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INTRODUCTION 
I am pleased to present the 2021-22 Annual Report for the Office of the 
University Ombudsperson (“Office”), which covers the period from August 
1, 2021 through July 31, 2022. 
 

The 2021-22 Annual Report provides a summary of the work of the Office 
during this timeframe. The Report contains statistics about users of the 
Office and matters that we responded to, and a review of some of the 
important work that we did in the past year, including the training we 
provided, our relationship building initiatives with stakeholders across 
campus, our continued commitment to Indigenization, equity, diversity, 
inclusion, anti-racism, and accessibility (I-EDIAA), and a look ahead to 2022-
23.   
 

We have now completed our third full year since launching our updated 
Terms of Reference in 2019, though interestingly enough, due to external 
factors, mainly the pandemic, the Office has yet to experience what we 
would consider to be a typical year. The 2021-22 year started again where 
the last one ended, amid the ongoing pandemic. While progress was made 
at the beginning of the academic year in terms of allowing in-person 
learning, the new Covid variant took hold, and students, faculty and staff 
were once again forced to learn and work remotely from mid-December to 
the end of February. The Office of the University Ombudsperson remained 
flexible and adapted our services to ensure we continued to be a valuable 
resource for community members. 
 

As the Ombudsperson, I am proud of what we accomplished during our 
third year of operation. I remain grateful and committed to serving all 
Queen’s staff, faculty, and students, and we look forward to being even 
more embedded in this community when the Office returns to campus. 
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WHO WE ARE 
In 2019, following an external review and revised Terms of Reference, the Office of the 
University Ombudsperson was re-launched as an important resource to the Queen’s 
community in helping students, staff, faculty, parents, and alumni understand policies and 
procedures within the university and identifying opportunities for improvement. 
 

The staff in the Ombuds Office: 
 

�x help ensure procedural fairness in decision-making 
�x provide general advice to Queen’s community members about their rights and 

responsibilities 
�x provide guidance on procedures to follow 
�x refer enquirers to relevant university offices or publications 
�x recommend changes to university policies and procedures 
�x provide training and educational tools 
�x identify systemic issues 

 

Lavonne Hood, University Ombudsperson 
Heather Trojek, Associate Ombudsperson 
Aimee Burtch, Communications & Outreach Manager 
Kathryn Morrissey, Intake Coordinator  
 



 

5 

 

WHAT WE DO 
YOUR IMPARTIAL RESOURCE PROMOTING FAIRNESS AT QUEEN’S 

The key principles guiding the role of the Office of the Ombudsperson are independence , 
confidentiality , and impartiality . 
 

The central role of our office is to help ensure procedural fairness in university decision 
making .  
 

The Ombudsperson and all staff working within the Office are precluded from acting as 
advocates as we have no case management role. Rather, we facilitate fair processes within 
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down 

15% 
Over 2020-21 

 

STATISTICS   
August 1, 2021 through July 31, 2022  

Over the course of the year, we had 255 individuals connect with the Office for direct advice 
and support. While this is a 15% decrease over 2020-21 year, this was expected due to not only 
the impacts of the COVID-19 pandemic as the University pivoted from in-person learning, to 
virtual, then back to in-person over the course of the year, but also due to the work that has 
been done with Faculties and Schools to update language that references and directs students 
on how to access our resources in a more consistent manner.  
 

The website data remains consistent and continues to suggest that stakeholders directly 
accessed the website for information, as opposed to visiting or contacting us directly. The 
Office uses this data to inform our immediate priorities in terms of creating additional content 
or resources for our website, and to work with stakeholders to ensure that policies and 
procedures are clear for students. 
 

The following charts show the breakdown of our Office users, the nature of their inquiries, and 
the support provided to them: 

 
 

Student (79.2%) 
Parent (9.8%) 
Other (4.3%) 
Staff (3.5%) 
Faculty (1.6%) 
Recent Grad (1.6%) 

Type of User 

255 
Users 

Students, and more specifically 
undergraduates, continue to be 

the primary users of the Office. It 
is worth noting that the ‘Other’ 
user is external to the Queen’s 

community, ie. lawyers inquiring 
on behalf of students, 

prospective students who are 
seeking admissions information 
or individuals who are looking to 
raise concerns about something 

Queen’s related. 

77% 
of students were 
undergraduate 

students 

87% 
of users were new 

to the Office 

100% 
used e-mail as 

primary contact 
method 

2% PhD

4% Unknown 
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Academic

Other

Misconduct

H&D

Interpersonal

Residence

Financial

Employment

 

 Nature of Inquiry 

Users are classified on the nature of the inquiry for which they contacted the Office and were 
each assigned a broad category to give a more general overview of the nature of the concern. In 

some categories, a more specific nature of concern was assigned by using sub-categories.  
 

Academic inquiries continued to be the most frequent topic. Within the academic inquiries 
received the top two topics of inquiry were academic integrity and appeals.  
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T R A I N I N G  
�x Procedural Fairness & 

Writing Good Decisions 
Asynchronous Module 

�x Ombudsperson Office 
Overview Training (New) 

�x Faculty Fairs 

  

 YEAR IN REVIEW 
F L E X I B I L I T Y  &  A D A P T A B I L I T Y 

 
 
This was the third full year of operation for the Office of the 
University Ombudsperson following the external review in 2019. 
The Ombuds staff continued to work remotely for the entirety of 
the year due to not only the COVID-19 pandemic which 
presented its own unique challenges and opportunities, but also 
due to an upcoming office change.  
 

From developing a new online asynchronous training module to 
countless virtual meetings with stakeholders across campus, the 
themes of the 2021-22 academic year continued to be flexibility 
and adaptability. The Office participated in a variety of virtual 
events, supported Faculties and Schools following two major 
policy updates, engaged in a range of I-EDIAA opportunities, and 
developed and built relationships with a variety of on-campus 
stakeholders and the broader Queen’s community.  
  
The following describes some of the above in more detail: 

T R A I N I N G   
Providing training opportunities to promote fairness across 
campus continues to be an annual priority. The goal of this 
training is to support consistency in decision-making in all 
Faculties and Schools, and to encourage fairness throughout 
each stage in the decision-making process. In addition, the 
following modules were also developed this year:  
 

Ombudsperson Office Overview 
An asynchronous module, targeted to staff, faculty and student 
leaders, was developed to provide a generic overview of the 
Office, including what we do, who we are, common topics of 
inquiry, and guidance to stakeholders. 
 

University Student Appeal Board (USAB) 
An asynchronous module, in partnership with the Office of the 
University Secretariat and Legal Counsel, was developed to 
provide training to members of USAB who are empaneled for a 
USAB appeal hearing. 
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A C A D E M I C  
I N T E G R I T Y  
�x Revised Policy October 26, 

2021 – Effective January 1, 
2022 

�x Tip sheet updates & new 
resources 

�x Website updates & new 
pages 

�x On-going discussions with 
stakeholders to guide 
alignment of existing 
policies 

  

 YEAR IN REVIEW 
F L E X I B I L I T Y  &  A D A P T A B I L I T Y 

 H I G H L I G H T E D  P R O J E C T S 
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I N D I G E N I Z A T I O N  -  
E Q U I T Y ,  D I V E R S I T Y ,  
I N C L U S I O N ,   
A N T I - R A C I S M ,  A N D  
A C C E S S I B I L I T Y   
( I - E D I A A )  
�x Staff training 

�x Committee & policy work 

�x Reciprocal communication 
with appropriate 
stakeholders 

  

 YEAR IN REVIEW 
F L E X I B I L I T Y  &  A D A P T A B I L I T Y 

 I N D I G E N I Z A T I O N  -  E Q U I T Y ,  
D I V E R S I T Y ,  I N C L U S I O N ,  A N T I
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 YEAR IN REVIEW 
F L E X I B I L I T Y  &  A D A P T A B I L I T Y 

 I N D I G E N I Z A T I O N  -  E Q U I T Y ,  
D I V E R S I T Y ,  I N C L U S I O N ,  A N T I-
R A C I S M ,  A N D A C C E S S I B I L I T Y  
  

Members of the Office attended this bystander intervention 
online training hosted by the Kingston Frontenac Anti-Violence 
Coordinating Committee. The training taught participants how to 
recognize sexual harassment and gender discrimination and 
provided tools on how to address them without compromising 
personal safety. 

The Ombudsperson attended this forum hosted by the Faculty of 
Health Sciences at Queen’s. This forum was designed to be 
collaborative, interactive, accessible, and inclusive and offered a 
space to learn about the results of the DAT
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B U I L D I N G  
R E L A T I O N S H I P S  
�x Committee Meetings 

�x Standing meetings with key 
stakeholders 

�x Reciprocal communication 
with Faculties and Schools  

�x Presentations and events 

  

 YEAR IN REVIEW 
F L E X I B I L I T Y  &  A D A P T A B I L I T Y 

 B U I L D I N G  R E L A T I O N S H I P S 
The building of strong relationships and ensuring open 
communication with members of the Queen’s community is key 
in allowing the Office to be able to function efficiently and is even 
more important while we continue to navigate working remotely. 
We would like to thank the Faculties and Schools, along with all 
our campus partners for their ongoing dialogue and support, 
with special mention to the partners listed below. 

 Partners that directly support the mandate of the Office:   
�x Lon Knox, University Secretary and Corporate Counsel 
�x Audit & Risk Committee of the Board of Trustees 
�x Ombuds Academic Appeal Advisors 

 

o Alan Abelson 
o Kate Rowbotham 
o 
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Looking 
ahead to 
2022-23 

  

 WHAT’S NEXT? 
 As we move into the 2022-23 academic year, students, staff and 

faculty are starting to develop what might be considered their 
new normal – whether that means exclusively working from 
home, a full return to campus, or a combination of both (hybrid 
model)

 



 

16 

 

 

YOUR IMPARTIAL RESOURCE PROMOTING FAIRNESS AT QUEEN’S 
queensu.ca/ombuds 
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