
Grow by seeing the world through  
your customer’s eyes

Problem
• �Membership was churning and growth  

was stagnant.
• �Investments in marketing, programs and 

services weren’t clicking with members.
• �The management team all had ideas about 

what members valued, but in reality, staff just 
didn’t know what members wanted or needed.

Approach
To understand OSPE through the eyes of its 
members, Halmyre led a complete persona 
development process. The project engaged all 
members; assessed their critical pain points, 
needs, desires and aspirations; and provided one 
of the foundational elements that helped shape 
a three-year strategy. To do this, Halmyre: 
• �Carried out an environmental scan, a SWOT 

analysis and a review of membership 
engagement metrics;

• �Interviewed and surveyed the board, members 
and other stakeholders;

• �Executed deep-dive interviews with a cross-
section of the membership to derive insights 
and develop persona profiles; and

• �Used the personas to build a framework  
of motivations and inhibitors to drive next 
steps in developing the three-year growth-
powered strategy.

The Ontario Society of Professional Engineers serves the rich diversity  
of Ontario’s entire engineering community

Outcome
• �Persona-led marketing and membership growth 

investments driving year-over-year growth of 
5% or more.

• �Clear, articulated and researched growth plans 
driven by the voice of the customer – for years 
to come.

• �An organization unified around the voice of  
the customer.
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WENDY: MAKE THE WORLD A BETTER PLACE 

 

Wendy is a 29-year-old civil engineer and she lives in Thunder Bay.  

She likes to cook and to explore Ontario by camping with her husband in 
various provincial parks. She has recently taken up sailing and runs to unwind. 

She enjoys socializing with friends and has recently joined a book club in her 
neighbourhood. 

Description Her job is quite demanding and includes managing the direction, supervision, 
operation, maintenance, planning, development, health and safety, and 
administration of assigned projects. She is further required to provide technical 
direction to the engineering, office, and field staff, as well as conduct research, 
reviews, inspections, investigations, measurements, and field-testing for a 
variety of clients all over Northwestern Ontario. 

She likes that her job helps bring capacity (infrastructure) for the public. She 
views the public as her customers. Her job fulfills her need to make the world 
a better place. 

She currently feels frustration. While there is opportunity, it can be hard to 
carve out a career path. She recognizes that along with being part of a flat 
organization, being female in the engineering world and working for a 
relatively traditional engineering company has its challenges. Wendy has 
observed that a lot of the engineering companies are not necessarily 
progressive in terms of having female leads in senior roles, and notes that she 
has found it increasingly challenging to see herself progressing where her 
aspirations may lead her career. 

Goals She wants to make the world a better place, maybe in healthcare or the 
environment. She recognizes that she may need additional training to make 
this transition. 

Motivations She really enjoys working with people, solving problems, and completing 
projects. Her career choice has a lot of flexibility, so she gets to do a lot of 
different things and she feels that there are many ways she can branch out 
and use her engineering degree. 

Frustrations She works for a flat but larger engineering firm – there is a fair bit of 
bureaucracy to actually move things forward. There are decision-makers 
involved in every step. She has noticed that rather than having well-informed 
people making the decisions, there are a lot of people who don’t have the right 
technical knowledge involved in making technical decisions when they 
shouldn’t be. 
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MARK: POLITICAL ASPIRATIONS 

 

Mark is a 54-year-old engineer from Toronto. He is married with no children. 
His wife also has a professional job. He is eager and ready to help advance 
the position of engineers in society so they become respected and revered 
professionals, not unlike doctors or lawyers.  

He attributes some of his success to the brotherhood of engineers, and his 
connections within the P.Eng community are “golden to him.” He feels they 
just “get it.” 

He has strong political aspirations and is aware he needs to always be 
improving his essential skills to converse with chief executives (the C-level) 
and other politically inclined colleagues. 

Description Mark is an accomplished civil engineer. He feels passionately about this role 
and the engineering profession. He stands up for the ethical behaviour and 
competence of the engineering community and feels it is important to 
preserve and promote the profession.  

He has strong confidence in himself and in his role. He is very good at what 
he does. He actively shares knowledge with co-workers, including non-
engineers and the general public. He is already a board member of PEO and 
OSPE, contributing and working hard to make engineering better. 

Goals Mark is looking for a leadership role in his career and in his life. He wants to 
contribute and to give back or help the profession grow and develop and to 
make engineering better. For Mark, engineering “is not just a job, it’s a way of 
life.” 

He wants to have a positive influence to create a strong and well-respected 
engineering profession. 

Motivations Mark is very aware of the rapidly changing corporate-political priorities in his 
role and in the profession. He has a strong motivation to positively contribute 
to both his organization and to the profession as a whole, and to feed his 
sense of accomplishment.  

As he gets older, he has a pragmatic “no crap” view of his role. He has a “30-
30 rule”: “It took me 30 years to get here, and it will take me 30 minutes to 
clean out my office. Don’t piss me off.” He needs to ensure that those he 
works with respect his tenure and experience. There are too many 
occurrences in the profession where managers who do not have the right 
technological knowledge are making decisions that they shouldn’t. Mark 
doesn’t have the patience to negotiate this misallocation of decision-making 
power. 

Frustrations He is very aware of, and openly discussed, the disconnect with management 
(C-level types) in the decision-making process and the lack of understanding 
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ANDREA: INTERNATIONALLY TRAINED ENGINEER 

 

Andrea is a 38-year-old engineer from France and has relocated, joining her 
Canadian husband in Southern Ontario. 

In France, Andrea had a thriving career as a civil engineering, building 
highways and roadways. She has a master’s degree in civil engineering. 

She has been adjusting to her new life in Canada and absorbing the new 
culture. She feels that finding employment will make her transition more 
complete. She leans on OSPE to lead the way for her. 

Description Andrea has confidence in her abilities, training, and previous experience as 
an engineer; she needs to build her confidence as a new resident of Canada. 

She believes and has confidence that OSPE has the capacity to be her best 
support network. She looks to the association to help build her knowledge 
and understanding of the engineering landscape in Canada. 

Goals She wants to become more familiar with the Canadian engineering landscape 
and has taken courses at Humber College, Seneca College, and George 
Brown College. She has gained a certificate in design from Humber and is 
actively looking for employment in the engineering field. 

She wants to be more settled in Canada and to secure a job; her goal then 
would shift to more of a career focus. 

Motivations She has a strong desire and motivation to help people – building something 
that provides a benefit to people is something she’s really proud of. She is 
also motivated by being innovative in engineering, making things work better 
and more efficiently. 

Frustrations Andrea is very experienced and moves quickly. She sometimes becomes 
frustrated waiting for other teams to catch up to her and work at her pace. 
She recognizes that this slows down the progress of the project. Her success 
measure is both how quickly she can complete the project and whether she 
can keep it on track. 

Value perception She describes herself as an EIG and is “updating” to get her Ontario P.Eng. 

She feels that as a member of PEO, the OSPE membership is a bonus. It's 
something that can help to improve her knowledge and experience. In her 
view, the transition to Canada is about more than just the job opportunities 
available, there are unique ways to look at engineering projects here. She 
feels it is different in Canada and works hard to understand the differences 
and notes that it is a requirement to be up-to-date with the Canadian 
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HELDER: SAFETY FOR THE WORLD DEPENDS ON HIM 

 

Helder is single and has no family. He lives in Ottawa, and he actively 
participates in cycling and skiing (downhill and cross country). He is pursuing 
bilingual status and attends a French book club to practise and refine his 
French language skills.  

Description Helder is an aeronautical engineer. He has a master’s degree and has 29 
years of experience. He is responsible for aircraft regulations and takes his 
role very seriously. He makes flying safe by ensuring aircraft meet regulatory 
requirements. 

Goals His goal is to deliver a safe product; millions of people are depending on him. 
He knows that to be successful, he has to educate his clients and ensure he 
is sharing his vast knowledge. 

He would like to start mentoring others to ensure that those coming into the 
career/industry can learn from his experience. He understands that he needs 
to move into a management role to facilitate this process. Unfortunately, 
given the narrowness of his niche subject matter, not a lot of positions 
become available. 

Motivations He wants to participate in advancing technologies to take better care of the 
environment and improve society’s standard of living. 

He believes he can learn and incorporate new opportunities into the 
aeronautics industry. 

Frustrations Helder feels that it is sometimes hard to keep up with rapidly changing 
technological advancements – it is a continuous learning curve. 
Implementation often uncovers additional frustrations, specifically balancing 
what has to be done to make flying safe and the cost or budget. 

There is often intense pressure to complete work and that can be stressful. 
The short work cycle often amplifies the previously mentioned frustration: in 
the industry there are ebbs and flows. As an engineer, he is not always busy. 

Additionally, Helder has frustrations with the amount of funding the Canadian 
government puts towards research, specifically aeronautics research. The 
government depends too much on research coming from the United States. 


