Success Story

Bethesda’s Ombudsman/Mediator 
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The DON ADR Program does not administer specific ADR processes.  But one of its missions is to “Identify or Create Alternative Processes.”  Where existing forms of ADR do not exist or are inadequate, the ADR Program helps activities create their own ADR processes.  To assure that activity personnel use alternative processes, the DON ADR Program encourages active participation of activities and working groups in designing local ADR processes.  Assistance can be in the form of training, seed funding for programs, marketing and advice.

The Organizational Ombudsman/Mediator at the National Naval Medical Center (NNMC) serves as a model for developing a successful local ADR program.  The local ombudsman/mediator is a Navy Certified Mediator, is trained in the organizational ombudsman model and certified to conduct disability mediations as well as healthcare negotiation and medical malpractice issues.  The DON ADR Program assisted NNMC by funding much of her training.  NNMC, on the other hand, administers the office and funded the design, operation, and implementation.  The ombudsman/mediator created this program and through the participation of interested communities within the command (medical, legal, patient safety/risk management, administration) won the unqualified support of the hospital staff.  The unique feature of this program is its internal neutral who helps resolve healthcare disputes prior to claims being filed.   
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The DON ADR Program Can Help Your Command


Does your command have a unique ADR need?  The DON ADR Program can help you identify resources and assist in launching a successful local program.
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