
annual report
2016



contents

introduction........................................................................................................................2

what we do..........................................................................................................................3

what we hear.......................................................................................................................4

reflections & observations.................................................................................................5

recommendations................................................................................................................8

working with the university community — highlights...................................................9

2016 statistical information...............................................................................................12

2016 satisfaction survey results.........................................................................................17



introduction

I am pleased to present the 2016 Annual Report of 
the Office of the Ombudsperson for Students.

In this Annual Report, I have focused on what the 
Ombuds Office has observed as prevalent and 
pervasive issues relevant to students’ experience 
of fairness. The issues will not surprise anyone and 
indeed, they will be familiar to many here at UBC 
as well as other post-secondary institutions. I have 
chosen to emphasize them again in this Report 
with the hope that our concerted and collaborative 
efforts to connect the dots between these topics will 
help us move forward as an institution whose core 
values have consistently included respect, equity and 
integrity.

In 2016, the nature of student concerns and 
questions did not vary significantly from previous 
years; academic standing, appeals, graduate student 
supervision and misconduct matters were again 
common issues brought to the Ombuds Office. At 
the institutional level, the Ombuds Office was part of 
the broader conversation about sexual violence that 
deeply impacted the entire university community.  

We also welcomed a new President, Professor Santa 
Ono, in 2016 and I am grateful for his warm support 
and championship of our Office and services. New 
leadership always brings renewal and change and 
we look forward to refreshing the ombuds service 
to ensure that it continues to serve students in 
navigating the university while maintaining adherence 
to our governing principles of independence, 
impartiality and confidentiality.

A significant development last February was the 
closure of the Okanagan Ombuds Office. Due to a 
change in the funding structure, the Office was  
closed and remains closed while discussions  
ensue about ensuring the most meaningful student 
support on the Okanagan campus. I thank the 
Deputy Vice-Chancellor, Deborah Buszard, for her 
initial efforts to establish the Ombuds Office in the 
Okanagan and her continuing support.

We have enjoyed our continued partnerships with  
the AMS and the GSS and express our thanks for  
their support and the funding students contribute 
to our Office. I offer my gratitude to the Ombuds 
Advisory Committee for their ongoing and steady 
support of our Office and their insightful advice and 
feedback to me.

Finally, I would like to thank Joy Coben, the Ombuds 
Officer, for her unfailing dedication to the ombuds 
mandate to support students with compassion 
and care. As a two-person unit, the Ombuds Office 
could not achieve its goals without the wise and 
thoughtful advice that Joy shares with students.

Respectfully submitted,

Shirley R. Nakata
Ombudsperson for Students
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what we do

The foundational principles of ombuds practice 
- independence, impartiality and confidentiality - 
continue to guide our daily work at the individual 
and institutional levels. Though these principles 
may sound highly theoretical, they determine not 
only the content of our services, but their delivery 
and the position that the Ombuds Office occupies 
within the university community.

In practical terms, an independent, impartial and confidential Ombuds  
Office means:

independence
The Ombudsperson reports to the 
President and in that way is outside 
of the normal lines of management 
and reporting. The office is jointly 
funded by students and the 
university to further promote and 
enhance independence.

impartiality
The office has no authority to make 
or change decisions that have been 
made nor does it take sides.

confidentiality
Information shared with the office 
stays within the office, unless 
express permission is received to 
share it with others or there is a risk 
of harm to an individual.

Our one-on-one meetings with 
students are based on these three 
principles. A student who visits us 
can expect to:

• Be listened to without judgment 
or blame;

• Have questions asked of them to 
clarify the issues and what they 
are seeking;

• Hear simplified explanations of 
relevant university policies and 
procedures;

• Be asked what their end goals 
are and to re-focus on the bigger 
picture;

• Be encouraged to foster and 
repair relationships;

• Explore possible options and 
next steps to move forward.

Our role is not one of advocacy, 
and we take care to avoid the 
perception of being an advocate for 
either the student or the university.  
We do advocate for fairness for 
students generally, and will speak 
up for students’ interests outside of 
individual cases.

Having no formal authority 
requires the office to find alternate 
ways of conveying its concerns, 
recommendations and advice 
about fairness to the university. 
The annual reporting process is one 
means of communication; others 
include membership on various 
committees and working groups, 
regular meetings with stakeholders 
as well as informal discussions with 
students, staff and faculty.  

We also help to support students 
who support students – student 
advocates, ombudspersons and 
leaders. In addition, we provide 
training and advice and act as a 
sounding board when requested.  
Our independence from the 
university assures students that they 
can receive impartial information 
and advice on individual cases as 
well as on issues of a systemic or 
institutional nature.
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what we hear

The issues, concerns, complaints and worries that 
students (and faculty and staff) share with us cover 
a diverse range of topics, disciplines and units. Here 
are some examples of what we hear. 

“It feels unfair when”:

The university makes a decision 
without telling me how they made 
the decision, but says that the 
decision is “final” and I later find out 
that there is an appeal process. 

Reasons are generally required for 
every significant decision made about 
a student. Reasons that provide a 
clear rationale, reference facts and cite 
relevant policy and how that policy 
applies to the particular facts can help 
a student understand and accept a 
decision. They also are essential to 
allow a student to exercise a right to 
appeal. Information about applicable 
appeal processes should be included in 
every decision.

Professors say they “never” change 
their grades.

Zero-tolerance rules that do not allow 
for consideration of extenuating or 
special circumstances are at risk of 
violating fairness principles. It’s fine 
for a professor to say, “I rarely change 
my grades,” but they should be clear 
that there are avenues for students to 
present information to support a grade 
change.

We have to run around to different 
advising offices to get information 
and to ask for concessions right at 
the time when we need concessions 
because we are sick.

At an institution that has placed 
student wellbeing as an essential 
criterion for academic success, 

students sometimes find that supports 
– e.g., concessions, accommodations, 
resources – are not easily accessible 
and require effort and energy that they 
do not have precisely because of their 
situation.  

I give my letter for accommodation 
to my professor and I’m questioned 
about whether I really need that 
accommodation or not.

The majority of faculty who receive 
letters of accommodation understand 
the university’s legal duty to 
accommodate and a student’s right 
to privacy. In some cases, however, 
students report that they experience 
some adverse effects upon requesting 
accommodation, including not being 
believed or being questioned.

I am seen to be in the wrong or guilty 
before I have a chance to present my 
side of the story.

Another fundamental element of 
procedural fairness is the right to reply 
to allegations made against you. The 
right to be heard, as it is also known, 
complements the right to an unbiased 
decision-maker. Any acts or omissions 
that could be reasonably perceived 
and interpreted as the decision-maker 
having pre-judged the case could 
constitute a procedural error that could 
jeopardize the validity of the decision. 
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reflections & observations

1. perception is 9/10 of fairness
It’s an imperfect variation on the 
adage that “possession is 9/10 of 
the law”, but my intent is to convey 
the significance of perception on 
our sense of fairness and justice. 
The rules and processes by which 
decisions are made, and also who 
makes those rules and decisions, 
strongly influence whether we feel 
we have been fairly treated. We are 
deeply affected by how we interpret 
peoples’ actions towards us and 
those actions contribute to a bigger 
picture of whether a decision has 
been fairly reached. And because it 
is human nature to “judge ourselves 
by our intentions and others by their 
behavior,”1  our sense of fairness is 
constructed from our perception of 
what others say and do. 

The right to an unbiased decision-
making process is a fundamental 
element of procedural fairness. We 
know that the test for bias is not 
for actual bias, but a reasonable 
apprehension of bias. This will 
consider what an objective and 
reasonable bystander would 
conclude looking at all of the 
circumstances. The Supreme Court 
of Canada has stated that the 
“reasonable person” is someone 
who is informed about the society 
in which they live. A “process of 
enlargement is not only consistent 
with impartiality; it may also be 
seen as its essential precondition.”2 
As decision-makers at UBC 
“necessarily relate to people of 
diverse backgrounds, from different 
cultures, races, and continents”, I 
would argue that decision-makers 
“require a recognition of diversity, 
an understanding of others, and an 
openness to difference.”3 

So what more can we do as a 
university community to help 
ensure that our rules, processes and 
decisions are fair, but also perceived 
and experienced as fair, by students?
 
The interaction between power and 
the perception of fairness is key. A 
core characteristic of the relationship 
between the university and student 
is the power differential. Good  
intent, caring and kindness do not 
change the fundamental power 
imbalance that exists between 
students and those who have 
authority, resources and/or  
influence to impact students’ lives 
at UBC. We all have different forms 
of power in different situations; 
however, as between university and 
student, generally, the university 
(and all its agents) will be deemed  
to have greater power.

In this power dynamic, the 
perception of being fairly treated is 
significantly impacted by whether 
and how much students from diverse 
histories, identities and experiences 
feel included and understood. This 
requires the university to continue 
working towards its well-articulated 
commitment to a diverse, inclusive 
and welcoming environment for 
all. For UBC’s student population, 
with international students alone 
coming from over 150 countries, 
the capacity to acknowledge, 
understand and apply different 
perspectives and views is essential 
to creating and enacting unbiased 
and therefore fair rules, processes 
and decisions. And importantly, the 
university must demonstrate that it 
has such capacity in the myriad of 
interactions, processes and decisions 
related to students.  

It has been shown that power and 
privilege are inversely correlated 
with perspective-taking and 
accuracy in social judgment4. This 
is not an attribution of malice or 
bad faith to those who hold power; 
indeed, UBC’s senior leadership 
continues to champion diversity 
and inclusion in order to enrich the 
university’s academic mission and 
the environment in which we learn 
and work. However, the reduced 
capacity to accurately assess 
emotion expressions and experience 
empathy with an increased tendency 
to rely on stereotypes5 can impact 
the way decision-makers process 
information about and presented by 
a student. How does power directly 
influence decision-making in student 
cases, and indirectly in policy and 
rule-making, hiring, and promotion 
and tenure decisions? Unconscious 
bias cannot be eliminated, or even 
effectively mitigated by merely 
talking about it and acknowledging it. 
Precisely because it is unconscious, 
targeting bias requires structural 
and procedural checks and balances 
to be embedded into decision and 
policy-making processes.

“Power was associated with a reduced 
tendency to comprehend how other 
individuals see the world, think about 
the world, and feel about the world.”6

Diversity of course is not the same 
as inclusion; it merely creates the 
opportunity for an inclusive and 
representative environment that in 
turns enhances perspective-taking 
and, I would argue, fairer rules and 
decisions that are meaningful and 
relevant to UBC and its strategic 
goals. Each of us embodies diversity 
but as an institution we are not 
inclusive. And if persons who hold 
power tend to have a lessened 
capacity for perspective-taking, a 
vicious cycle of sorts is established. 
Increased representativeness at the 
policy and decision-making levels is 
necessary to enhance the perception 
and experience of fairness.

1 Covey, S. M. R., & Merrill, R. R. (2008). The speed of trust: The one thing that changes everything. New York: Free Press.
2 R v. R (SD) [1997] 3 S.C.R. 484
3 Baker v. Minister of Citizenship and Immigration. [1999] 2 R.C.S. 817
4 Galinsky, Adam, J. Magee, M. Inesi, and D.H. Gruenfeld. “Power and perspectives not taken.” Psychological Science 17, no. 12 (December 2006): 1068-1074.
5 Ibid.
6  Ibid. 



7  Sossin, Lorne. Designing Administrative Justice (2016). Continuing Legal Education Society of B.C., Administrative Law Conference.
8  http://winklerinstitute.ca/practice-pilots/
9  Ibid.
10  Hagan, Margaret. Next Gen Legal Services: Possibility of Legal Design. April 2015 at http://www.legaltechdesign.com
11  Ibid.
12  Senate Ad Hoc Committee on Student Mental Health and Wellbeing (2014-2017). Framework for Student Mental Health and Wellbeing November 2014.
13  Sossin, supra Note 6.
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2. navigating ubc
Students, staff and faculty need to 
navigate rules, processes, practices, 
relationships and cultures across 
UBC. Many students tell us that 
finding the appropriate resource, 
policy or process is not a simple task, 
undoubtedly due in part to the size 
of this institution and the complexity 
of all that is does. As our role is in 
part to support and guide students 
through the information that often 
exists but may not necessarily be 
easily accessible, we hear about 
some of the common challenges 
faced by students:

• Web-based information is 
not easily found. Sometimes 
numerous clicks still do not get 
you to what you are looking for.

• Some policies and rules are not 
written in simple, plain language. 

• Contact information – to connect 
with a person – is difficult to find, 
does not exist or is generic (e.g., 
info@xxxx).

• Getting “bounced” from one 
person or unit to another 
continues.

• Decisions are provided without 
reasons.

Inclusive design of rules and 
processes, and the various ways 
in which information about 
those rules and processes are 
conveyed, can contribute to a fairer 
environment for students. Through 
the intentional consideration of the 
lived experiences of the user, a new 
policy in development, for example, 
can be attuned to potential barriers 
for marginalized groups, addressing 
the adverse impacts that could 
arise from what is a facially neutral 
policy. A “collective, transparent, 
and empathetic needs assessment”7  

that includes a range of perspectives 
at the table can support a robust 
policy-development process that 
does not detract from achieving 
legitimate policy aims. This needs 
assessment must occur at the early 
and formative stages of policy 
development and not after outlines 
or frameworks have been conceived. 
Relying on “broad consultations” 
is not sufficient to counteract the 
initial demarcation of core issues 
and parameters. As there is usually 
a power differential between those 
who consult and the consulted, we are 
back to the problem of diminished 
perspective-taking at the formative 
stages of the policy or decision-
making process. 

An inclusive design approach 
embeds at the front-end of the 
process the perspective-taking that 
the university usually seeks in later 
stages. It shifts the focus from relying 
on the positions people hold at UBC 
to the experiences and perspectives 
of a diverse range of individuals. 
Such an approach might include:

• Beginning with empathy to 
understand the users and the 
service ecosystem8;

• Defining the problem collectively 
from a user perspective9;

• Generating possible solutions 
and prototyping them10;

• Processing feedback, editing 
prototypes and vetting them11.

(See for example, the Framework 
for Student Mental Health and 
Wellbeing adopted by Senate in 
November 2014. It advances an 
inclusive design approach to policy 
and decision-making based on 
three core principles of Inclusivity, 
Flexibility and Accessibility.)12 

Consider the full range of human 
diversity – ability, language, culture, 
gender, age and other forms of human 
difference.13

Another challenge faced by students 
is the chicken-and-egg quandary 
of needing to know what kind of 
problem you have in order to find 
the most appropriate resource yet 
needing the resource to figure out 
what kind of problem you have. Work 
has begun in collaboration with the 
AMS and Student Development 
& Services to explore an online 
“portal” that students (and staff and 
faculty) can use to more easily find 
a door into the network of resources 
without having to self-diagnose the 
specific nature or jurisdiction of their 
concern. The goal is to reduce the 
distance to and between identifying 
the problem and finding help.

I hope our lives will be 
better and better, and the 
things you gave me are 
not only the resources 
but the inside things, like 
confidence and sense of 
belonging. Thanks again.”

 “ 
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3. graduate student 
supervision
Graduate students continue to bring 
concerns about their supervisory 
relationships to our Office. The 
issues on the whole do not vary 
year to year, and the proportion of 
graduate to undergraduate cases 
we have also remains consistent. 
Concerns and questions about 
graduate supervision encompass 
many of the issues that have 
been discussed above: power and 
privilege; diversity and intercultural 
fluency; navigating the university; 
unconscious bias and fair 
assessments. What may be changing 
positively is the institutional 
attentiveness to supervision issues 
as a product of the research, 
leadership and advocacy of the 
Faculty of Graduate and Post-
Doctoral Studies (FGPS) and the 
Graduate Student Society (GSS). 

Wellbeing has also become a more 
explicit channel through which 
supervision has been considered, 
with the Senate Ad Hoc Committee 
on Student Mental Health and 
Wellbeing and Student Wellbeing 
Promotion taking active roles 
in identifying the supervisory 
relationship as critical to student 
wellbeing. It has been shown that 
believing in fairness for oneself 
predicts personal wellbeing. 
Procedural justice beliefs – fairness 
of rules and processes – may be 
especially associated with lower 
stress and better health behaviour14.  
Moreover, there are important 
differences that have been observed 
across cultures that need to be 
understood and respected in 
any strategy to enhance student 
wellbeing.

There are various initiatives and 
projects ongoing at any given time on 
any given topic at UBC. For graduate 
student supervision – like other 
issues that have cross-campus and 
institutional impact – an integrated 
and coordinated approach will be 
critical for success. The Ombuds 
Advisory Committee has identified 
graduate student supervision as 
a priority issue for the Ombuds 
Office in the coming year and has 
encouraged and supported me to 
explore different ways to advance 
a collaborative and cooperative 
discourse that will bring a diverse set 
of perspectives to the issue. As the 
committee itself comprises broad 
representation from students, faculty 
and staff, it is our hope that the 
committee table will be one place 
where some of that integration and 
coordination can occur.

In advancing a discourse on graduate 
student supervision, we must 
address the issue of retaliation. 
Retaliation, actual, perceived or 
feared, is a significant and constant 
concern for students and for 
graduate students in particular. The 
fear of retaliation arise in almost 
every conversation with graduate 
students who come to us with 
supervision concerns and can result 
in students deciding not to pursue 
their concerns, accept their situation 
or withdraw from their studies. 

Accountability, and the ways in 
which we can hold others and be 
held ourselves to be accountable, 
will be a major determinant to 
whether we can achieve our stated 
goals to ensure excellent graduate 
student supervision. Without clear 
expectations and fair processes for 
accountability, we will not be able 
to shift the discourse on graduate 
student supervision from aspiration 
to practice.

“Excellence in graduate student 
supervision is integral to excellence in 
graduate education, research, student 
learning, student health and wellbeing 
and an outstanding work environment 
at UBC.”15 
  

14  Lucas, T., Kamble, S.V., Wu, M.S., Zhdanova, Ll, Wendorf, C.A. (2015). Distributive and Procedural Justice for Self and Others: Measurement Invariance and Links to 
Life Satisfaction in Four Cultures.
15  Nakata, S., Rogers, T., Ghaffartehrani, M., Joosse, S., Shi, C., Marshall, N. 2017 Equity Enhancement Fund Application. Intercultural Fluency and Excellence in 
Graduate Supervision.

Meeting you today helped 
me out a lot with all the 
questions I had about this 
whole process.”

 “ 
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recommendations

1. Build in a procedural 
step to ensure that 
there is diverse 
representation at the 
initial stages of a policy 
development process. 
Inclusion must occur at 
the front-end and not be 
left to the “consultation” 
phase;

2. Develop and 
follow guidelines for 
inclusive policy design. 
Create templates and 
checklists to enhance 
accountability in each 
venue where policies 
are contemplated and 
developed;

3. Review and  
re-imagine the 
network of university 
resources, rules and 
procedures through 
the perspectives 
of a diverse range 
of students. The 
“reasonable” student 
needs to include a 
variety of perspectives, 
capacities and lived 
experiences;

4. Implement an 
accountability 
framework to ensure 
that successful and 

rewarding graduate 
student-supervisor 
relationships are seen as 
a responsibility across 
units, constituencies 
and disciplines at 
UBC. Visible senior 
leadership support is 
essential to creating 
an environment where 
excellent supervision 
and graduate student 
education is a realistic 
and consistent 
deliverable and not 
merely aspirational.

I did not end up sending 
a response - after 
weighing my options and 
considering the situation, 
I felt like it was the best 
choice.”

 “ 
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working with the university 
community — highlights

ams and gss
We continued to have regular 
meetings throughout the year with 
representatives from the AMS and 
GSS. We collaborated on individual 
cases as well as on projects that 
could have a systemic impact 
regarding fairness for students. 
Monthly meetings with the AMS 
Advocate and Ombudsperson helped 
to strengthen our collective capacity 
to provide a safety net for students 
in need.  

fgps, gss, swp and oo
This year we were fortunate to have 
a member of the Student Wellbeing 
Promotion team join our FGPS, 
GSS and Ombuds Office working 
group. Giving a constant wellbeing 
and health perspective to graduate 
student issues and concerns helped 
us to identify key strategic aims 
and actions to support graduate 
students.

associate deans roundtable
These roundtable meetings have 
provided a venue for associate deans 
across campus to come together to 
discuss topics of common concern 
or interest. We have invited guest 
speakers from various university 
offices to share their expertise 
and experiences as well as receive 
feedback from the group.

asian canadian community 
engagement initiative
In 2016, this committee moved to 
a tri-partite chair model and has 
benefitted from having leadership 
from the VP External Office and the 
Faculty of Arts. Engagement with 
Asian Canadian communities is 
promoted for its potential to enhance 
learning, teaching, research and 
alumni relations for UBC through 
enriched, inclusive and mutually 
beneficial relationships.

committees and working 
groups
• Senate Ad-Hoc Committee 

on Student Mental Health and 
Wellbeing

• Asian Canadian Community 
Engagement Initiative
• Strategic Planning 

Committee
• Student Engagement 

Committee
• Vice-Presidential Strategic 

Implementation Committee on 
Equity and Diversity
• Race & Leadership Working 

Group
• Retaliation Working Group, 

Chair
• Dean’s Task Force on 

Mistreatment in the Learning 
Environment, Faculty of 
Medicine

• Asian Canadian Asian Migration 
Program Advisory Committee 
– Sexual Violence in Asian 
Communities

• Policy 95 (Investigations) 
Committee

I am grateful for the opportunity to work with a 
range of people and offices across the university 
community to advance fairness for students.

• Hot Lunch Steering Committee
• WinterConnections Planning 

Committee
• Sexual Assault Policy Committee 

(submissions on draft policy 
October 2016 and March 2017)



When I was lost, 
desperate and panicked,  
it was you who calmed 
me down and made 
everything so clear  
to me.”
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presentations and workshops
• Community Building Series – St 

John’s College
• Enrollment Services
• Teacher Education Office
• Education Wellbeing Week
• GSS Executive
• AMS Executive
• UBC Okanagan – Associate 

Vice-President, Students team
• Student Senate Caucus
• Academic Leadership 

Development Program
• Respectful Dialogue – Allard Hall
• First Nations House of Learning 

Lunch Series
• Engineering Student Services
• Law Courts Diversity Dialogues
• Academic Leadership Lunch & 

Learn Series, Okanagan campus

 “ 
professional associations and 
conference presentations
• Association for Canadian College 

and University Ombudspersons
• Planning Committee for 

biennial conference
• Western Regional Academic 

Ombuds
• Forum of Canadian Ombudsman

• FCO/Osgoode Hall Law 
School Ombuds Certification 
Course - presenter

• International Ombudsman 
Association Conference - 
presenter 
• Over 50 years of Fairness: 

The Canadian Perspective on 
Fairness

• Culture, Fairness and the Brain
• NorthWest Ombuds Group

• Steering Committee
• Association of Registrars of 

Universities and Colleges of 
Canada – presenter
• Coordinating Strategy, Team 

Leadership and Fairness: 
Approaches in Student 
Advising at UBC



visitors

Vancouver Campus 379

Okanagan Campus 62

Total 441

2016 statistical information

caseload per year
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types of visitors

Graduate Students 104

Post-baccalaureate Students 28

Undergraduate Students 190

Other or Unknown 57

Total 379

vancouver campus statistics

Other includes: faculty, staff, parents, medical residents, post-doctoral fellows, prospective and unclassified 
students, third person and anonymous visitors

initial method of contact

faculty

Applied Science 51

Arts 130

Commerce 17

Dentistry 6

Education 26

Forestry 1

ISGP 5

Human Kinetics 7

Law 6

Land and Food Systems 11

Medicine 32

School of Music 2

School of Nursing 2

Pharmaceutical Sciences 12

Science 47

School of Social Work 1

Other or Unknown 23

Total 379

level of study

Undergraduate 1st Year 28

Undergraduate 2nd Year 27

Undergraduate 3rd Year 51

Undergraduate 4th & 5th  Year 84

Post-baccalaureate 28

Masters 53

PhD 51

Other or Unknown 57

Total 379
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Phone

E-mail

In person

104

146

77

Other includes: faculty, staff, parents, medical residents, post-doctoral fellows, prospective and unclassified 
students, third person and anonymous visitors

Other includes: faculty, staff, parents, medical residents, post-doctoral fellows, prospective and unclassified 
students, third person and anonymous visitors

52
Online 
form



nature of concern - summary

Academic 201

Senate Appeals 12

Interpersonal Conflict 93

Misconduct 51

Housing 4

Financial 51

Employment 18

Total 430

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

Academic Standing 47

Admission 23

Advising 9

Course or Program 84

Faculty or School 14

Practicum or Field Work 11

Other 13

Total 201

senate appeals
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misconduct concerns

Academic

Non-Academic

Other

16

30

5

interpersonal concerns

Advisor 1

Head of Unit 7

Instructor 17

Student 22

Supervisor 23

Teaching Assistant 1

Other 22

Total 93
Other includes: English Language Proficiency, Transfer Credit, Campus Transfer, Exam Policies and Scheduling, 
Concessions, Accommodations, etc.

financial concerns

Financial Aid/Loans 4

Scholarships/Awards 4

Tuition Fees 23

Other 20

Total 51

Other includes: Course fees, and AMS related concerns such as U-Pass, Medical &  Dental Plan fees, etc.

Academic standing decisions

Admissions decisions

Disciplinary decisions

5

6

1



status and level of study

Canadian Graduate Students 53

Canadian Post-baccalaureate 
Students

22

Canadian Undergraduate Students 130

Permanent 
Resident

Graduate Students 11

Permanent 
Resident

Post-baccalaureate 
Students

4

Permanent 
Resident

Undergraduate Students 24

Study Permit Graduate Students 40

Study Permit Post-baccalaureate 
Students

2

Study Permit Undergraduate Students 36

Unknown 57

Total 379

action taken

Advice and Information 289

Intervention 31

Referral and Advice 45

Other 14

Total 379

age

60+ 5

55-59 1

50-54 8

45-49 12

40-44 22

35-39 30

30-34 44

25-29 75

20-24 121

15-19 20

Unknown 41

Total 379

consultations per visitor

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

2016 statistical information  |  14

1-5 consultations

6-14 consultations

15+ consultations

92 246

41
Other: No action or abandoned.
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level of study

types of visitors

okanagan campus statistics

faculty

Applied Science 11

Arts & Sciences 21

Health & Social Development 11

Management 7

Nursing 1

Other or Unknown 11

Total 62

age

50-54 1

45-49 2

40-44 2

35-39 2

30-34 6

25-29 8

20-24 19

15-19 9

Unknown 13

Total 62

Undergraduate 1st Year 9

Undergraduate 2nd Year 7

Undergraduate 3rd Year 15

Undergraduate 4th Year 7

Masters 9

PhD 6

Other or Unknown 9

Total 62

Undergraduate 
students

Graduate students

Other
9

15

38



action taken

Advice and Information 38

Intervention 5

Referral and Advice 14

Other 5

Total 62

nature of concern

Academic 40

Interpersonal Conflict 10

Financial 7

Misconduct 4

Housing 4

Total 65
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Note: Some visitors have more than one concern.

Other: No action or abandoned.

I would like to thank 
you for your help from 
our in person meeting, 
you provided excellent 
unbiased feedback  
and made it clear what 
my options were as 
a student.”

 “ 



office of the ombudsperson for students
2016 satisfaction survey results (%)

% Strongly 
Agree

% Agree % Don’t 
Know

% Disagree % Strongly 
Disagree

% 
N/A

Information about the Ombuds Office was 
easy to find. 37.1 45.2 0.0 14.5 5.1 1.6

The Office is conveniently located. 17.5 41.3 14.3 12.7 5.1 11.1

My initial contact with the Ombuds Office 
was promptly acknowledged. 81.0 19.0 0.0 0.0 0.0 0.00

I was able to meet with an Ombuds Office 
representative quickly. 79.4 17.5 0.0 0.0 0.0 3.2

I was treated with respect and courtesy. 92.1 7.9 0.0 0.0 0.0 0.0

I was given different options and/or 
suggestions on how I could proceed. 71.4 27.0 1.6 0.0 0.0 0.0

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

84.1 14.3 0.0 0.0 1.7 0.0

I felt that my issues were treated with 
sensitivity, concern and confidentiality. 85.7 12.7 1.6 0.0 0.0 0.0

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

34.9 34.9 17.5 3.2 0.0 9.5

I feel better prepared to effectively deal  
with similar situations in the future. 57.1 33.3 3.2 1.6 0.0 3.2

I would recommend the Ombuds Office to 
a friend.

82.5 15.9 0.0 1.6 0.0 0.0

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

23.8 19.0 30.2 17.5 5.0 6.3

This report contains a statistical analysis of the results to the survey titled 2016 
Satisfaction Survey: Office of the Ombudsperson for Students. The analysis 
includes answers from all respondents who took the survey in the period from 
May 7, 2016 to February 22, 2017.  63 completed responses were received to 
the survey during this time. 
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Thank you for giving me 
your help during one of 
the hardest periods in my 
life and for protecting my 
dreams. I treasure this.” 

18

 “ 



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

Web: ombudsoffice.ubc.ca


