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50 Years of Fairness: People, Purpose, Passion 
 

Sunday, May 10 Pre-Conference Workshops 
 
08:45 – 09:30 
Registration and continental breakfast for workshop participants 
 
09:30 – 4:30 
 
The Fine Art of Fairness: A Model for Decision Makers 
Presented by: Ombudsman Saskatchewan 
$210 per participant (maximum 40) 
 
As ombudsman, investigators, and complaint handlers people contact us every day saying a decision was unfair. 
By the time they reach us, they are often frustrated and angry. No doubt, you have often heard: “Finally someone 
is listening to me,” or “They were so rude!” Do you ever wish you could go back in time and coach the decision-
maker to do it right the first time? If you could, what would you teach them? 
 
Topics this popular interactive workshop will cover include:  
 

 Fairness: What is it? What do you need to know to be fair? Why is it important to look at what was 
decided (substantive fairness), how it was decided (procedural fairness), and how the person was treated 
(relational fairness)? 

 Communication: Decision-makers usually want to do the right thing, but what if they don’t know how or 
they get caught in the emotion of the situation and find themselves acting differently that they would like? 
How can listening, questioning and reframing get them back on track? 

 Interpersonal Conflict: Conflict is a normal and expected part of everyday life. It is not necessarily a bad 
thing. As long as conflicts are resolved in a constructive fashion, the resolution process can allow us to 
find new, better and more efficient and effective ways of dealing with issues. How we frame conflict can 
dramatically affect the process we use to address it.  

 Interests: What do clients really want? How can decision-makers draw out clients’ underlying needs to 
gain a more complete understanding of the issues and make better decisions? 

  
  
 
Train-the-Trainer: Systemic Investigations for Small Offices 
Presented by: Kim Carter, Ombudsperson for the Province of BC 
$210 per participant (maximum 20) 
 
Systemic investigations represent one of the most effective and efficient means for Ombuds offices to achieve 
their objective of ensuring the administrative practices and services of public agencies are fair, reasonable, 
appropriate and equitable. Following the success of Systemic Investigation for Small Offices, Kim Carter offered 
to train others to facilitate the workshop, making it available to more offices across the country. Additional details 
regarding the course content will be published soon.    
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Monday, May 11 
 
08:00 – 08:45 Registration and continental breakfast 
 
08:45 – 09:00 Welcome and Opening Address –  Conference co-chairs 
 
09:00 – 09:45 Kim Carter, Ombudsperson for the Province of BC 
 Principle, Persistence, Persuasion and Prevention: The Role of an Ombuds in 
 Ensuring Effective Governance 
 The Ombuds model was adopted in Canada in the 1960’s and 1970’s during an era when 

governments and other public institutions were expanding. Over the past 40 years there have 
been significant changes in expectations of what government and public agencies will do as 
well as changes in how they deliver services. The Ombuds model has continued to evolve, 
adapt and even expand into the not-for-profit and private sector. This presentation will take a 
strategic approach to identifying why the Ombuds model continues to have value to both 
those who benefit from and those who deliver services. 

 
10:00 – 12:30 Learning Sessions 
 
12:30 – 13:30 Lunch 
 
13:00 – 13:45 Kevin Page, Chairholder, Jean-Luc Pepin Research Chair, University of Ottawa 
 Purpose and Commitment: The Duty to Be True to Your Mandate and Yourself 
 
 It is inevitable that there will be defining moments where both the role and the individual 

responsibility of an ombudsperson to 'speak truth to power' will test the values of the leader 
and the organization. In these moments it will be essential that the leader puts the higher 
purpose of the mandate before other considerations. This session will explore the importance 
of the Ombuds' authenticity, trustworthiness and demonstrated commitment to the purpose of 
our work as the foundation for fulfilling the mandate whatever circumstances arise.  

 
14:00 – 16:30 Learning Sessions 
 
16:30 – 17:30  Forum of Canadian Ombudsman – Annual General Meeting and Election of Officers 
 
18:00 – 20:00 50th Celebration Reception, Sponsored by Simon Fraser University 
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Tuesday, May 12 
 
07:00 - 08:00 ACCUO AGM 
 
08:30 – 09:00 Continental Breakfast 
 
09:00 – 09:45 Lorne Sossin, Dean and Professor, Osgoode Hall Law School 
 The Quest for Effectiveness in the Ombuds' Role  

This presentation will explore five key criteria for effectiveness in the ombuds role in 
public, private, academic and not-for-profit sectors: (1) communication, (2) creativity, (3) 
credibility, (4) constructive collaboration and (5) courage. I will explore the relationships 
between these criteria and the ways in which one may reinforce the others, and how they 
may be applied to various ombuds' settings and contexts. Taken together, these criteria 
can explain why some ombuds roles lead to positive impact while others create division, 
indifference or cynicism. 

  
10:00 – 12:30 Learning Sessions 
 
12:30 – 16:00 Caucus and Networking 
  This session is your opportunity to begin new conversations or continue an ongoing dialogue 

with colleagues across Canada and across disciplines. Join one of the suggested activities or 
create one with your own small group where you can share your experiences and ideas 
about best practice, explore innovative approaches or consult on challenging cases and 
issues. (Box lunch included). 

 
18:30  Join a group for dinner at a selection of interesting restaurants in a range of prices 
 
 
Wednesday, May 13 
 
08:15 – 08:45   Continental Breakfast 
 
09:00 – 09:45 Raymond Saint-Germain, Ombudsman, Office of the Ombudsman 
 Ombuds Performance Appraisal: How do we respond to the need while avoiding the 

pitfalls? 
  
 Increasingly called to account for their performance and added value, ombuds are looking for 

criteria and indicators to create an objective assessment. In terms of cost effectiveness, the 
value of respecting rights and equitable intervention is a very sensitive issue, a universal 
issue. 

  
                           How can the quality of ombuds’ work and its impact be judiciously evaluated? How can we 

bypass the major pitfalls found in this increasingly important exercise?  
  
                               The speaker will offer her thoughts, based on national and international experience, that 

reflect the missions and realities of different types of ombuds. 
 
10:00 – 12:00  Learning Sessions 
 
12:00 – 13:30 Lunch and wrap-up 
 


