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The outcomes of consultations and cases include resolved (65% or 109 cases), no contact a�er 
1 month / outcome unknown (28% or 47 cases), partially resolved (3% or 5 cases), not resolved 
(3% or 4 cases), and pending / in process (1% or 2 cases). The categories of the O�ce’s actions 
taken to resolve the concern are numerous and o�en a single case or consultation involves 
multiple actions including

• listening / providing info and advice / exploring options (165 cases and consultations),

• clarifying – info gathering and fact-finding (60),

• internal referral (24),

• shuttle diplomacy (22),

• meeting facilitation or observation (18).

A complete list of actions taken and other reporting categories are presented in the data section.

The O�ce of the Ombudsperson conducted reviews of systemic college practices and policies 
a�er concerns had been raised by students, staff, and faculty. The O�ce made 14 area- or 
program-level recommendations and five systemic- or college-level recommendations.

The meeting with [the chair] went well. There was one open spot in the… 
cohort so I am enrolled in the… Practicum course again and it seems to 
be a good fit for me… I wanted to thank you again for all your help this 
past month with my situation. I would not be in the position I am now 
without your support. I am very grateful. I will be sure to reach out again 
if something changes, but I am confident the practicum will go much 
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INTRODUCTION
I am pleased to present this annual report covering my third full academic 
year at Camosun College, covering the period September 1, 2022 
– August 31, 2023. An important responsibility of a post-secondary 
ombudsperson, underlining transparency, is to report back to the 
community regarding the O�ce’s activities during the previous year.

I am thankful to be able to support fairness at Camosun College. As a 
visitor, originally from southern Ontario, I respectfully acknowledge that 
our campuses are situated on the territories of the Lək̓ ʷəŋən (Songhees 

and Kosapsum) and WSÁNEĆ peoples. I honour their knowledge and welcome to all students 
who seek education here.

The O�ce of the Ombudsperson was established at Camosun in 1992 and has been supporting 
fairness at the college for over 30 years.



Office of the Ombudsperson, Camosun College     |     Annual Report, September 1, 2022 – August 31, 20234 |

ABOUT THE OFFICE OF THE OMBUDSPERSON:
MISSION, STRUCTURE AND MANDATE

The Ombudsman brings the lamp of scrutiny to otherwise dark places,  
over the resistance of those would draw the blinds.

Supreme Court of Canada Justice Brian Dickson, 1984

Ombudsman, a word of Swedish origin meaning ‘citizen’s representative,’ is an o�cial appointed 
to investigate complaints against a company or organization, especially a public authority. 
Synonyms include: representative, defender, preserver, minder, guardian, watchdog. The first 
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Secondly, when trends, patterns, policies, procedures, or practices of the college generate 
systemic concerns or conflicts, the Office can initiate reviews or investigations and make 
corresponding recommendations when appropriate. Some recommendations may be initiated 
to promote discussion or draw attention to institution-wide concerns. The O�ce cannot make 
binding decisions for the college on any case. Monitoring for potential systemic concerns is the 
vital reason that the O�ce collects aggregate data on cases and consultations – to become aware 

https://accuo.ca/
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WHAT IS ADMINISTRATIVE FAIRNESS?

https://bcombudsperson.ca/assets/media/OMB-FairnessInPractice-ForWEB-Feb18.pdf


Office of the Ombudsperson, Camosun College     |     Annual Report, September 1, 2022 – August 31, 2023 | 7 

VISITOR DATA

VISITOR CASES & CONSULTATIONS

Visitor cases & consultations 2022-23 165 
 (179 in 2021-22) 

average  
~14 new/month

Cases ongoing from 2021-22 2

Total active visitor cases & consultations 2020-21 167

Total student visitors 164

Parent, faculty, staff, and community visitors 1

% of student visitors accessing the O�ce ~1% 

MEETINGS

Number of substantial meetings 494+  
(503+ in 2021-22)

Average # meetings / visitor 2.9

Maximum # meetings / visitor 18  
(24 in 2021-22)

8 visitors had 10+ 
meetings each

LENGTH OF INVOLVEMENT / VISITOR [N = 165]

Average # days / visitor 10

Maximum # days / visitor 125 15 visitors’ cases 
open 30 days+

RECOMMENDATIONS MADE [N = 18] (7 IN 2021-22)
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OVERVIEW OF AGGREGATE VISITOR DATA
During 2022-2023, the O�ce welcomed a wide range of visitors and their concerns. Some were 
short consultations for information, guidance and referrals, while others involved numerous 
and lengthy meetings, further research, clarification, meeting facilitation and observation, and 
shuttle diplomacy. Normally, the Ombudsperson could arrange meetings promptly and meet 
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FIG. 1 CONSTITUENCY 
[N = 165]
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FIG. 3 CONCERN
[N = 165]

BOTH 8%

NON-ACADEMIC 24%

ACADEMIC 68%

Regarding the subject of visitors’ concerns, 68% were academic-related, 24% were non-academic, 
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Examples
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FIG. 5 STUDENT STATUS 
[N = 164]

OTHER 2%

ACADEMIC REMOVAL 1%

APPLYING / ACCEPTED 2%

DROPPED 5%

GRADUATED 2%

CURRENT 88%

Most student visitors were current students (88%), while others had dropped (5%), or were 
applying / accepted (2%), graduated (2%), on academic removal (1%), or had another status (2%) 
(Fig. 5).

Example:

Even with the warnings that the Registrar’s O�ce sends to students regarding their academic 
status (alert, probation, removal, suspension) and the consequences of continuing along the 
same academic path, many students are somehow still surprised at the academic removal stage 
that they are not able to register for one year. There are practices currently at the college which 
support student retention, including two faculty advisors in the School of Business.
there is no mandated intervention at the academic probation stage to prevent students from 
registering without contact with a college advisor.
this year includes a recommendation on student retention and an academic early alert system.





Office of the Ombudsperson, Camosun College     |     Annual Report, September 1, 2022 – August 31, 202314 |

FIG. 7 TYPE OF ACADEMIC CONCERN
[N = 174; CAN BE MULTIPLE/VISITOR]
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The broad range of academic concerns raised by visitors is presented here, and o�en visitors 
raised more than one concern. ‘Grades and assignments’ (42 visitors) was the concern most o�en 
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• marks were not provided in a timely way for students to either succeed or drop the 

/services/ombudsperson/student-complaints
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Appreciation:

The Ombudsperson would like to express appreciation and highlight the flexibility demonstrated 
by instructors, chairs, and staff in providing academic concessions to students who experience 
life events which, though highly normal – sickness, disorganization, mental health, family – still 
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Examples:
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FIG. 9 SCHOOL OR AREA OF CONCERN
[N = 164]

0

4

8

12

16

20

24

28

32

36

40

B
oo

ks
to

re

V
P 

Ex
te

rn
al

Fo
od

 S
er

vi
ce

s 
/

A
ra

m
ar

k

C
ol

le
g

e 
p

ol
ic

ie
s

 &
 p

ro
ce

d
ur

es

C
oo

p

Ex
p

lo
rin

g
 o

p
tio

ns
 /

U
nc

le
ar

Re
g

is
tr

ar
's

 O
ffi

ce

O
SS

In
te

rn
at

io
na

l

Fa
ci

lit
ie

s

C
C

SS

C
am

os
un

 C
ol

le
g

e

C
A

L

A
no

th
er

 s
tu

d
en

t

A
ca

d
em

ic
 A

d
vi

si
ng

PR
O

SI
T

Tr
ad

es

Sp
or

t

H
H

S

B
us

in
es

s

A
&

S

A
cc

es
s

5

36

19

31

0

5

0 0

5

0

3
5

1
3

5

31

6

1

4
2 1 1

While concerns and questions were heard regarding many sectors of the College, the School 
of Arts & Science, the Registrar’s O�ce, 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. Not infrequently, a question or concern can be clarified during one 
or two brief consultations. Sometimes a referral to a student service is required. This category 
highlights the subject area or area of concern at the college rather than the visitor’s area of study, 
as they o�en differ; students o�en present concerns which are not related to their academic 
program or to their program school. As an example, Nursing students in the School of HHS 
and Kinesiology students in the Centre for Sport & Exercise Education are required to complete 
Biology courses in the School of Arts and Science. Similarly, students ask questions or raise 
concerns about non-academic areas, such as tuition, student services, or another student.
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FIG. 10 ACTION TAKEN TO RESOLVE CASE
[N = 335; CAN BE MULTIPLE/VISITOR]
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The categories of ‘action taken’ are numerous and o�en a case or consultation involves multiple 
Ombudsperson actions. Each case or consultation includes ‘listening, offering information 
and guidance, and exploring options’ (all 165 visitors). Additional actions include ‘clarifying – 
info gathering and fact-finding’ (60), ‘internal referral (24), ‘meeting facilitation or observation’ 
(22), shuttle diplomacy (21), and ‘feedback on letter / proofreading’ (9), among others. When 
referring visitors to other internal staff and services, I referred numerous students to faculty 
members (chairs, advisors and deans) and services including Centre for Accessible Learning, the 
Counselling Centre, O�ce of Student Support, Admissions and Registration, Eye? Sqa’lewen, 
Academic Advising, and Camosun International. A complete list of ‘action taken’ data is presented 
below (Fig. 10).

Examples:

Occasionally there is an administrative glitch with finances or registration where there is an 
unusual case and no system in place to administer it correctly. One such example occurred this 
year when a student taking only one course was charged for CCSS extended health. The odd 
situation transpired when the student completed one 0-level MATH course and registered for the 
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next one on the same calendar day, so that the system considered this student to be registered in 
two courses and therefore full-time. A�er the student contacted the O�ce, the Ombudsperson 
communicated directly with the Registrar’s O�ce [tracked below as ‘shuttle diplomacy’ in the 
Action Taken category] and the staff corrected the situation promptly. A�erwards we discussed 
how these rare situations might be avoided or handled better in the future.

Other examples of shuttle diplomacy include a student complaint that the newly-renovated Wilna 
Thomas building had shorter opening hours Nov. 2022 – Jan. 2023 than other buildings. The 
student wanted to study in the attractive new spaces there. The Ombudsperson contacted the 
Executive Director, Facilities Services & Campus Development several times to request a timeline 
for the regularization of the building’s opening hours. By the end of January 2023, the college had 
aligned the Wilna Thomas opening hours with other buildings which are open late on campus.

In another instance involving Facilities, the Ombudsperson communicated several times with 
Facilities regarding the large non-functioning clock on the LACC building facing the plaza, 
following a student complaint in summer 2022. Status updates were provided in 2022 and 
2023, ultimately explaining that a replacement may be necessary and that work would be done 
in conjunction with other work to the exterior of the LACC building. As of March 2024, the clock 
is not functioning and has not yet been replaced.

I would express my acceptance of this situation. I believe it is beneficial for 
me to move forward. I greatly appreciate your understanding and support 
me during appeal period. Your guidance and encouragement have always 
been positive to me. Thank you for your attention to this matter.

FEEDBACK TO THE OFFICE
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FIG. 11 OUTCOME
[N = 167]

PENDING/ONGOING 1%

NOT RESOLVED 3%

UNKNOWN/ 
NO CONTACT 
AFTER 1  MONTH 28%

PARTIALLY RESOLVED 3%

RESOLVED 65%

The ‘outcome’ categories of consultations and cases include ‘resolved’ (65%), ‘unknown /  
no contact a�er one month’ (28%), ‘partially resolved’ (3%), not resolved (3%), and pending (1%) 
(Fig. 11).

It is key to clarify the outcome categories here and to highlight that ‘resolved’ indicates that 
the concern was reviewed and resolved – or followed a college process – in a way that met 
administrative fairness and natural justice standards. For instance, a student requests a final grade 
review/appeal and over the course of several weeks followed the college process by meeting 
with the instructor, then chair, then dean to argue that the final grade should be higher. The 
student’s appeal is ultimately not successful and the original grade is upheld at each level. The 
role of the Ombudsperson is not to advocate for a particular outcome or to determine if a decision 
was in one group’s perceived favour or another, or in this case to advocate for a particular grade 
for the student. Rather, the O�ce observes that the concern or appeal is handled fairly through 
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/sites/default/files/2022-06/e-1.16.pdf.
/sites/default/files/2022-06/e-1.16.pdf.
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• Following a complaint, the O�ce requested that, as part of standard procedural fairness 
practice, Camosun International provide students with detailed responses including 
reasons when communicating Medical/Compassionate Withdrawal request decisions.

• A student raised a concern about the transparency of the Camosun International 
Guardme health insurance webpage. The page described the insurance provision 
but not the cost. After reviewing the Camosun insurance program and other post-
secondaries’ programs, the Office made one recommendation, that for clarity and 
transparency, and to meet current practice in BC post-secondaries, that the college 

/international/current-international-students/medical-insurance
/international/current-international-students/medical-insurance
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some way interact with students at academic risk; 100% of the staff and faculty I spoke with said 
that the college should do more for retention and to support students at academic risk. Many 
college staff noted that the college has increased recruitment efforts without creating a retention 
plan. I have discussed this theme at length with Scott and his RO staff, looking at academic status 
numbers from the last few years. Approximately fi�y students are on academic removal each 
semester. We know that losing students with consistently low GPAs to academic removal and 

https://www.douglascollege.ca/current-students/advising-services/academic-probation/academic-probation-faq
https://www.douglascollege.ca/current-students/advising-services/academic-probation/academic-probation-faq
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The intent of these recommendations is for the college to continue its existing beneficial retention 
practices and then add some teeth and additional resources to strengthen the support for students 
at academic risk and ensure efforts are connected and collaborative. These recommendations 
support the college’s Strategic Plan goals, as well as administrative fairness, transparency, and 
student mental health. John, as you have emphasized, creating a student retention system is the 
right thing to do.

The O�ce of the Ombudsperson is therefore formally recommending that the college initiate in 
2024 a student retention and early academic alert task force to:

a. Implement a proactive student retention and academic intervention system, which will 
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OFFICE ACTIVITY

OUTREACH, EDUCATION AND NETWORKING

This year, the Ombudsperson had regular meetings with staff and faculty leaders on both 
campuses. To better explain and increase awareness of the O�ce’s services, the Ombudsperson 
developed new promotional materials including kiosk posters, washroom posters, and 
bookmarks. This year, the Ombudsperson conducted over one hundred non-visitor meetings, 
including staff/faculty consultations, outreach and networking, academic program introductions, 
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