve your issue.   After you share your concerns with me, I might be able to suggest some possible avenues or options to resolve the situation.  While I will be likely communicating with the other party(s), it is not my place to refer the complaint back to the association or any regulatory agency, including the state  licensing authorities.   The only exception is when a possible violation of the public trust appears to have occurred.
Before we proceed, I need to make sure you understand that all communications that you make to me or Association staff, whether written or oral are confidential.  Before I can communicate your concerns with the Realtor you have contacted the association about, I’ll need your verbal approval to relay those concerns.  Upon conclusion of these services I will be destroying my notes and any paperwork and I will only be communicating with staff of the Association whether we have resolved the situation or not.   Get a yes or no to proceed 

While I certainly hope we are successful in resolving your concerns, it is our association’s policy that that staff or myself cannot be called as a witness as part of any future ethics complaint by the complainant or respondent in this matter if we don’t reach a resolution.   Is that understood?     Get a yes or no to proceed.  (Revised August 2015

VIOLATION OF THE PUBLIC TRUST DEFINITION
A potential violation of the public trust is “demonstrated misappropriation of client or customer funds or property, willful discrimination, or fraud resulting in economic harm.”
Date Complainant Contacted: __________________________
Complainant’s concerns:    

________________________________________________________________________________


________________________________________________________________________________


Ascertain complainant’s desired outcome (for example, is the complainant seeking revocation of license, sanctions, apology, money, etc.) and if they desire direct contact by the respondent.

_______________________________________________________________________________


_______________________________________________________________________________


Contacting a REALTOR® Respondent:
The Principal or Managing Broker will be the first contact if the respondent is not a Principal Broker, in order to explain the nature of your call and to determine the best way to proceed.  If REALTOR® respondent is called, explain who you are and communicate the complainant’s concerns and desired outcome. Determine if REALTOR® respondent is willing to call complainant to try to resolve. If so, give them their name and phone number if Complainant has authorized release of that information.

Date contacted:




( Complainant has given permission to have REALTOR® Respondent contact directly

(  Complainant DOES NOT want REALTOR® Respondent to contact them directly.  

( REALTOR® respondent WILL contact complainant.

( REALTOR® respondent  WILL NOT contact complainant.

Contact complainant to communicate REALTOR® respondent’s response.

Date contacted:


If REALTOR® respondent is to contact complainant or other action is required by respondent, follow up with complainant in approximately one week to determine if matter has been resolved.

Date contacted: 

Complete Confidential Ombudsman Report and send to OCBR

Destroy this worksheet/log

OCEAN COUNTY BOARD OF REALTORS® 
OMBUDSMAN REPORT

CONFIDENTIAL

Follow up with OCBR within 2 days via:
Phone (732.244.8111) 

OR E MAIL:    

Name of Ombudsman:













Parties:

Complainant:





Respondent:





     (
No resolution was reached through ombudsman services; please send complainant an ethics complaint packet.

· No resolution was reached and no further action is required.
· Complaint has been resolved to the complainant’s satisfaction.
General category(s) complaint was about:

____ Repairs

____ Would not present contract

____ No copies of documents

____ Lack of communication

____ Advertising

____ Inspection reports

____ Affiliation disclosures

____ Earnest money

____ Property Condition

____ Contract

____ Agency

____ Procuring cause

____ Discrimination

____ Unauthorized practice of law

____ Inter-Office dispute

Other (please specify)











Please destroy all records including the ombudsman worksheet log received from OCBR.   (This action ensures that the parties are afforded confidentiality.)
THIS DOCUMENT IS AN ONLINE FORM AVAILABLE ON THE BOARDS WEBSITE FOR THE CONSUMER TO COMPLETE AND E MAIL TO THE BOARD.  

STAFF WILL FORWARD THIS FORM ALONG WITH OMBUDSMAN WORKSHEET/LOG TO THE OMBUDSMAN 

Date:_________
Ombudsman Request                 
Name of Complainant:_____________________________________ 

Firm (if any):____________________________________________ 

Address: _______________________________________________ 

Preferred Phone for contact:  _______________________________ 

Best time to contact you:___________________________________

Role in Transaction: ______________________________________

(buyer, seller, agent, broker) 
Subject property (if any)____________________________________
Name of Respondent:_______________________________________

Firm:____________________________________________________

Address:_________________________________________________ 

Phone:____________________ 

Role in Transaction: _________________________________________ 

(listing agent, selling agent, broker) 

 What issue would you like the Ombudsman to resolve? *
(Attach additional form in necessary) 
Return to:  Ocean County Board of REALTORS®, 271 Lakehurst Road, Toms River, NJ 08755 or Fax to (732)244-8390 or e mail to :    Michelle Alvarado  [malvarado@oceancountyrealtors.org]
* All information on this form is confidential.  The Ocean County Board of REALTORS® will destroy this form and any other documents and materials pertaining to this matter at the conclusion of the ombudsman services.   















Ocean County Board of REALTORS®





271 Lakehurst Road


Toms River, NJ  08755





Phone:  (732) 244-8111   





Ocean county board of realtors® oMBUDsMAN sCRIPT & fORMS
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