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To meet, the Office uses whatever mode visitors prefer: MS Teams video (33% of initial 
meetings), email (21%), and phone (31%) are the main initial modes of contact. Reduced 
COVID-19 restrictions allowed in-person meetings once again, though numbers nevertheless 
remained low (15%).

The outcomes of consultations and cases range include resolved (52% or 93 cases), no 
contact after 1 month / outcome unknown (40% or 71 cases), partially resolved (7% or 13 
cases), and not resolved (1% or 2 cases). The categories of the Office’s actions taken to 
resolve the concern are numerous and often a single case or consultation involves multiple 
actions including listening / providing info and advice / exploring options (179 cases and 
consultations), clarifying – info gathering and fact-finding (59), internal referral (16), shuttle 
diplomacy (11), meeting facilitation or observation (18), among numerous others. A complete 
list of actions taken and other reporting categories are presented in the data section.

Finally, during the last year the Office conducted a number of reviews of systemic 
college practices and policies where concerns had been raised through interactions 
with students, staff, and faculty. The Office made a number of recommendations, two 
of which are summarized in this report. Most of the recommendations involve relatively 
minor concerns, and informal, confidential recommendations were therefore made at 
the program level. One recommendation involves a college policy. More information 
regarding recommendations are included in both the Annual Office Statistical Data and 
Recommendations sections of this report.
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INTRODUCTION

I began my role as Ombudsperson in March 2020 and am now pleased to present this annual 
report on my second full academic year at Camosun College, covering the period September 
1, 2021 – August 31, 2022. An important responsibility of a post-secondary ombudsperson, 
underlining transparency, is to report back to the community regarding the Office’s activities 
during the previous year. As Office records are not available from recent years, this report 
does not compare with past data and cannot detail long-term trends.

I am thankful to be able to support fairness at Camosun College, located in beautiful Victoria, 
British Columbia. As a visitor, originally from southern Ontario, I feel grateful to live and work 
on the Traditional Territories of the Lekwungen and W̱SÁNEĆ peoples. I acknowledge their 
welcome and graciousness to the students who seek knowledge here.

The Office of the Ombudsperson was established at Camosun in 1992 and therefore 
celebrated its 30th anniversary this year. While most Canadian universities have Ombuds 
offices, many colleges do not, and I am truly heartened by Camosun’s strong and ongoing 
commitment to fairness, equity, Indigenization, and reconciliation.

Conflict is natural. It’s not a negative thing in itself. Conflict is part of being human, growing 
and developing, and so it’s crucial that we see it this way as it will be with us our entire lives.  
How



http://dictionary.com/browse/ombudsman
http://dictionary.com/browse/ombudsman


https://accuo.ca/
https://accuo.ca/wp-content/uploads/2019/06/SoP.pdf
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A FAIR PROCESS REQUIRES:

• An impartial decision maker
• Information about any available review or appeal processes
• Reasonable notice that a decision is going to be made
• Clear information about the decision-making criteria
• Clear and meaningful reasons for decisions
• An opportunity for the person affected to be heard and have their views considered
• A timely decision

FAIR DECISIONS (OUTCOME) ARE:
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https://bcombudsperson.ca/assets/media/OMB-FairnessInPractice-ForWEB-Feb18.pdf
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FIG. 1 
CONSTITUENCY 
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Concerns were raised more often by women (60%) than men (36%); other/unknown 4% (Fig. 2).
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Considering the visitor data from the past year, we can see that students accounted for the 
vast majority of visitors (97%), while parents, staff, and community members accounted 
for 3% (please see Fig. 1 below).  Of course, the Office cannot discuss students’ details 
with parents or others due to privacy guidelines.  Nevertheless, it can explain college 
processes, which are also publicly available on the college website.
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Of the student visitors, 77% were domestic students while 23% were international students 
(Fig. 4). This figure is noticeably more than the general ratio of domestic to international 
students at the college [1,685 or 12% of the college’s total student population of 13,985 
were international in 2021-22, Institutional Research and Planning].
 

Regarding the subject of visitors’ concerns, 73% were academic-related, 20% were 
non-academic, and 7% were both (Fig. 3). Data for detailed categories of academic and 
non-academic concerns is found below in Fig. 7 and Fig. 8.

ACADEMIC

NON-ACADEMIC
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FIG. 6   
MODE OF INITIAL MEETING

[N=179]
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To meet with visitors, the Ombudsperson uses whatever mode is most suitable for visitors: 
Microsoft Teams video (33%), phone (31%), and email (21%) being most common for 
initial meetings (Fig. 6). Cheerily, meetings could once again be held in person following 
the reduction of COVID-19 restrictions; 15% of initial meetings were in person.

FIG. 5 
STUDENT STATUS 

[N=173]
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The broad range of academic concerns raised by visitors is presented here, and often 
visitors raised more than one concern. ‘Grades’ (45 visitors) was the concern most often 
raised, followed by ‘course/program management and improvement’ (44), ‘final grade 
appeal’ (24), and ‘admission & registration’ (18). (Fig. 7)

Examples:

Several concerns in the ‘grades’ and ‘course/program management and improvement’ 
categories are worth highlighting. For example, some students faced a minor crisis during 
their course and requested academic concessions, such as one student who ‘blacked 
out’ during a final exam due to changes in their medication. After discussion with the 
instructor and chair, the student could rewrite the exam. A student in a School of Health 
& Human Services (HHS) program was required to wear a temporary medical device, 
which impacted their placement. A solution was found which allowed the student the 
opportunity to perform the essential skills. Several students requested exceptions, such 
as with prerequisites, repeating courses, and academic progress, and the Office coached 
them on these requests. Some students experience interpersonal conflicts with instructors 
or wish to raise a concern about course management. Again, the Office coaches students 
in how to best approach the situation, generally through an informal conversation with 
the instructor using I-statements and nonviolent communication.

Appreciation:

Once again, the Ombudsperson would like to highlight the positive example set by chairs 
and deans in providing timely responses for academic processes such as final grade 
appeal decisions. Bravo!

FIG. 7   
TYPE OF ACADEMIC CONCERN

[N=213; CAN BE MULTIPLE/VISITOR]
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FIG. 8   
TYPE OF NON-ACADEMIC CONCERN

[N=52; CAN BE MULTIPLE/VISITOR]
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There were also a wide range of non-academic concerns raised by visitors. Again, some 
visitors communicated multiple concerns. The main concerns raised include ‘finances and 
tuition’ (20 visitors), ‘college management & improvement’ (6), ‘non-academic student 
misconduct’ (6), and COVID-related themes (5) (Fig. 8).

Example:

As the Office noted last year, very few complaints were received about COVID-specific 
policies, guidelines, or practices. In fact, only five students raised concerns, though not 
against the college’s COVID guidelines, but once again requesting that the college do 
even more for health and safety. In fall 2021, a student was concerned for the health and 
safety of herself and others when she said that an instructor was not wearing a mask, as 
was required at that time in certain circumstances.
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FIG. 9   
SCHOOL OR AREA OF CONCERN

[N=179]

While concerns were heard regarding many sectors of the College, the School of Arts 
& Science, the Registrar’s Office, and the School of Health & Human Services were the 
three most frequently discussed (Fig. 9). Again, it worth highlighting that not all visitors 
are raising complaints or problems, and not all visitors create a ‘case.’ Not infrequently, a 
question or concern can be clarified during a brief consultation or two. This category has 
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Similarly on this theme, the Ombudsperson does not attempt to indicate in this report 
an individual’s level of satisfaction with a particular outcome. For example, a student 
submitted a Medical Compassionate Withdrawal request and the Registrar’s Office 
provided a timely decision, with clear reasons supported by college policy, but ultimately 
did not approve the request. From the standpoint of administrative fairness and natural 
justice, this case is considered ‘resolved’ by the Office of the Ombudsperson, regardless 
of whether the parties agree or whether the request was approved or not, as a fair process 
was followed. The Ombudsperson certainly understands that a student in this case might 
feel disappointed and quite possibly frustrated. Therefore, the outcome indicated by 
‘resolved’ or ‘not resolved’ is not synonymous with ‘request granted / not granted’ or 
‘happy / unhappy.’ Rather, ‘resolved’ indicates that the Office observed that the college 
process was followed fairly and a fair decision was provided within the stated timeframe 
or reasonable timeframe.

However, the Ombudsperson will intervene in circumstances where a college policy or 
process is not followed or a policy is witnessed to be unfair or unjust. In the latter case, the 
Office may conduct a systemic review of a college policy and can make recommendations 
if it is inconsistent with procedural fairness and natural justice.

Please refer to the section ‘What the Ombudsperson does: Mission, Structure and 
Mandate’ for more detail on administrative and procedural fairness, as well as the 
Recommendations section.
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OFFICE ACTIVITY

 

OUTREACH, EDUCATION AND NETWORKING

This year, the Ombudsperson got to know more staff and faculty, many finally in person, 
and had regular meetings with deans, chairs, VPs, managers, directors, and coordinators 
on both campuses. In addition, to better explain and increase awareness of the Office’s 
services, the Ombudsperson had new promotional materials created through Graphic 
Services. Including academic program introductions, networking, training, workshops, 
student orientation fairs, the Ombudsperson conducted almost one hundred outreach 
and networking meetings. The reception at Camosun has invariably been very welcoming, 
open, and collaborative in support of fairness. Please contact the Office to arrange an 
Ombudsperson introduction, presentation, or discussion in your department or office.

 

OVERVIEW OF OFFICE ACTIVITY

Bi-weekly meetings with the Office advisors, the VP Student Experience and  
CCSS Executive Director

Presenting at Welcome Week, student academic program orientations, CCSS,  
and faculty meetings, including: 

• Dental programs orientation

• HHS student rep meeting

• CCSS board & staff retreat re: fairness

• chairs & program leads re: appeal processes

Meeting regularly with faculty & staff to share current concerns and gather feedback
Providing recommendations or feedback on draft and current policies, procedures,  
plans, and practices, including: 

• Medical Compassionate Withdrawal process

• Practicum concern processes

• Several Camosun website pages

• COVID measures

• Learning contracts

• Academic calendar



mailto:ombuds@camosun.ca
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