
In accordance with my terms of reference, this end ofsemester report of the activities and observations of the
Ombudsperson is respectfully submitted to the

Algonquin College Ombudsperson Review Committee. The
report covers the period from July 1, 2006 to June 30, 2007.

MESSAGE

I have included in this report information on my activities,
professional development, statistical information on the
cases I have been dealing with, examples of cases that come
to my office, and a few recommendations. It is not unusual
for me to struggle with the issue of how much information
to include in the case summaries. I tend to include more
information than is usual for this type of reporting.
However, I feel that by presenting the cases in this way the
reader will have a better understanding of the process
employed inmy review and better understand the importance
of getting at the facts. Case 1 is reported on as a consequence
of my participation on a committee dealing with the issue
of retention. I felt it would be helpful to follow a student’s
progress throughout the term in order to better understand
the student’s experience and to see if changes could be
suggested which may have provided the student with a better
chance at succeeding.Thematter came tome as a consequence
of a complaint. I did not treat this complaint as a review
for the purpose of determining who was responsible for the

student’s failing results and subsequent discouragement
with her experience. Criticizing the student would serve
no useful purpose and could further harm her already
precarious situation.

The student in Case 1 is not alone as a student who did
not return for a second semester. Far too many students
leave during or at the completion of their first semester.
The College is concerned about this and significant efforts
have been made to obtain relevant information in order to
better understand the causes and to try and reduce the
numbers. It is not a problem unique to Algonquin College;
every post secondary institution has this experience and
statistically Algonquin College is no better or worse than
the others. Students are at least equally responsible for
their success or failure and this includes being adequately
prepared, understanding that the College is their primary
responsibility (if registered full time), attending classes and
participating fully in all course requirements, and taking
advantage of the multitude of services made available to
facilitate their success. But Case 1 does not address the
student’s responsibility; it simply looks at the student’s
experience for the purpose of determining whether
changes to present practices may improve the likelihood a
student will continue on beyond the first semester.
Although it is the experience of only one student, it may
be reflective of the experience of others.
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MY ACTIVITIES
I belong to two professional bodies, the Association of
Canadian College and University Ombudsman (ACCUO)
and the Forum of Canadian Ombudsman (FCO).
ACCUO, as the name reveals, is made up of people from
across Canada who are Ombudsman at either a university
or a college. We meet twice per year to discuss common
issues. The mid year meeting was held in London, Ontario
in January, 2007. The annual meeting was held in con-
junction with the FCO Biennual Conference held in
Montreal in May, 2007. This completed my second year as
a member of the Board of Directors for FCO. FCOmembers
are either Ombudsman or people who work in
Ombudsman offices and include legislative and organizational
ombudsman. The Biennual conferences are excellent
opportunities for learning and this year the presentations
were exceptional. A presentation by Concordia University
on safety issues within educational settings was especially
relevant in the shadow of events at Dawson College in
Montreal. Suggestions from this presentation have been
provided to the VP, Academic for consideration.

Each year I attend student orientations and make classroom
and program visits to provide students with the opportunity
to hear from the Ombudsperson directly concerning my
mandate and accessing my services. I do the same for faculty
including part-time faculty orientations and participants in
the T.A.L.L. program. The Student Conduct Board has
been in existence for two years now and I continue to act
as an advisor when needed and provide training on hearing
procedures to new members. I also participated on a
committee providing advice on retention issues.

During Kaleidoscope 2007 I delivered two workshops, one
entitled “Building Effective Teams” and a second workshop
entitled “What to do When the Ombudsperson Calls”. I
also participated in delivering a workshop entitled
“Ombudsman Basics” at the FCO Biennual Conference.

In May I facilitated a day long Strategic Planning session
for Student Services.

In last years report I mentioned facilitating weekly faculty
meetings for one program area having difficulty in reaching
consensus on program delivery. This continued during this
year for a period of time until the group began to make
progress and I wasn’t needed any further. I was impressed
with the competency of these faculty members and their
dedication to improving the program.

I continue to make my office available to faculty and academic
managers for consultation on a wide range of student related
academic issues even though my mandate limits my
availability for receiving complaints to students. I encourage
this. Generally I respond by indicating the concerns I may
have should a student visit my office with a complaint
based on the facts presented. I do provide a caution that
my views may change should the student come to my
office and present additional information.

Professional Development
I attended two training sessions provided by the
International Ombudsman Association in October, 2006.
The first workshop was entitled Skills for the Experienced
Ombuds and the second workshop was entitled “Drawing
from Psychology: Theory and Interventions for Ombuds
Practice”. It was an excellent opportunity to network with
other organizational Ombudsman and to benefit from the
experience of the trainers and participants.

In May 2007 I attended an Advanced Practice Workshop
organized by the Centre for Conflict Education and
Research at Carleton University entitled “The Heart of
Conflict Resolution”. This workshop was given by
Dr. Bernard Mayer the author of the book “Beyond
Neutrality”. This proved to be a very useful session and
included opportunities for participants to try out various
strategies on complex issues.

I also attended a training session put on by the College
Leader Development Project in Toronto in February, 2007
in order to facilitate training for college administrators on
various topics. This led to my delivering the workshop on
Building Effective Teams during Kaleidoscope.

STATISTICAL SUMMARIES
I received 340 complaints during this reporting period.
Reference to the attached summaries will provide information
on where student complaints are coming from; the issues
involved; the action taken and outcomes.
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CASES

Case 1
R was not successful in her chosen program and decided
not to return to the College following the completion of
the Fall semester. When she enrolled she was 18 years of
age. She complained that while she was at the College she felt
like she was on her own and isolated and did not realize she
was not doing well. Her father indicated her experience at
Algonquin had left her with low self esteem and he was
hoping something could be done to restore her faith in
educational institutions as she had lost the initiative to
continue on in College. She received a C- in one course,
failed three others, and has one Incomplete. I wondered
how a student could feel isolated and unaware of how she
was doing given the feedback provided to students on
progress and the resources made available to students
through individual departments and Student Services. As
an example of this within R’s department, Student Success
Specialists were in place and available to students and an
Early Warning System was instituted to ensure information
sharing in order to intervene early on if a student was
found to be struggling. Student Services provides students
with free and ready access to tutoring, counselors, and a
health clinic. The College publications are rife with
information on the services available and this information
also appears on the College website. Orientation sessions
are given to students early in the semester on a College
wide basis and again within many of the individual
departments, informing students of these services.

When R applied to Algonquin College she did so through
Ontario College Application Services (OCAS). As part of
this process OCAS received a record of her grades from the
educational institution she attended previously. R’s high
school marks in Math and English were poor.

I reviewed her marks for the Fall semester in one of the
courses she failed. Her professor in this course did a lot of
testing. Prior to the end of September the class had been
given four quizzes and three assignments. R’s marks on the
four quizzes, which were all out of 10, were as follows: 10,
3.3, 3.7, and 6.8. On the assignments her marks out of 10
were 10, 7, and 3.

On September 27, 2006 the Student Success Specialist
contacted all teachers and asked that they "Please identify
students who are below average in a course – so that I can
collate the data and contact students". Although her professor
for this course was included as a recipient of this email

message the Student Success Specialist did not receive any
information identifying this student as someone who was
below average in this course. Her professor advised that the
only students who are normally identified are those who
are clearly failing. In this case the student was considered
borderline but not failing. Her professor says R attended
class regularly but sat at the back and did not participate.
At one point the professor suggested R get some extra help
through the Learning Resources department as she was
concerned about her English skills.

Followingmidterm testing there was ameeting of all professors
for the program at which meeting the progress for each
student was reviewed. The purpose of this meeting was to
identify students who may wish to consider withdrawing
rather than risk an F on their transcript. In this case the last
date for doing so was November 10. R was sent a letter or
email notification on November 6 to this effect. The student
continued in the course and her mark on the final exam
was much lower than her marks during the term and she
did fail.

It may be that R began to struggle from an early stage as a
consequence of not being adequately prepared for the
College experience. Her high school marks indicate she
was a borderline student before enrolling here. R’s average
mark for the quizzes was 5.95. Her average mark for the
assignments was 6.7. Although this indicates she was passing
she did very poorly on two quizzes and one assignment
and the poor assignment was the most recent. Out of a
class of 41 students, only two students had lower marks in
Quiz 2 and only 14 in Quiz 3. Only six students had lower
marks in Assignment 3. She therefore had borderline overall
results and failing results in individual evaluation components
already completed at an early stage of the academic year.
Had the Student Success Specialist been advised of her
situation by the teacher she says she would have met with
her to discuss the availability of tutoring and other services
available through our Student Services Department. To my
knowledge R did not seek help from her professor or make
use of any of the other resources available to her.

It is clear that although the College has sufficient services
available for students and promotes these services adequately,
there are students who do not access these services despite
an evident need, either because they do not pay attention
to promotional material and orientation sessions or do not
possess the motivation to seek these services out. Would it
have made a difference had someone approached her at the
very beginning of classes and initiated contact, and did so
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1 Algonquin College Ombudsperson Report, 2004-2005 at page 7

again following the early testing? Poor Math and English
marks in High School, poor early test results, sitting in the
back of class and not participating; these are all signs of some-
one at risk. Her professor in this particular course is well
organized and keenly interested in the welfare of her students.
She does a lot of early testing which also requires a great deal
of marking given the number of students in her classes. She
gave generously of her time in discussing R’s situation and
with the assistance of her coordinator provided suggestions on
how matters may be improved.

The Academic Operations and Planning Department for
the College has been investigating the fact a large number
of students leave Algonquin College without entering
Level 2. As a consequence of their review they have established
criteria for the purpose of determining whether a student
is at risk in Level 1. High School Math and English marks
are one of the criteria used by the Department. If a student
has marks of C or less in both Math and English the student
is considered a High Risk. If in only one of these subjects the
student is considered a Risk. In their review of students
enrolled for the 2007 Fall Semester in Level 1, 27% are
considered either at Risk or a High Risk.TheDepartment has
recommended a proactive approach to this problem by
suggesting a number of initiatives and some of these are now
in place. Included in these is a recommendation that “at risk”
students be personally contacted by the student success special-
ist within the first week of the semester with follow-up with-
in the following two to three weeks. I support these efforts.

Recommendation

Coordinators would benefit from knowing which students are
“at risk” so that the coordinator can work with the individual
professors in whose classes these students are, in order to
closely monitor progress. There are other students who may
not be identified as at risk based on the criteria established by
the Academic Operations and Planning Department.
However, they begin to struggle early on in the year. An
indication of this may be evident by poor attendance, failure
to meet assignment deadlines, non partipation in class room
activities, and poor academic performance. I recommend that
program specific criteria be established, where not already in
place, for the purpose of identifying these students at an early
stage and referral to the student success specialist. I also
recommend consideration be given to recruiting mentors,
for students considered at risk, from students in Level 3 of
the program.

Case 2

D complained that she failed a course as a consequence of
not being given extended time on her tests and exam as
recommended by the Centre for Students with Disabilities
(CSD). She was registered in the Office Administration –
Legal and Executive program which she began during the
Fall, 2006 semester. During the first semester she failed a
course entitled Legal Document Production I. Her counsellor
at CSD prepared an Individual Student Plan recommending
she be accommodated by having 50% more time on tests
and exams. Her plan provided that “extended time is not
given for program requirements measuring speed and accu-
racy.” She was not provided with the recommended extend-
ed time for Legal Document Production I. Page 4 of the
Course Outline stated “Students registered with the Centre
for Students with Disabilities are not provided extra time
accommodation in this course.” The Course Outline also
stated that as a course learning requirement students must
be able to keyboard at a minimum rate of 40 net words per
minute and in the preparation of commercial and court doc-
uments at a rate of 25 words per minute using MSWord. It
was the position of the department that as this course
measured speed and accuracy an accommodation could not
be granted which provided extended time.

In my annual report for 2004 – 2005 I stated with respect
to a similar issue in another program the following:

“The law is clear that in reviewing whether an
accommodation for a position can be made, some sort of
inquiry should be made as to the essential duties of the position
and the reasonable standards expected in the performance
of those duties. Following this it must be determined
whether the student can meet these performance and job
standards once accommodation is provided. The cases
require that the standards be carefully reviewed to ensure
they are a “bona fide occupational requirement”. The
faculty clearly has the onus of establishing that speed is a
“bona fide occupational requirement” with respect to this
course. Until this onus has been met, and only after persons
or bodies of interest have had a chance to review their
submission and respond, the accommodation of extended
time should be granted as recommended by CSD. It is
important that important decisions of this nature not be made
in isolation and arbitrarily by any one interest group.” 1
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Does the testing in this course measure speed and if so, has
the Department established that speed is a “bona fide
occupational requirement” with respect to Document
Production. I reviewed the program standards for Office
Administration – Legal provided by the Ministry of Training,
Colleges and Universities.2 The only reference to producing
anything within a specific timeframe related to the
production of financial records.3 All other references are to
meeting deadlines, not measurements of speed.

I reviewed the tests that the student took for this course. The
tests required the student to prepare final form documents,
based on information provided, either from scratch or using
appropriate software. The tests also contained, in addition to
document preparation, short answer questions. Like any
test, the student was expected to complete the assignment
within a given timeframe which was 110 minutes.

Although students may be tested on keyboarding speed as
a component of the marking for this course, most of the
testing is not related to keyboarding speed but with respect
to accurate production of documents. The meeting of a
deadline should not be confused with the measurement of
speed. Meeting of a deadline requires planning and fore-
sight in order to ensure an outcome is met at a specified
and identified time. One person may take two hours to
complete the work and another three, but with appropriate
planning both will accomplish the task so that it is complete
and in accurate form by the time it is needed. If the sole
purpose of a test is to measure keyboarding speed, then
extended time would not be an appropriate accommodation.
But another type of accommodation could be. In the case
of keyboarding speed the outcome could be attained
through the use of voice to text software. The outcome is
still the same, the production of words within a given
amount of time resulting in a calculation of the production
rate in words per minute. But that is not the case here. No
measurement of speed is made; rather, the student is
required to complete the test within a specified time frame as
is the case with all tests and exams. Although the test measured
accuracy, it did not measure speed and D was therefore
entitled to the extra time. The department agreed to remove
the F from her transcript and agreed to accept requests for
additional time as an accommodation in the future.

Recommendation

This is an example of a department needing to review old
policies which may deny an accommodation to students
by consulting with all possible stakeholders. I repeat the
comment I made in my report for 2004–2005:

“It is important that important decisions of this nature not be
made in isolation and arbitrarily by any one interest group.”

I recommend a review be undertaken to identify whether
any department is denying accommodations to students
who have submitted an accommodation plan developed
by the Centre for Students with Disabilities. If so, accom-
modations should be provided until such time as the matter
is reviewed, by an appropriate body to be established for
this purpose, following the hearing of submissions by all
interest groups.

Case 3
A student came with a complaint concerning eligibility for
clinical/field placements in the Practical Nursing program.
She understood that she had to have a clear Police Record
Check indicating she had not been convicted of an offence
under the Criminal Code. Her report stated that she had
no criminal convictions but did say she had been involved
in a relevant police incident. She received information
indicating that if the report reveals an applicant has been
involved in a "relevant police incident", even though being
free of any convictions, the applicant is not eligible for
nursing home placements and therefore not eligible for the
nursing program. In her case the incident occurred almost
three years ago and did not result in a charge or conviction.
It was simply a matter which was investigated by the police
and for which statements were taken. As a consequence the
lower box of the report was ticked off indicating the person
was involved in a relevant police incident.

The program information in the College Calendar indicated
students must have a clear Police Record Check. The
Calendar also seemed to imply that the only information
derived from a police report that will prevent you from
participating in a placement is a conviction under the
Criminal Code. Was it fair not to accept students for
placement if the Police Record Check for Service With the
Vulnerable Sector indicated that the student "has been
involved in a relevant police incident" even though the student
has no criminal convictions, outstanding charges, nor

2 http://www.edu.gov.on.ca/eng/general/college/progstan/business/

oa-leg.html at number 7 as of March 27, 2007
3 http://www.edu.gov.on.ca/eng/general/college/progstan/business/
oa-leg.html at number 4 as of March 27, 2007
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pardoned sexual offences? I asked the following questions of
the department:

1. What is Algonquin College's present position on
student applicants to the Practical Nursing program
who provide a Police Record Check which indicates
the applicant has no criminal convictions, out-
standing charges, nor pardoned sexual offences but
has been involved in a relevant police incident?

2. If a Police Record Check indicates an applicant has
no criminal convictions, outstanding charges, nor
pardoned sexual offences but has been involved in a
relevant police incident, is any further investigation
of the "relevant police incident" undertaken by the
College to determine whether the facts have any
bearing on the suitability of an applicant for admission
to the program and consequent placements?

3. If such an investigation were undertaken and the
College determined the applicant to be a suitable
candidate for admission, would this have any impact
on the decision by retirement home administrators to
accept or not accept student applicants for placement?

The answer to question 3 was no, the suitability of candi-
dates was determined by the College. A meeting was con-
vened by the Dean of Health which included the Program
Chair, legal counsel for the College, and I was invited to
attend. It was agreed to form a committee to review applica-
tions by students whose Police Record Check indicated a
relevant police incident to determine whether the facts
relating to the incident had any bearing on the suitability of
an applicant for admission. Upon a review of the facts this
student was admitted to the program. Other students in the
same circumstances were also admitted upon further review.

A review of various program admission requirements
reveals that students are cautioned that the student will be
required to submit proof of a clear police record check
either "prior to program deadlines" or "to be eligible to
participate in field placement". A student my be admitted
to the program yet not be eligible for placement based on
information that is available at the time of admission. The
student is then determined to be ineligible based on a non
clear record check that is produced only at the time that
placement draws near.

Recommendation

It seems to me that it would be more prudent to require
this as a condition of admission to the program rather than
a condition for placement participation and I therefore
recommend this practice be reviewed.

Case 4
I often receive complaints from students who are refused a
special allowance required as a consequence of illness until
such time as the student produces medical evidence.
Usually the student attends a clinic and obtains a certificate
after the fact and at a time when the student is no longer
symptomatic. Rather than being congratulated for staying
at home and not infecting others, the student is put in the
position of having to prove something that no longer
exists. Employees of the College are treated differently.
Medical evidence is not usually required for absences of up
to 3 working days. (See Directive D8) Many illnesses do
not require consultation with a physician. Physician’s
offices are overcrowded and this practice puts an unneces-
sary demand on the system. Medical evidence should only
be required in circumstances where the instructor, in the
exercise of good judgment, determines there is some valid
reason for it. As an example only, and not to be restrictive,
valid reasons could include being absent for a significant
period of time or repeated absences. In all cases students
should advise the instructor at the earliest opportunity if
unable to meet a course requirement due to illness.

The same situation arises in cases of bereavement when
students are requested to provide a death certificate. It may
or may not be easy to obtain a death certificate. In some
cases funeral directors anticipate this need and provide
family members with sufficient copies for distribution to
those in attendance who may need one. But that is not
always the case. A copy of an obituary notice together with
a note from a family member should also suffice.

Recommendation

Directive E 3, Special Allowance for Individual Students
addresses situations arising when a student is ill or suffers
bereavement. I recommend that guidelines be prepared to
assist faculty and ensure consistency in dealing with these
common issues.
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Case 5
G was in her last semester of her program. She failed one
course. Her first response was to ask for an FSP, Failure
with Supplemental Privilege, so that she had a chance to
upgrade to a passing grade. This request was denied. G
disputed the grade as she felt earlier problems with her
professor had resulted in an evaluation that did not reflect
her achievement of the learning outcomes. She wanted
someone objective to review her work. G also felt the
denial of an FSP opportunity unfair and she wanted to
challenge the decision not to allow it. What are G’s
options? Directive E24, Review of Final Grades, is available
to her. All she has to do is obtain the appropriate form
from the Registrar’s Office and submit it along with a
twenty five dollar fee within the prescribed time limit. An
independent review committee will be created and will
review all of the evidence. E24 also states that if the grade
prevents G’s advancement in her program of study,
Directive E15, Academic Appeal, applies. E15 confirms
this but only in the circumstance where the review of the
grade under E24 is unsuccessful. Obviously this makes
sense as it is better to have someone with knowledge of the
subject reviewing the marking. If the review is successful
an academic appeal will be unnecessary. But what happens
if the grade review is unsuccessful? The student is now
required to apply under E15. Again, the student must go
to the Registrar’s Office, complete another form, and pay
another $25. This seems cumbersome and unnecessarily
bureaucratic. The process should be streamlined so that the
student only has to complete one application and pay one fee.

If G were not graduating but failed a course which is a pre-
requisite to progressing to the next level another problem
often arises. The next semester may be commencing prior
to the academic appeal being completed. In all of the cases
I have been involved in, a request has been made to permit
the student to attend classes at the next level until such
time as the outcome of the appeal is known and this
request has been agreed to. Should the student be successful
he or she will not be disadvantaged as a consequence of not
being allowed to participate. However, in many cases this
consent only follows a period of advocacy on behalf of the
student. Not all students who file appeals access my office and
there may be situations where the student is not permitted
to attend classes at the next level until such time as the
appeal has been resolved.

Recommendation

Directives E15 and E24 need revising so that the process of
filing academic appeals is more streamlined. Amendments
should include provision for the student to be granted audit
status for the program level to which the student will be
progressing should the appeal be successful, until such time
as an appeal is finalized.

Case 6
Student H registered as a student at Algonquin College for
the Fall 2006 Semester beginning in late August. He
applied for admission to the College Residence and signed
an agreement to that effect on August 2, 2006 with his
father signing as a guarantor of the payments and obligations
H had undertaken in the agreement. H has Attention
Deficit Disorder, a learning disability, and suffers from
anxiety. He had difficulties as a consequence in High
School and for this reason attended a specialized school
during his last three years. Based on his experience in High
School and the difficulties he encountered, his parents had
reservations about H attending College in Ottawa as they
live out of province and, as stated by them in an email to
me, “young men with H’s difficulties do not do well when
left to their own devices, this in combination with living
away from home and access to money is a combination for
disaster”.

The parents were of the view that information relating to
H’s disability was provided to Algonquin College at the
time of the applications and they felt H would be provided
with assistance “with any difficulties he had by both College
and residence personnel”. An application for admission to
an Ontario College is made through the Ontario College
Application Services. An offer of admission is then sent to
the student applicant by individual colleges and the student
is required to accept the offer through OCAS. H was a late
applicant and Algonquin College received the application
from OCAS on July 18. The only information with respect
to H’s disability that I was able to determine was provided
by H’s parents to the College directly, was forwarded to the
Centre for Students with Disabilities. The College does
not have any information in the Registrar’s Office and neither
does the Residence. The parents were unsure as to where
the initial information was sent but maintain it was sent
along with H’s application. As any application is sent to
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OCAS, it may be that OCAS received it but did not send
it along to Algonquin. Despite this, no discussion took
place with any College personnel or Residence personnel
with respect to any specialized need nor did anyone consent
to providing any specialized assistance with respect to H’s
individual needs other than those required through the CSD
department. The residence agreement provided space for
detailing pertinent medical information but none was
provided other than to list medications H was taking. By
the third week of September H’s parents were becoming
concerned about his ability to cope with college life as he
had not gotten his Student ID card, which he needed to
use his meal plan; did not have a bus pass; and did not
have all the necessary supplies for his classes. Through
phone conversations with him they determined he was
struggling and realized he had not had any contact with
Student Services. As a consequence his mother contacted
the CSD department the week of the 18th of September to
arrange an appointment for H and this was scheduled for
October 4th.

During the late evening of Wednesday, September 20 or
shortly after midnight on Thursday, September 21 a number
of students, including H, were involved in a disturbance.
The disturbance appears to have arisen out of several
incidents. H claims that a girl punched him in the nose. A
female student claims that H spit at her. The situation
escalated to the point that security required assistance from
the Ottawa Police. The report notes that all persons
involved were intoxicated. H was escorted to his room and
required to remain there until the morning. Ottawa Police
noticed a large hole in H’s bedroom door.

Security was called to the Residence at approximately 5:00 am
Saturday, September 23 about another disturbance
involving H. On this occasion he was found to be highly
agitated and admitted to having been involved in a physical
altercation earlier in the evening. Because of his state of
intoxication, uncooperativeness, and aggressiveness towards
security staff, H was placed under arrest and Ottawa Police
were called. H was taken by Ottawa Police to the Elgin
Street police station.

At approximately 8:00 am on this same Saturday morning
Residence staff were notified that H had been observed in
the Residence Courtyard shortly after midnight the previous
evening throwing a large plastic garbage bin into the window
to residence Room #1033 causing what was later estimated
to be damages in the amount of $636.

Following these incidents H was immediately issued an
eviction letter by the General Manager for the Residence.
His appeal was unsuccessful. His parents were not notified
of the situation by H until Thursday, September 28th.
Following their notification by H the parents contacted the
Residence and spoke to residence personnel on September 29,
a Friday. Following this initial conversation the parents
indicate there were several other conversations with this
same person. They expressed frustration with this person
as they feel he did not adequately explain the procedures that
were available to H in dealing with the disciplinary process,
that they were not advised that H was entitled to a repre-
sentative at the hearing, and that this person was not listening
to their concerns about H’s mental health and the impact of
his disability on the entire situation. H was asked to submit a
letter of appeal and his parents assisted him with this. The
appeal letter is dated April 29 and contains references to
H’s “anger issues; being under a lot (stress) – coping with
such stress on my own; and resume taking my medication
as prescribed”. Following the appeal hearing H was required
to leave the Residence on October 8. H vacated Residence
and then withdrew from the College on November 10.

The issue is whether H is liable for the remainder of the
Residence fees due after his termination. His parents felt
that H did not receive the support they expected from the
College and Residence staff and, had he received that support,
this incident would not have occurred or at least the
chances of it occurring would have been greatly diminished.
They also felt H was treated in a punitive manner rather
than a rehabilitative one and the termination was not in
H’s best interests

I was unable to support the position of the student and his
parents with respect to this. It is the responsibility of students
to behave in accordance with acceptable norms and to
ensure they have the proper supports in place in order to
function effectively during their College experience should
they have such a need. The College’s Student Services
Department has the capability of providing some support
when a student requests it, but it is up to the student to access
these services and to determine what services are reasonably
available. In my opinion, based on the initial concerns as
expressed in an email from the student’s parents to me,
specific arrangements should have been arranged by the
parents to address H’s needs prior to his coming here and
this should have been monitored closely by the parents. I
do not think sufficient personal contact was made with
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Algonquin College’s Student Services area and the
Residence in order to identify specific needs and to have
the Student Services Departments and Residence clarify
what services they were able to provide.

In my opinion the conduct engaged in by H over the period
September 20 to September 23 justified a termination of
his tenancy for disciplinary reasons. The throwing of a
large garbage bin through a residence window is by itself of
such a serious nature as to justify the termination. If the
students residing in the room had been in close proximity
to the window at the time, they could have been seriously
injured by shards of glass. Upon termination of a tenancy
for disciplinary reasons the Residence Agreement provides
that “there will be no financial compensation to the
Resident”.

I did note however that students who withdraw from the
institution and notify the Residence and move out by
September 24 are not responsible for the balance of payments.
I contacted the Director responsible for the Residence for
the purpose of discussing the reasonableness of applying
this same policy to H given he was provided with a letter
of termination on or about that same date. The Residence
Agreement provides otherwise, but I felt this deserved
some consideration provided the student compensated the
College for the damages. The Director agreed to review
this element of the matter and decided to waive the balance
of fees owing. The parents and the student were happy
with this result.

SUMMARY OF RECOMMENDATIONS
1. The Academic Operations and Planning Department
included in their review on the issue of retention a
recommendation that “at risk” students be personally
contacted by the student success specialist within the
first week of the semester with follow-up within the
following two to three weeks. Additionally, program
coordinators would benefit from knowing which
students are “at risk” so that the coordinator can
work with the individual professors in whose classes
these students are in order to closely monitor
progress. There are other students who may not be
identified as at risk based on the criteria established
by theAcademicOperations and PlanningDepartment.
However, they begin to struggle early on in the year.

An indication of this may be evident by poor
attendance, failure to meet assignment deadlines,
non partipation in class room activities, and poor
academic performance. I recommend that program
specific criteria be established, where not already in
place, for the purpose of identifying these students
at an early stage and referral to the student success
specialist. I also recommend consideration be given
to recruiting mentors, for students considered at
risk, from students in Level 3 of the program.

2. Departmental policy decisions to deny accommo-
dations to students with disabilities should not be
made without consultation with the affected parties.
I recommend a review be undertaken to identify
whether any department is denying accommoda-
tions to students who have submitted an accommo-
dation plan developed by the Centre for Students
with Disabilities. If so, accomodations should be
provided until such time as the matter is reviewed,
by an appropriate body to be established for this
purpose, following the hearing of submissions by all
interest groups.

3. A review of various program admission require-
ments reveals that students are cautioned that the
student will be required to submit proof of a clear
police record check either “prior to program deadlines”
or “to be eligible to participate in field placement”.
A student my be admitted to the program yet not
be eligible for placement based on information that
is available at the time of admission. The student is
then determined to be ineligible based on a non
clear record check that is produced only at the time
that placement draws near. It seems to me that it
would be more prudent to require this as a condition
of admission to the program rather than a condition
for placement participation and I therefore recommend
this practice be reviewed.

4 Directive E3, Special Allowance for Individual
Students addresses situations arising when a student
is ill or suffers bereavement. I recommend that
guidelines be prepared to assist faculty and ensure
consistency in dealing with these common issues.
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5. Directives E15 and E24 need revising so that the
process of filing academic appeals is more stream-
lined. Amendments should include provision for
the student to be granted audit status for the program
level to which the student will be progressing
should the appeal be successful until such time as
an appeal is finalized.

RECOMMENDATIONS FROM
LAST YEAR’S REPORT
1. Recommendation with respect to applications for
Transfer of External Credit. Guidelines were to be
developed for the evaluation of external credits by
June, 2007.

2. Recommendation for a review to determine
whether students are being treated consistently and
fairly with respect to the imposition of penalties for
late assignments. A review of this issue was to be
completed by June, 2007.

3. Concerning the issue of a student failing a prerequisite
course, rather than denying the student’s progression,
I questioned why it was not possible to identify the
learning objectives that have not been met and for-
mulate an alternate plan for the student to adequately
do so. Recommendation for a review to determine
whether alternatives are available in dealing with
this issue. This issue was to be referred to the
Student Success Committee for the purpose of creating
a task force to study the issue.

4. Recommendation for amendments to the Directive
on Plagiarism was accepted and these changes are
now in place.

CONCLUSIONS
I am most grateful for the support I have received from
members of the Ombudsperson Review Committee. The
members of the Committee for the reporting period are
Louise Legault, Acting Director of Student Services,
Co-Chair; Joan Wright, President of the Students'
Association, Co-Chair; Jack Doyle, General Manager of
the Students' Association; Luc Presseau, Director, Human
Resources; Odette Regimbal, Academic Administrative
Representative; Leo Comunale, Community Representative;
Sherryl Booth, Faculty Representative; Natasha Przybla
and Venessa De Matteis, S.A. Student Directors; and
Jeremy McQuigge, representative from students at large. I
am looking forward to working with the new members of
the committee in the ensuing year.

To members of the College community at large, I wish to
extend my appreciation for the assistance and cooperation
I have received in carrying out my duties. I am especially
thankful for the reception and help I have received from
the Program Chairs when I approach them with student
concerns.

______________________________

Hervé R. Depow
Ombudsperson, Algonquin College
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M E M O R A N D U M

Date: February 19, 2008 
 
To: Hervé Depow, Ombudsperson 
 
From: Raymonde Hanson, Vice President, Academic 
 
Subject: Response to the 2006/2007 Ombudsperson Report 
 
I want to thank you for having shared with me a copy of the 2006/2007 
Ombudsperson Report and allowing me an opportunity to comment.  My 
comments will center on the recommendations from the previous year report as 
well as our plans to address this year recommendations. 
 
Recommendations from the 2005-2006 Report 
 

1. Recommendations with respect to applications for transfer of External 
Credits.

Directive E-10 Transfer of Academic credits (External) has been revised and 
the issues raised in the previous report have been addressed. The revised 
Directive was implemented as of August 1, 2007.   
 
2. Penalties for late assignments.  
The department where this issue was raised has made three revisions to the 
policy on late penalties for their programs.  These changes have addressed 
the complaints raised by the students by improving the clarity of the 
documentation provided to students and by providing a slightly more 
generous extension period.  This approach has been successful in reducing 
student complaints.   
 
3. Student failing a prerequisite course.   
As part of our focus on Student Success, we have undertaken a study to find 
solutions to permit students who have failed a prerequisite course to continue 
in their studies.  More than one solution is required as this is a complex issue 
that varies from program to program.  In response to the new College 
Strategic Plan, the Academic Area will develop and pilot a number of credit 
recovery courses for delivery during the intersession periods to enable 
students to advance to the next program level. 
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Recommendations from the 2006/2007 Report 
 
1. At risk students.  
As part of its commitment to student success, the academic area will pilot a 
program to identify students at risk prior to being admitted to level one and 
refer these students to the appropriate remedial courses.  The expansion of a 
student mentoring program also forms part of the Student Success Plan 
which is to be implemented in the coming year.  
 
2. Accommodations for Student with Disabilities  
In conjunction with the Center for Disabilities (CSD), a study will be 
undertaken to identify if any department is denying accommodation to 
students who present a CSD accommodation plan and under what 
circumstances.  Based on the findings of the study, appropriate action will be 
taken.

3. Police Record Check Requirements 
The College was advised that it could not require a clear police check as an 
admission criterion as it would be seen as discriminatory.  Given the 
requirements of the field / clinical placement agencies, we have made 
students aware of the requirements and ask them to seek confirmation of a 
clear police record check prior to the start of the placement.  This approach 
has allowed students who cannot provide a clear police check to select 
programs with no such requirements.  We are prepared to review this practice 
if you so wish. 

 
4. Review of Directive E- 3 : Special Allowance for Individual Students  
Guidelines will be developed to assist faculty in dealing with these common 
issues. 
 
5. Review of Directive E -15 and E -24:  Academic Appeal 
A review of these two directives will be undertaken with a view to streamlining 
the academic appeal process.  

Thank you once again for the opportunity to respond to this report and I look 
forward to working closely with your Office in order to provide the students with a 
better learning environment. 
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CASELOAD BY STUDENT’S SCHOOL

CASELOAD BY OUTCOME

72

1

83

85

70

28

1

Advanced Techology 72
Algonquin College in the
Ottawa Valley 1
Business 83
Health and Community Studies 85
Media and Design 70
Part-time Studies 28
Unknown 1

A. Complaint Substantiated – Remedied 19
B. Complaint Substantiated – 0
Not Remedied
C. Complaint Not Substantiated 20
D. Matter Discontinued by Student 20
E. Matter Discontinued by Ombudsperson 2
F. Inquiry/Referral/Resolution Facilitation 263
G. Formal Appeal – Student Favour 4
H. Formal Appeal – College Favour 8
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CASELOAD BY ISSUE TYPE – ACADEMIC

Academic 226
External 38
Harrassment/Discrimination 9
Services 53
Student Misconduct 14

CASELOAD BY ISSUE TYPE

Grades or Promotion 107
Honesty 13
Other 5
Policy 28
Professor/Course 73

226
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13

28

73

107

9

38
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CASELOAD BY ISSUE TYPE – EXTERNAL

External – Financial 3
External – Housing 10
External – Legal 22
External – Other 3

CASELOAD BY ISSUE TYPE – SERVICES

Ancillary – Parking and Lockers 8
Ancillary – Residence 5
Financial Aid 9
Other 9
Registrar – Admissions/Withdrawal 7
Registrar – Fees 7
Registrar – Records 4
Student Services 2
Students’ Association 2

22

10

1
3

7

7

4
2

8

5

9

9

3

2
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