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introduction

It is my pleasure to present the 2015 Annual Report of 
the Office of the Ombudsperson for Students.

2015 was an extraordinary year, marking the evolution 
of a broader discourse about institutional trust and 
accountability within higher education not just at UBC 
but at universities and colleges across Canada. For 
the UBC Ombuds Office, we heard about concerns 
relating to trust and accountability in contexts ranging 
from the formal processes and appeals students 
engaged in to the less formal interactions students 
had with their instructors, with graduate supervisors 
and with staff of administrative units. 

While fact patterns have varied over time, what 
remains consistent is that except for the small 
number of inquiries about where to find something or 
someone, most of our consultations share the same 
core issue: fairness. This is not to say that every claim 
of unfair treatment is valid. However, every conflict 
and dispute has some level of perceived unfairness. 
That perception can lead to an entrenchment of the 
conflict, along with disengagement from and distrust 
of the institution.

The issues that have arisen through 2015 have 
identified areas for internal and external scrutiny, 
reflection and action. Fairness — both perceived and 
actual — is a core element in each of those issues. 
Our human need for fairness compels us to speak 
out, seek change and redress what we perceive to be 
unfair and unjust.  Fairness is central to our wellbeing 
and therefore central to our success, both at the 
individual and institutional levels.

UBC comprises a diverse community of people 
who work, learn and live here, and also a diverse 
range of disciplines, processes and functions. That 
diversity needs to be acknowledged and valued as 
the university moves forward in 2016 to address 
the fairness concerns that have been raised. Most 
importantly, it must do so in a way that is perceived 
as being fair and is in fact fair for all involved.

Our office is committed to supporting the university 
to ensure a fair environment for students. We are 
looking forward to continuing to work with the 
university community to create and strengthen the 
competencies and practices needed to help ensure 
fairness at UBC. 

Joy Coben and Maria Mazzotta have been the 
faces of the Ombuds Office in Vancouver and 
in the Okanagan respectively, and they have 
helped hundreds of students with their sound and 
compassionate guidance. My continued thanks goes 
to the AMS, GSS and the SUO for their support of and 
engagement with the Ombuds Office in the past year. 
The Ombuds Advisory Committee was expanded to 
include representatives from the Okanagan campus 
and members have continued to provide me with 
insightful advice and direction on the key issues to 
address. I offer a special note of gratitude to Prof. 
Richard Sullivan who chaired the Ombuds Advisory 
Committee for the last three years and has been a 
member of the Committee since its inception.

Respectfully submitted,

Shirley R. Nakata
Ombudsperson for Students
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what we do

With the backdrop of the issues that the university 
faced in 2015, the foundational principles that 
shape ombuds practice are particularly relevant 
and important to our community.

confidentiality
Students need a university 
office where they can share 
their experiences, describe their 
concerns and explore options with 
the assurance that nothing will be 
reported or disclosed without their 
permission, unless there is imminent 
risk of serious harm or the Ombuds 
Office is required to disclose under 
law. Ombuds offices are not offices 
of notice or record which means 
that disclosure to an ombuds office 
does not constitute notice to the 
organization. This assurance of 
confidentiality is critical to create 
a space for students to disclose 
personal and private information 
without forfeiting control of that 
information.

independence
The Ombuds Office cannot be an 
effective resource for students, 
nor trusted as being confidential, 
unless the office is structurally and 
substantively independent from 
the university. For this reason, the 
Ombuds Office does not exist 
within normal managerial lines but 
reports directly to the President. This 
independence ensures that students 
feel confident that they can come 
to the office with a concern or issue 
that relates to any university unit 
or faculty and they will be treated 
without bias. 

impartiality
The third principle for ombuds 
practice is impartiality. We are not 
advocates for individual students 
and we do not take sides or judge the 
merits of a case. This does not mean 
we are not advocates for fairness in 
general or for students in general. 
At the systemic level when we are 
advancing recommendations for 
changes to practice or when we are 
on committees working on policies, 
we can and will advocate for fairness 
for students as a whole. And, in 
individual cases, we can investigate 
whether a fairness standard has been 
breached.

These foundational principles not 
only shape our work with individual 
students, they reinforce our work to 
support the university to achieve its 
broader strategic goals in a manner 
consistent with its articulated core 
values. As a university office that can 
observe and identify patterns and 
systemic issues through individual 
consultations, and one that is 
established as being independent 
and impartial, we strive to provide 
constructive feedback to senior 
leadership about addressing 
institutional gaps and challenges.
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reflections & observations

In considering my reflections and observations about 
the past year, I thought it might be interesting to look 
back at the kinds of issues we have commented upon 
in the past six annual reports. They appear to fall 
within two broad categories: how decisions are made 
and how students are treated.

how decisions are made

Individualized Identities
Collaborating across siloed units and 
disciplines

Accessibility of Information
Consistency, simplicity and clarity of 
information

Advocacy
Supporting students’ need for 
advocacy

Rigidity in Rule Application
Consistency does not mean treating 
everyone the same

Reviewability of Decisions
Serious decisions should have appeal 
processes

Graduate Students — Fiduciary 
Relationship
A duty of care owed to graduate 
students

Fairness Does Not Mean Sameness
Fairness is flexible and  
context-specific 

Decide the Case and Only the Case
Focus on the specific circumstances 
of the case before you

how students are treated

Service Standards
Timely and helpful responses to 
students

Intercultural Acuity
Respecting and valuing difference

Power Differentials
Vulnerabilities in student-university 
relationship

Managing Expectations
Don’t assume everyone is on the 
same page

Investing in Relationships
Building resilience to conflict

Fairness is Cultural
Fairness is experienced differently by 
different people

Transitions
Help students move forward after 
adverse outcomes

Focus on the How
Invest in the pre-decision stage of 
process

This binary categorization is not 
precise; how decisions are made of 
course impacts how students are 
treated and vice versa. However, 
it helped me to reflect on how 
procedural and substantive 
fairness — rules, procedures and 
outcomes — and interactional or 
relational fairness— inclusion, trust 
and respect —emerge in some 
form in every consultation we have 
with students and in our work to 
promote systemic and structural 
improvements. These components 
of fairness are illustrated in the 
Fairness Triangle1, as it is called by the 
Saskatchewan Ombudsman’s Office. 

The interplay between procedural/
substantive fairness and 
interactional/relational fairness is 
important to explore. Some might 
ask why an ombuds office should 
be concerned with intercultural 
acuity or power differentials when 
it should be focused on helping 
students navigate university policies, 
procedures and decisions. What is 
an ombuds office’s standing within 
an organization to comment upon 
or identify issues relating to human 
rights, inclusion and intercultural 
understanding?

1 Fairness Triangle, Ombudsman Saskatchewan. Developed from the concept of the satisfaction triangle, in: Moore, C. (2003).  
The Mediation Process: Practical Strategies for Resolving Conflict (3rd ed.). San Francisco: Jossey-Bass Publishers



The basic assumption justifying the existence of 
the ombudsmen position is simple: humanizing the 
bureaucracy. By hearing grievances, investigating 
facts, suggesting a fair solution, and recommending 
necessary approaches and corrective measures, 
ombudsmen can effect a better balance in the existing 
asymmetry of individual to bureaucracy.2

So what does humanizing the 
bureaucracy mean at UBC? 

The concept of campus ecology 
suggests that behaviour is a function 
of the individual person and the 
environment, in that the individual 
impacts the environment and the 
environment impacts individual 
behaviour.3 It is further suggested 
that institutions have a tendency 
to focus on changing the individual 
and that “they fail to explicitly 
consider the environment as part 
of the problem.”4 In this framework, 
the role of an ombudsperson to 
humanize bureaucracy has been 
described as raising awareness 
when disconnects arise between 
policies and procedures and the 
core values of the university. Thus, 
such interventions by ombuds 
offices could “enhance the overall 
effectiveness of the University.”5 

An ecological approach to ombuds 
work at UBC means that our central 
business of fairness needs to be 
informed by the strategic goals and 
values of the university and needs to 
help shift the focus from fixing and 
adjusting the individual to examining 
the environment in which those 

individuals are struggling. We need 
to examine the role of the university 
in the larger societal context and ask 
whether we aspire to be “a model 
for human rights and a model for 
respect of individuals and cultures.”6  
If that is our aim, fairness goes 
beyond procedures and outcomes 
and includes the way we include, 
engage and respect each other. 
Fairness fosters good faith, trust and 
credibility all of which strengthen 
institutional resilience when 
difficult issues arise. Increased job 
satisfaction, reduced turnover and 
lower burnout have been associated 
with a fair work environment.7  
Perceptions of unfairness, on the 
other hand, can breed conflict, 
disengagement and distrust. 

According to John Ralston Saul, 
“diversity and fairness are reflections 
of each other.”8 I would venture 
further to state that diversity informs 
fairness and that a fair environment 
is a necessary precondition for 
diversity to flourish. Coming back to 
the two main threads of commentary 
— how decisions are made and how 
students are treated — ombuds work 
should advance a working model of 
fairness that necessarily includes a 

commitment to inclusion, diversity, 
respect and engagement. The 
rules and procedures that govern 
our behaviour must be created 
and applied in keeping with that 
definition of fairness. Further, the 
quality and nature of fairness must 
correspond with the mission of the 
organization. How we as a public 
university define, advance and apply 
fairness must be fundamentally 
different than other institutions 
which do not have the same role in or 
responsibilities towards the greater 
society.

2  Schlossberg, N. (1970). The ombudsman in current status and theory.  NASPA Journal, 7(4). 215-219
3  Banning, J.H. and Kaiser,L. (1974). An ecological perspective and model for campus design. Personnel and Guidance Journal, 52(6), 370-375
4  Hobson-Panico, P., Ahuna, L. and Hobson-Panico, S. (1985). Can ombudsmen influence organization effectiveness through the practice of campus 
ecology? The Campus Ecologist, 3(4)
5 Ibid
6 Toope, S. (2012 May). UBC Interview. http://japanese-canadian-student-tribute.ubc.ca/media-resources
7  Alexander, S. and Ruderman, M. (1987) The Role of Procedural and Distributive Justice in Organizational Behavior. Social Justice Research, 1, 177-198.
8  Saul, J.R. (2016 April, 23) A circle, edging ever outward. Globe & Mail, F1
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quick fairness tips

1. Do not take action that expresses 
your pre-judgment of misconduct. 
This includes ripping up an exam, 
prohibiting a student from continuing 
with the exam or telling the student 
that she/he has cheated. Even in 
cases where you are certain that 
a student is guilty of misconduct, 
that student is entitled to a process 
before a finding is made against her/
him because of the seriousness and 
potential impact of such a decision. 

2. Respond to student inquiries in a 
timely manner. 
If the question requires time 
to research or if your workload 
precludes you from sending a reply 
promptly, let the student know and 
diarize the email so it does not get 
lost.

3. Explain the “why”.
Understanding the reasons for a 
decision or action goes a long way to 
help someone accept that decision 
or action. The exercise of articulating 
reasons also makes for better 

case scenario
A graduate student 
was in a serious motor 
vehicle accident during 
his master’s program. He 
obtained the requisite 
documentation to 
secure a medical leave 
of absence during which 
time he would require 
continued medical care 
and therapy in order to 
return to his studies. His 
leave from the university 
however triggered 
a cancellation of his 
student health plan that 
is administered by the 
AMS. As he was living 
out-of-province, he was 
bounced between the 
university and the AMS 
as he tried to resolve this 
predicament over phone 
and email over a number 
of weeks.

decision-making because it requires 
the decision-maker to explain, not 
merely pronounce, their decision. 
It also provides the individual with 
the means to challenge the decision 
because the reasons may reveal 
errors or relevant information that 
has not been considered.

4. Remove “never” and “always” 
from your vernacular when making 
decisions that could affect a 
student’s rights. 
Fairness requires flexibility and a 
reasoned consideration of the facts 
in an individual case. It may be that 
after such consideration the default 
rule is applied but it will have been 
fairly applied because the particular 
circumstances of the situation were 
considered.

5. Limit reviews of allegations of 
misconduct to those allegations.
A report or complaint of misconduct 
is not a license to dig into the 
student’s history to look for other 
possible incidences of misconduct. 

If during an investigation other 
suspected misconduct is identified, 
the student should be notified 
promptly and given a chance 
to respond. If the nature of the 
subsequent misconduct is different 
than the original allegations, consider 
separating the processes.

Students, as well as faculty and staff, come to the 
Ombuds Office and describe experiences that 
span both procedural/substantive fairness issues 
and interactional/relational fairness issues. They 
seek information and advice about what to expect 
from a process, describe how they felt in a specific 
interaction with a university employee and query 
why a particular decision has been made.

In practical terms, there are some relatively simple 
best practices we can recommend that can assist in 
ensuring a fair environment.
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ombuds office recommendations

1. There has been a concerted and 
broadly based effort at UBC to effect 
changes to the policies relating to 
course syllabi. As indicated in 
my 2014 Annual Report, course 
syllabi can be an effective means to 
communicate critical information 
to students, not only about the 
course, but also about key university 
resources that can support them 
in achieving academic success. 
Accessibility is a key element to 
student mental health and wellbeing, 
and is characterized by clear and 
reliable information, and consistency 
and simplicity in messaging and 
process. I would encourage creating 
a standard template that includes 
helpful resources for students 
with clear language about the 
requirement for course syllabi for 
every course, and when and how 
changes can be made after a course 
has started.

2. In support of the university’s 
goals and activities to increase 
international student enrolment, 
it is crucial that university rules and 
practices are reviewed with a lens 
that takes into account the life of an 
international student during their 
years at UBC. What might seem like 
a neutral policy can have adverse 
impacts on international students 
(e.g., set times to take standing 
deferred exams, scheduling of 
hearings and appeals, registration 
status). 

3. As an institution we have 
become aware that the meaning 
of academic integrity can vary 
across disciplines, institutions and 
cultures. However, we sometimes 
assume that our rules and practices 
are universally understood. This can 
give rise to a particular vulnerability 

for international graduate 
students who might assume that 
the rules are the same as at their 
home institution. We are committed 
to programs of orientation and 
support for international graduate 
students to learn about the 
university’s standards and rules 
surrounding academic integrity. That 
commitment must also extend to 
university employees to learn about 
the different ways in which academic 
integrity is understood by our 
international graduate students. 

4. A common issue raised with 
ombuds offices, at universities as 
well as at the provincial level, is one 
that relates to a student’s experience 
on practicum. Interpersonal 
conflicts and assessment disputes 
are the two top concerns for 
which students seek help. There 
is often a complex and delicate 
line to navigate as the university 
depends on professionals in the 
field to take on students and 
provide them with a core piece of 
their education program. Over the 
years, it is apparent to us that clear 
expectations, criteria and processes 
for both student and preceptor 
are absolutely critical to fair and 
respectful interactions, especially 
when difficulties arise.

5. A related concern that often 
arises with practica, is the 
sometimes blurry line between the 
assessment and processes relating 
to professional suitability v. 
misconduct. Many programs have 
a statement that “reserves the right 
to require a student to withdraw” 
if the student is considered “to be 
unsuited to proceed” with the study 
of the program or to practice in the 
profession. The university has a duty 

to ensure the safety and appropriate 
treatment of the patients and clients 
with whom students will interact in 
their practica. The university also 
has a duty to ensure fairness for 
those students when there is an 
allegation of inappropriate behaviour. 
There must be clear criteria and 
processes to determine when and 
how an allegation will be directed 
through the suitability route v. the 
misconduct route. Both have specific 
and significant consequences 
for the student. The university 
should require each program to 
have in place clear and accessible 
information about the criteria for 
decision-makers to determine  
which process they will follow and 
the steps required in each to ensure 
a fair assessment.

Thank you so much for 
your continued patience 
and compassion for me,  
I am really up against  
the wall, and it is 
individuals like you who 
are hopefully going to 
make a difference in my 
situation and liberate me, 
little by little.
— student

 “ 
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working with the university 
community — highlights

ams, gss and suo
We met throughout the year with 
various representatives from the 
student associations on both the 
Vancouver and Okanagan campuses. 
At the Vancouver campus, we also 
continued our monthly meetings 
with the Advocates from the 
AMS and the GSS and the AMS 
Ombudsperson. We discussed case 
scenarios, procedural challenges, 
available resources and supports, 
and collaborated on joint activities 
and initiatives.

associate deans roundtable
The Ombuds Office continued to 
host this roundtable conversation 
with Associate Deans, Students 
from the faculties on the Vancouver 
campus. Topics ranged from 
academic misconduct, senate 
processes, mental health 
and wellbeing to intercultural 
understanding.

gss advocates and 
representatives from the 
faculty of graduate and  
post-doctoral studies
These quarterly meetings focused 
on exploring the key and recurring 
issues experienced by graduate 
students and potential systemic 
improvements. The perspectives, 
expertise and information exchanged 
allowed each of the participating 
units to enhance their services and 
supports for graduate students. 

winterconnections
A cross-campus initiative sponsored 
by St John’s College, Faculty of 
Graduate and Post-Doctoral Studies, 
International Student Development, 
the Provost’s Office, the President’s 
Office and the Ombuds Office, this 

evening event provides first-year 
international graduate students 
with an opportunity to meet fellow 
students from across the university 
and share some of their experiences 
and perspectives about being new to 
UBC. 

st john’s hot lunch initiative
This lunch series is intended to 
create the space and time for staff 
to connect with each other and with 
senior leadership and experience the 
broader institutional context in which 
each of us work and contribute. 
Over lunch, there is an opportunity 
to meet colleagues from a range of 
units across campus and to meet 
senior leaders who are invited to 
share their personal stories.

asian canadian community 
engagement initiative
This broad-based committee 
comprises a diverse range of 
expertise and perspectives related 
to the university’s engagement with 
the Asian Canadian community. It is 
a think-tank to advance dialogue and 
strategic thinking about research, 
teaching and learning, development 
and ethical engagement practices 
for UBC students, staff and faculty 
as they relate to the Asian Canadian 
community.

Students should be aware 
of the Ombuds Office 
so they aren’t afraid to 
tackle situations with the 
school.
— student

 “ 



committees and working 
groups
• Senate Ad-Hoc Committee on 

Student Health and Wellbeing
• Dean’s Task Force on 

Mistreatment in the 
Learning Environment 
— Recommendations 
Implementation Committee 

• Academic Misconduct Policy 
Review Committee

• Provost’s Advisory Committee 
on Equity and Diversity

• Security Policy Committee
• Rule Out Racism Planning 

Committee

presentations and workshops
• Student Services Staff meeting, 

Land & Food Systems
• GSS Executive 
• Academic Leadership 

Development Program
• Respectful Dialogue panel, Allard 

School of Law
• Career Night, Asian Studies
• Graduate Students Orientation
• Graduate Students Orientation, 

School of Social Work
• Community Building Series, St 

John’s College
• Directors meeting, AVP Students

professional associations 
• Association of Canadian College 

and University Ombudspersons
• Planning Committee for 

2015 joint conference with 
the Forum of Canadian 
Ombudsman

• Communications Committee
• Western Regional Academic 

Ombuds 
• NorthWest Ombuds Group

• Steering Committee
• Forum of Canadian Ombudsman
• Canadian Association of College 

and University Student Services

case scenario
An international student needs to return home for a family 
emergency and will be missing all her final exams. She 
requests and immediately obtains approval from her own 
faculty’s advising office to defer her exams for three courses. 
The student is also taking elective courses outside her home 
faculty. When she visits that advising office she is told that 
their office never approves deferrals without the student 
obtaining permission from the instructor in each course.  She 
explains that her flight has been booked for the next day and 
asks if under these circumstances the advising office could do 
what her own faculty’s advisor did in approving her request. 
She is told that if they made an exception in her case, it would 
not be fair to other students who had to go to each of their 
instructors.

It was tremendously helpful to have someone listen 
to me, offer support and provide guidance and to be 
factual and accurate with what was occurring.
— student

 “ 
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case scenario
An international 
undergraduate student 
was accused of academic 
misconduct by his 
instructor who found that 
he was in possession of 
unauthorized material 
during the final exam. All 
students were permitted 
to have and use their 
own calculator. The 
student had written on 
his calculator his friend’s 
name in his native 
language, a language 
that his instructor did 
not understand. The 
instructor, stating that 
the writing could be 
information used to cheat 
on the exam, took away 
the student’s calculator 
and gave him another one 
which was broken. When 
he asked for another 
calculator the instructor 
told him that she had no 
others and he would have 
to make do.

Thank you for always 
taking the time to listen to 
students, their perspectives, 
and sharing your thoughts 
objectively.
— student

10
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visitors

Vancouver Campus 377

Okanagan Campus 112

Total 489

2015 statistical information

caseload per year
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0

100

200

300

400

500

2015201420132012201120102009

489
468

370

317

249

175

51



types of visitors

Undergraduate 185

Graduate 99

Post-baccalaureate, Certificate & Diploma 25

Faculty and Staff 16

Other 52

Total 377

vancouver campus statistics

Note: Other may include Medical Residents, Continuing Studies, Access, Exchange, Prospective, and Visiting 
Students, Parents, Post-doctoral Fellows, Third party and Anonymous visitors.

initial method of contact

faculty

Applied Science 56

Arts 112

Commerce 35

Dentistry 8

Education 20

Forestry 3

Interdisciplinary Studies 1

Human Kinetics 9

Journalism 1

Law 5

Land and Food Systems 14

Medicine 27

Music 2

Nursing 6

Pharmaceutical Science 3

Science 47

Social Work 2

Vantage 1

Unknown 25

Total 377

level of study

Undergraduate 1st year 33

Undergraduate 2nd year 47

Undergraduate 3rd year 24

Undergraduate 4th & 5th year 79

Post-baccalaureate, Certificate & Diploma 25

Master 61

Ph.D 40

Total 309
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Phone

E-mail

In person

142 162

73



nature of concern

Academic 194

Senate Appeals 10

Misconduct 48

Housing 9

Interpersonal Conflict 83

Financial 50

Employment 12

Total 406

Note: Some visitors have more than one concern.
academic concerns

Academic Standing 28

Admission 18

Advising 13

Course or Program 96

Faculty or School 8

Practicum or Fieldwork 3

Probation or Withdrawal 22

Other 6

Total 194

senate appeals
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misconduct concerns

Academic

Non-Academic

Other

34 5

9

interpersonal concerns

Advisor 4

Head of Unit 4

Instructor 15

Teaching Assistant 1

Student 18

Supervisor 24

Other 17

Total 83

Admission: 2

Academic: 8



status and level of study

Canadian Graduate 47

Canadian Post-baccalaureate, 
Certificate & Diploma

18

Canadian Undergraduate 151

Permanent 
Resident

Graduate 18

Permanent 
Resident

Post-baccalaureate, 
Certificate & Diploma

2

Permanent 
Resident

Undergraduate 13

Study Permit Graduate 36

Study Permit Post-baccalaureate, 
Certificate & Diploma

3

Study Permit Undergraduate 35

Unknown 54

Total 377

action taken

Advice & Information 244

Intervention 42

Referral 25

Referral & Advice & Information 56

Investigation 1

Other 9

Total 377

age

60+ 4

55-59 3

50-54 2

45-49 7

40-44 14

35-39 30

30-34 35

25-29 81

20-24 127

15-19 19

Unknown 55

Total 377

consultations per visitor

Note: Consultations are in-person visits, email and phone
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1-5 consultations

6-14 consultations

15+ consultations
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level of study

types of visitors

Undergraduate Students 70

Post-baccalaureate 1

Graduate Students 17

Faculty & Staff 10

Other 14

Total 112

okanagan campus statistics

faculty

Applied Science 11

Arts & Sciences 48

Education 4

Creative & Critical Studies 7

Health & Social Development 7

Management 9

Nursing 3

Unknown 23

Total 112

age

60+ 1

55-59 0

50-54 2

45-49 2

40-44 1

35-39 1

30-34 7

25-29 15

20-24 53

15-19 7

Unknown 23

Total 112

initial method of contact

Phone

E-mail

In person

142 162

73

Undergraduate

Graduate

Post-baccalaureate
70 1

17



action taken

Advice & Information 17

Referral 20

Referral & Advice & Information 58

Intervention 10

Other 7

Total 112

status and level of study

Canadian Graduate 12

Canadian Undergraduate 58

Permanent Resident Graduate 1

Permanent Resident Undergraduate 2

Study Permit Graduate 3

Student Permit Undergraduate 9

Other/Unknown 27

Total 112

nature of concern

Academic 74

Interpersonal 14

Financial 7

Misconduct 8

Senate Appeals 2

Employment 1

Housing 3

Other 3

Total 112

academic concerns

Academic Standing 30

Admission 4

Advising 4

Course/Program 21

Other 9

Practicum/Fieldwork 6

Total 74

2015 statistical information  |  16
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It is nice not to feel lost in 
the bureaucracy.
— student



ubc vancouver campus 
2015 satisfaction survey results (%)

% Strongly 
Agree

% Agree % Don’t 
Know

% Disagree % Strongly 
Disagree

% 
N/A

Information about the Ombuds Office was 
easy to find.

30.5 44.1 3.4 15.3 5.1 1.7

The Office is conveniently located. 16.9 42.4 13.6 10.2 5.1 11.9

My initial contact with the Ombuds Office 
was promptly acknowledged.

81.4 18.6 0.0 0.0 0.0 0.00

I was able to meet with an Ombuds Office 
representative quickly.

83.1 13.6 0.0 1.7 0.0 1.7

I was treated with respect and courtesy. 91.7 8.3 0.0 0.0 0.0 0.0

I was given different options and/or 
suggestions on how I could proceed.

67.2 24.1 0.0 8.6 0.0 0.0

The consultation with the Ombuds 
Office helped me to pursue my concern 
constructively.

70.0 18.3 1.7 8.3 1.7 0.0

I felt that my issues were treated with 
sensitivity, concern and confidentiality.

85.0 13.3 0.0 1.7 0.0 0.0

The Ombuds Office website is easy to 
navigate and has helpful information.

40.0 33.3 23.3 0.0 0.0 3.3

I feel better prepared to effectively deal  
with similar situations in the future.

55.5 30.0 1.7 13.3 0.0 0.0

I would recommend the Ombuds Office to 
a friend.

73.3 20.0 1.7 5.0 0.0 0.0

Without the assistance of the Ombuds 
Office, I would possibly have sought legal or 
other alternatives outside the university.

13.3 23.3 28.3 16.7 5.0 13.3

This report contains a statistical analysis of the results to the survey titled 2015 
Satisfaction Survey: Office of the Ombudsperson for Students. The analysis 
includes answers from all respondents who took the survey in the period from 
April 9, 2015 to January 20, 2016. 60 completed responses were received to 
the survey during this time. 
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It worked! It all worked. 
Thank you so much. 
You have made a huge 
difference in my life.
— student

 “ 
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vancouver campus
C.K. Choi Building
181 – 1855 West Mall
Vancouver, BC Canada V6T 1Z2
Tel: 604.822.6149
Email: ombuds.office@ubc.ca

okanagan campus
227B University Centre
3272 University Way
Kelowna, BC Canada V1V 1V7
Tel: 250.807.9818
Email: ombuds.office.ok@ubc.ca

Web: ombudsoffice.ubc.ca


