
  

European Ombudsman 

 
Communication Strategy  
The aim of the communication strategy is to promote the work of the European 
Ombudsman to the greatest possible audience. It seeks to achieve widespread awareness 
that the Ombudsman is the foremost EU body working to ensure the highest 
transparency, ethics and accountability standards in the EU administration.  

It reflects the position of the office as a bridge between citizens and EU institutions. It 
emphasises the Office as a dynamic and independent body that deals efficiently and 
thoroughly with complaints that come to it as well as proactively tackling systemic 
problems in the EU administration.  

Targeted, consistent and innovative communication on these themes will ensure the 
Office is perceived as the ultimate standard-bearer and setter for questions about how 
public administrations should behave.  

This will strengthen the influence of the office to effect positive change in the EU 
institutions and will raise public awareness about the importance of accountable public 
administrations for the good of democracies as a whole. 

Improvements to the EU administration as a result of the Ombudsman inquiries should 
be communicated to feed into national, European and international debate on ethical and 
transparency norms in public life. Achievements should be publicised regularly to 
remind the public about the role of the Ombudsman and to encourage other complaints.  

The communication strategy builds on the success of the Office to date in influencing 
change across a range of areas, including on issues such as strengthening ethics rules, 
upholding fundamental rights, and improving the transparency of decision making. 

The following steps are integral to the communication strategy: 

● Presenting the Ombudsman’s work to the public in a manner that is clear, engaging 
and easy to understand. 

● Bringing news about inquiries or other activities to various audiences in a way that is 
meaningful to them and tailored according to where it is published (on the website, 
on various social media platforms, in press releases). 

● Showing the positive influence of Ombudsman inquiries on the EU administration 
over time. 

● Giving prominence to inquiries of public importance so citizens - even if they do not 
need to use the Office themselves - know there is an oversight body working for the 
general public good. 

● Using multipliers - such as academics, relevant civil society organisations and the 
European Network of Ombudsmen (ENO) - to spread key messages or information 
about important inquiries to as wide an audience as possible. 
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● Holding events, linked to the Ombudsman’s strategic work, to raise awareness about 
the Office and to fully explore themes relevant to maintaining high accountability 
standards in the EU administration. 

● Promoting good administration, through the Award for Good Administration and 
other activities. 

● Being proactively transparent about all aspects of the Ombudsman’s daily work and 
activities, including the individual steps in complaint handling, meetings, events and 
new policies. 

● Keeping up to date with best communication practices in Europe and elsewhere. 

● Taking into account, where possible, the national or international implications or 
relevance of Ombudsman decisions. 

● Taking into account changing societal expectations about standards in public 
administrations and public life. 

Target audiences 
EU public  
It is important for the general EU public to know there is an independent body 
monitoring the accountability of the EU administration. Widespread awareness about the 
Ombudsman’s role and impact will contribute to greater trust in the EU as a whole and 
will help to increase the office’s influence. Individual inquiries that are of general interest 
are promoted to a broad audience, alongside the overarching aims of the Ombudsman 
regarding achieving the highest standards in public administration across all EU 
institutions. Where needed the Communication Unit identifies smaller groups of the 
public (such as specific sectors) to transmit certain message or themes. 

Stakeholders and multipliers 
The Ombudsman’s stakeholders are individuals or organisations that have dealings with 
the EU administration.  

They include: 

● Civil society organisations 
● Business associations 
● Journalists  
● MEPs 
● National/regional ombudsman institutions 
● Researchers 
● Legal experts 
● International organisations 

These stakeholders are the core target of the Office’s communication strategy, which 
aims to ensure that all potential complainants know how the Ombudsman can help them. 
Stakeholders help to spread the Office’s messages to their own audiences. 
Communication about the Office’s activities to various stakeholders is targeted to ensure 
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its relevancy while maintaining the underlying broad message that the Office is 
independent, proactive and thorough in its complaint handling.  

EU institutions  
As EU institutions are the targets of the complaints that the Ombudsman deals with, it is 
important that the Office communicates openly and constructively about key inquiries, 
recognising progress when merited and documenting where improvement is still needed. 
This reinforces the Ombudsman’s aim of strengthening cooperation and dialogue with 
the EU institutions and effecting positive change over time. 

Academia  
Academia has an important role in increasing the visibility and understanding of the 
Ombudsman’s work. Independent research about the evolving role of the Ombudsman, 
its impact over time, or about areas of Ombudsman work (such as transparency, and 
revolving doors) can help strengthen the Office’s reach and influence. Communication 
about Ombudsman inquiries and achievements aims to reach key thinkers about good 
public administration in the EU and beyond. 

Key activities and tools 
Media relations 
The media is key to spreading the Ombudsman’s work to wider audiences and putting it 
into context at the local, national or European level. The Communication Unit maintains 
strong and regular contacts with journalists, proactively keeping them up to date on 
inquiries that interest them. 

Journalists are kept informed about the Ombudsman’s work through general press 
release but also through targeted information to specialised media outlets and specific 
stakeholder groups. The Ombudsman regularly gives interviews to explain the Office’s 
work and developments in individual inquiries. Greater media presence increases 
awareness of the Office, which in turn increases its influence. 

Digital media outreach  
Digital communication has an increasingly important role in the Ombudsman outreach 
activities. The Communication Unit brings information and updates to its target 
audiences through state-of-the-art digital communication, identifying what work to 
communicate on, in what format, and developing content on that basis. According to 
these criteria, we identify the right channels and the appropriate level of complexity of 
information, to provide our target audiences a tailored digital journey through integrated 
communication channels.  

Since a user journey starts in most instances on web search engines, the Office is also 
looking into optimising searches and information provided through the most popular 
engines. 
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Social media 

The Ombudsman’s media and social media outreach is key to informing specialised and 
general audiences about the Office’s work, key inquiries, and events.  

The information is published on several social media platforms and tailored to resonate 
with different audiences. 

While the main purpose is to inform about  the Ombudsman’s work, events and activities 
in an engaging manner, it is also important to build up a profile of the Ombudsman as an 
open, citizen-oriented organisation that is responsive to people and supportive of 
important initiatives or ideas related to the Ombudsman’s mandate. 

Website 

The website is the foremost communication tool of the Office, and the hub of all 
communication activities, with social media content mostly linking back to it. It aims to 
be service oriented, transparent in terms of the completeness of the information available, 
and innovative in how it presents the Ombudsman’s work. It includes content, tailored 
for different audiences, that provides information on the Ombudsman’s work - including 
through a dynamic homepage, news articles and a newsletter. The website also features 
all press releases, as well as details of the Ombudsman’s events and meetings. 

Crucially, it is where complainants - actual and potential - as well as the interested public 
can see the entire spectrum of the Ombudsman’s work from the broad themes covered 
(such as transparency, fundamental rights and management of EU public money) down 
to the various steps of inquiries. The website seeks to be as engaging as possible, giving 
an immediate sense of how the Ombudsman can help complainants, ensuring ongoing 
and completed inquiries are easy to find and follow, and making the complaints 
procedure - through the online form - as straightforward as possible. 

Stakeholder relations 
Interactions with stakeholders - from NGOs, to business organisations and civil society - 
is a way for the Office to monitor if there are systemic problems in the EU 
administration. The Office does this through organising meetings and holding events on 
topical issues related to the theme of good administration. The Ombudsman, and 
Ombudsman staff, take part in events organised by stakeholders, including EU 
institutions, to help explain the role of the Office, its position on various issues related to 
its mandate and the details of various relevant inquiries. This strengthens the Office’s 
presence in the EU landscape while helping to reach new audiences through the 
multiplier effect. 

Interaction with the European Network of Ombudsmen 
Since its creation in 1996, the European Network of Ombudsmen (ENO) has become an 
important platform for promoting cooperation among ombudsman institutions around 
Europe. The European Ombudsman facilitates and coordinates the ENO, enabling it to 
achieve its key purpose: keeping ENO members fully informed of developments in EU 
law and policy, particularly those of greatest relevance to their work; advising on how to 
comply with national obligations deriving from EU law; facilitating access to expertise 
within the EU institutions for ENO members; and encouraging cooperation between the 
European Ombudsman and other ENO members through initiatives on topics of mutual 
interest. 



 

5 
 

The tools used to communicate with the Network include: the annual one-day, high-level 
conference with national and regional ombudsmen; seminars on topics of relevance, 
targeted at specialists in the member offices; an extranet, with a discussion forum; and a 
daily news service.  

The Office will also seek to further develop and optimise communication work on the 
core activities of the Network, namely parallel inquiries and queries submitted by 
members concerning EU law. 

Interactions with academia 
Interactions with academics are key for the Office to gain insight and learn from the 
latest thinking on the role of ombudsmen and as a further way of spreading awareness 
about the European Ombudsman. The Office regularly organises conferences with 
participation by academics, while the Ombudsman takes part in events by academic 
institutions. The aim is to further increase monitoring of academic research about 
ombudsmen and the active exchange of ideas. 

Publications 
The Ombudsman’s publications, almost all of which are produced in the 24 official 
languages of the EU, are an important part of explaining the Office. The Annual Report is 
presented to the European Parliament in spring each year and gives an overview of 
inquiries according to themes (such as transparency in decision making) as well as 
detailed statistics. The Annual Report is designed to be useful for both those who follow 
the Ombudsman’s work closely as well as those who might be discovering the Office for 
the first time.  

The Office also regularly produces publications to underpin important and enduring 
themes, such as how EU officials should interact with lobbyists, good administrative 
practices, and the use of the EU’s official languages by the EU’s institutions. Other 
publications have targeted the public at large, potential complainants, EU institutions, 
and businesses. The Office will continue to produce an increasing number of high-quality 
digital publications, allowing it to provide timely and useful overviews of the 
Ombudsman’s work in specific areas, and reach wider audiences.   

Measuring success 
The Ombudsman’s communication activities should set the gold standard for both 
institutional and ombudsman communication. The Office constantly tries to improve 
how it communicates by keeping up to date with new communication channels, adapting 
its messaging, and paying attention to wider societal expectations about the role of the 
Ombudsman. Measuring how and whether the Ombudsman’s communication activities 
are reaching the target audience is vital to ensuring they are as effective as possible. 

This is done by asking for feedback from stakeholders, checking website traffic and 
monitoring social media engagement and engagement with the European Network of 
Ombudsmen. In addition, specific communication goals are set each year to ensure that 
the Office is continually aiming to do better. 

 

Communication Unit, February 2021 


	Communication Strategy
	Target audiences
	EU public
	Stakeholders and multipliers
	EU institutions
	Academia

	Key activities and tools
	Media relations
	Digital media outreach
	Social media
	Website

	Stakeholder relations
	Interaction with the European Network of Ombudsmen
	Interactions with academia
	Publications
	Measuring success


