
Creating a dynamic value 
proposition that resonates

Problem
•  In 2020, COVID-19 led to the cancellati on of 

the key biannual conference, a drop in 
membership and a loss of non-dues 
educati on revenue.

•  The board’s new leadership sought a value 
propositi on strategy to re-engage the 
board and refocus the organizati on’s 
mission and vision.

•  The goal was to provide more value and bett er 
engagement to their ombud colleagues and 
peers and thereby strengthen the organizati on 
for the future.

Approach
Halmyre conducted a classic value propositi on 
strategy engagement tailored to the size and 
complexity of the FCO. To do this, Halmyre:
•  Carried out a situati on analysis, an 

environmental scan, a SWOT analysis, and 
fi nancial and membership data analysis;

•  Interviewed stakeholders and facilitated 
a working board session;

•  Interviewed and surveyed members;
•  Developed a value propositi on strategy with 

a three-year strategic plan; and
•  Recommended service and program 

improvements to strengthen value.

The Forum of Canadian Ombudsman creates best practi ces 
and standards for ombuds in all sectors

Outcome
• A 34% increase in membership since 2020.
•  A 10% YOY increase in overall revenue with a new 

sponsorship program.
• Improved retenti on in 2021-2022 to exceeding 90%.
•  A board-approved value propositi on strategy that 

united and focused the organizati on.
•  An acti on plan to drive value creati on and 

enhancement, including a resource plan.
•  A dashboard of key success factors and key 

performance indicators that enabled the board and 
management to oversee progress.

•  Re-engaged membership and volunteer 
board leadership.

NAME

Abigail, the Blossoming Leader

Background

Abigail is married and a career-driven woman who took the leap with her career change
based on her drive to make a difference in her community and organization. Her husband, an
architect, is very supportive of her and encourages her to follow this new path.

She does not have much spare time because she’s in her second career and is working hard
to push herself to gain asmuch knowledge as possible and feelmore confident in formulating
her recommendations to clients. She is close to her parents and speaks to them at least every
other day but they live overseas and she is completely dependent on video calls to stay in
touch.

Although she is time-strapped, she volunteers for 2 hours once every 2 weeks at the local
community centre in an assistant counsellor capacity to help youth and older members.

Abigail has been an ombud for the past 2 years. She completed her bachelor’s degree in
marketing psychology and was in a marketing and communications research role for about 8
years before becoming an ombud. She thought it was time for a career change as she wanted
to make a bigger impact with her ideas and not be confined to market research and analysis.
A friend recommended that she consider an advertised ombud role where she could make a
real difference to clients by investigating their complaints regarding unfair practices that
they’ve experienced and find a fair solution for them. Until then, she had been unaware of the
profession and the potential impact that the role could have on an organization. She is
passionate about her work and the challenges it presents.

Being new to the profession, she joined the FCO to be part of the ombud community in
Canada and build her network. She is keen to connect with asmany members as possible
who have similar mandates so she could learn from her network. She knows that she must
evaluate the most commonly used or ideal practices she should begin with as she transitions
into the ombud role. She also joined other associations within and outside Canada.

Although it has been 25months, the transition has been steep and she still feels very new to
the ombud profession and is looking for virtual ways to connect with others and build a
network she can fall back on if she has any questions.

Demographic

Female years35

Married

Ombud

Technology

Goals

Abigail is a life-long learner; she almost craves it. She is always looking for new courses and
professional development opportunities since she’s fairly new to the profession. She knows
experience can help build her knowledge, but for now, she seeksmore resources that help
her understand how to find ideal solutions for the cases she deals with.
She wants to create a solid foundation in her role and set a framework so it’s easy for the
ombud's office to expand and have a more concrete set of measures and guidelines for new
members.

Browsers

Quote

The FCO is a closed group. I’ve often felt at
a loss for words at the virtual coffee meets
as everyone seems to know each other
but me.

Motivations

She is driven by the motivation to be able to do something for those who have been
wronged. She strives to use her authority to fight for her clients and help to resolve the
injustices they have endured in the best possible manner.
The ability to provide her clients with fair outcomes is very validating for her. Every case she
helps to resolve is a huge win and a huge learning opportunity for her, although it may not
necessarily be the outcome her client truly hoped for.
She is on the path to being a great leader in the future but is currently in a position where
she’s working on building a solid foundation for herself in this role.
She believes that the FCO has huge potential in supporting her and others like her who have
been driven by the passion to serve those who have been exposed to unfair practices.

How the FCO can
support her

More inclusive networking opportunities
Peer support
Professional development courses
Regular communication
Mentorship programs
Volunteer opportunities where she can
gain more professional experience

Frustrations

Because each case is unique, she often researches online for resources that can best guide
her to make the right recommendation. She feels that she often finds information housed
within other ombud association websites, not the FCO.
She knows the profession is isolating but she feels she gets only the bare minimum of
support from the FCO because other than newsletters, she does not receive communication
from them.
She recently had a case that needed external investigations and felt lost on how to handle
the situation. She felt supported by her small group of connections, which she acquired
through other associations. She was hesitant to approach the FCO because they always
seemed a little cliquey to newer members like her. She has experienced feeling like an
outsider when attending the Coffee Chats which were meant to be focused discussions on
certain subjects but more often turned out to be informal sessions where more seasoned
members gathered to catch up.
Apart from her small support group, the other associations she is part of have advanced
member communication tools and forums that allow her to reach out to large groups with
her questions and she hears back even frommembers that she’s never met.
She wishes there were smaller subgroups or committees within the FCO where she could
approach a mentor figure or even peers who could give her bits of advice or let her bounce
ideas off of them.
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