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Ombuds Annual Summary Report 

July 1, 2010 – June 30, 2011 

 

Background 

 

The Office of Student Ombuds Services, located in Kennedy Library, was established in 

February 2010 as a campus resource for all Cal Poly students.   

 

The Ombuds’ staff is committed to hearing about students’ experiences.  The office offers a safe 

place to go for assistance with resolving any university related issue, concern, conflict, or 

complaint.  Utilization of the office is voluntary and all communications are confidential, 

informal, impartial, and independent. 

 

During the period covered by this report, W. David Conn, D.Phil., served as Director of Ombuds 

Services, with Patricia Ponce, Ph.D., as Associate Ombuds.  Effective January 1, 2012, Ponce 

became Student Ombuds, reporting directly to President Armstrong. 

 

Ponce has recently become a “Certified Organizational Ombudsman.”  Certification involves 

passing the International Ombudsman Association (IOA) Ombudsman Certification exam, 

practicing to IOA Standards of Practice and Codes of Ethics 

http://www.ombudsassociation.org/about-us/mission-vision-and-values/ioa-best-practices-

standards-practice) for over one year, and an interview and office review by the IOA 

Certification team.   

 

Additionally, Ponce attended Train the Trainer Inclusivity sessions, Mediation and Conflict 

Management workshops as well as Ombudsman 101 training. 

 

In an effort to inform the campus community about the Office of Student Ombuds Services, Dr. 

Ponce conducted extensive outreach to over forty departments, classes, and student groups across 

campus reaching thousands of campus community members.  Additionally, information 

regarding Student Ombuds Services was posted regularly in campus print and electronic 

publications.   

 

Below are several tables that report the number of cases by various categories.  The number of 

cases is well within the IOA average range for the first year of service.  Although the number of 

cases for the first couple of years may appear low, it is expected to grow as the office becomes 

established and better known on campus.   

 

 

Aggregate Case Summary throughout July 1, 2010 – June 30, 2011 

 

Total Contacts –  refers to all contacts made with the Office of Student Ombuds Services 

including phone calls, email, face to face visits, and repeat visits regarding the 

same or different issue.  Total Contacts were first recorded in Winter 2011. 

 

http://www.ombudsassociation.org/about-us/mission-vision-and-values/ioa-best-practices-standards-practice
http://www.ombudsassociation.org/about-us/mission-vision-and-values/ioa-best-practices-standards-practice
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Inquiries - can be a phone call, email, or a face to face visit inquiring about the office or in 

which a referral is made but a case is not tabulated.  Inquiries were first 

recorded in Winter 2011. 

 

Cases - are when issues are discussed and options are explored and offered. 

 

Follow-ups - are repeat discussions with a visitor regarding the same issue.  The Follow-up is 

tabulated as a contact and not as an additional case.  Follow-ups were first 

recorded in Winter 2011. 

 

Contacts by Class Standing, Gender, and College 

 

The majority of the contacts were from undergraduate male students.  Contacts peaked in Winter 

quarter 2011.  Among the colleges, the largest number of contacts was from CENG and CAFES.  

The college numbers appear to be proportionally reflective of the campus enrollment. 

 

Categories Summer 2010 Fall 2010 Winter 2011 Spring 2011 Totals 

Undergraduates 4 14 22 17 57 

Graduate Students 3 1 2 3 9 

Women 3 7 12 7 29 

Men 4 8 13 13 38 

CAFES 1 4 4 5 14 

OCOB 2  2 3 7 

CAED 1 2 1 2 6 

CENG 1 3 8 4 16 

CLA 2 1 5 3 11 

COSAM  4 1 2 7 

Continuing Education  1 1 0 2 

Total Cases 7 15 22 20 64 

Inquiries   2 3  

Follow-ups   16 11  

Total Contacts*   40 34  
*Total cases may not equal total contacts due to missing data, follow-up meetings, and general inquiries.  All 

categories were first recorded in Winter 2011. 

 

Contacts by Ethnicity 

 

The overwhelming majority of contacts who utilized the Ombuds services and disclosed their 

ethnicity were White.  This number is reflective of the ethnicity composition of the campus. 
 African 

Amer. 

Amer. 

Indian 

Asian White Filipino Latin@ Middle 

Eastern 

Pacific 

Islander 

South 

Eastern 

Other 

S 10    2       
F 10 1  1 7  1 1    
W 11    16 1 2     
Sp 11  1 1 13  2 2    
Totals 1 1 2 38 1 5 3    
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Contacts by Class Level 

 

The majority of contacts who utilized the Ombuds services and disclosed their class level were 

Seniors.  Junior students used the services next in frequency.   

 Frosh Sophomore Junior Senior Grad. Stud. 

Sum 2010 1  2 2 3 

Fall 2010 1 6 2 5 1 

Winter 2011 3 2 4 11 2 

Spring 2011 4 2 5 6 3 

Totals 9 10 13 24 9 

 

Types of Cases 

 

Listed below are the numbers of cases involving specific issues.  The most frequent concern 

among students centered on issues of grades.  Two other frequent issues had to do with advising 

and faculty student interactions. 

Academic Sum10 Fall 10 Wtr 11 Sp 11 Total 

a.  Advising 1 2 4 1 8 

b.  Grade 4 2 7 4 17 

c.  Professor 1 1 2 4 8 

d.  Other students  1  1 2 

d.  Study Skills    1 1 

e.  Time Management      

f.   Other issue   2  2 

       

Administration      

a.  Accounting / Fees  1  1 2 

b.  Admissions   1  1 

c.  Financial Aid 1  1  2 

d.  Housing on / off  1 2 4 7 

e.  Police / Parking      

f.  Registration / Records  2 1 2 5 

g.  Technology      

h.  Other issue 1 1  1 3 

       

Student Services      

a.  Athletics      

b.  Career Services      

c.  Clubs   1  1 

d.  Cultural /Ethnic/ Racial Issues  1  1 2 

e.  Dining Services    1 1 

f.   Health / Counseling   2  2 

g.  Student Employment*      

h.  Student Life Issue  2 3  5 

i.  Other Issue  1   1 

 Total Issues** 8 15 26 21 70 
* This category not separately recorded; included in “other.” 

**Total number of issues may not equal totals in the aggregate case summary as some cases include multiple issues. 
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Recommendations 

 

1. The Ombuds office should (and will continue to) do outreach within the campus community.  

The past year focused on student governing bodies including: ASI, Student College Councils, 

College Ambassadors, Residence Hall Councils and Greek Councils.  The next academic 

year will target student clubs and particularly student clubs with a diverse student population.   

 

2. All campus entities that employ student assistants should be informed about the “Student 

Employment Handbook,” possibly by Payroll Services which issues the handbook (see 

http://www.afd.calpoly.edu/payroll/studentinfo.asp?pid=2).  Employers should follow the 

recommendations in the handbook and share information with their hired student assistants 

(in particular, regarding orientation, written expectations and policy, and annual written 

student evaluations). Payroll Services might draw students’ attention to the handbook on its 

“New Student Employee Information” webpage at 

http://www.afd.calpoly.edu/payroll/student_employment.asp?pid=2. 

 

3. Consistent with Academic Senate Resolution AS-644-06, faculty should be expected to 

provide in all syllabi clear information regarding grading procedures, preferably to include: 

deadlines, percent value of each graded assignment or expectation (e.g. attendance and or 

participation), grading scale, and grading rubrics.  It is recommended that instructors inform 

students of their preferred methods for addressing contested grades. 

 

4. Efforts should be made to ensure faculty are aware and reminded of policies pertaining to 

attendance, grading, and retention of student evaluation materials [e.g. Academic Senate 

resolutions AS-592-03/IC (excusable absences) and AS-247-87/SA&FBC (retention of 

exams and student access)]. 

 

5. Appeals processes should be posted prominently on the Registrar’s website (e.g. for 

disqualification and petition decisions). 

 

http://www.afd.calpoly.edu/payroll/studentinfo.asp?pid=2
http://www.afd.calpoly.edu/payroll/student_employment.asp?pid=2

