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ENOHE/ACCUO CONFERENCE 2018

Building a community of practice: 
the work of the Scottish Higher Education 

Complaints Forum

Clare Barnes, Keith Mackle and Karen Stulka

OUR SESSION TODAY

Scottish HE 
Complaints 

Forum

SPSO 
Complaint 
Handling 

Procedure

Universities 
in Scotland



 

UNIVERSITIES IN SCOTLAND

UNIVERSITIES IN SCOTLAND



 

COMPLAINTS HANDLING PROCEDURE (CHP)

• Standardising 
CHPs across the 
public sector

• Model university 
CHP published 
December 2012

COMPLAINTS HANDLING PROCEDURE (CHP)

• Implementation of CHP –

• Change in culture

• Challenges to standardising a 
model CHP into diverse 
universities

• Deadlines

• One size fits all?



 

SCOTTISH HE COMPLAINTS FORUM

• Need to create best practice for 
CHP in university sector

• Establishment of Forum

• Membership

SCOTTISH HE COMPLAINTS FORUM –
MULTIPLE COMPETING ROLES

SCOTTISH HE COMPLAINTS FORUM -
ADMINISTRATION

• Regular meetings

• Hot topics

• SPSO standing invitation



 

SCOTTISH HE COMPLAINTS FORUM - BENEFITS

• Establishes best practice across 
diverse university sector

• Better outcomes for 
complainants

• Support network for complaints 
managers

• Email support

• 1 to 1 meetings

• Training sessions

SCOTTISH HE COMPLAINTS FORUM

• Any questions?

Clare Barnes

Keith Mackle

Karen Stulka
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Georgia 3
ATSU, CU, GAU

UK
MxU

Azerbaijan 4
Khazar, GSU, NSU, NU

Ukraine 2
KNEU, PUET

Finland
UJ

Portugal
UMinho

Italy
UNIVAQ

Austria
OASO

Ministry of Education
of Azerbaijan MoE

Poland
WU

Akaki Tsereteli State University (since1933)

• Biggest Regional University in Georgia

• Approximately 11 000 students, 9 faculties

• Participant of TEMPUS, Erasmus Mundus and Erasmus + Projects

Ongoing Erasmus+ CBHE Projects:

Advocacy Establishment for Students through Ombudsman Position
(AESOP)- Coordinator;

Pawing the way to Interregional Mobility and Ensuring relevance
Quality and Equity of Access (PAWER) - Partner;

Academic Integrity for Quality Teaching and Learning in Higher
Education Institutions in Georgia (INTEGRITY) - Partner;
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2005 Bergen Summit - Georgia joined Bologna Process that lead to harmonization of 
educational system with the European Higher Education Area

 Three cycle system 

 ECTS

Diploma supplement

Quality Assurance units

 National Centre for Educational Quality 
Enhancement

Accreditation (Institutional/Programme)

etc.
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Background

Increased role of students in HEIs of Georgia

Involvement in the management

Promotion of protection of Students’ rights

Students increasing responsibility to take initiative in managing their academic careers

Students advocacy was chosen as this is one of the challenging issues in everyday life of 
Georgian Universities.
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0% 5% 10% 15% 20% 25% 30% 35% 40%

never have problems

wish more exchange programmes

lack of exchange programmes

none of the above

psychological difficulties

disability related issues, special needs

discrimination (based on religion, ethnicity, race, gender, etc)

language problems, language barriers or misunderstandings

needed academic support

needed help with Internships, Grants, Scholarships

issues related to academic facilities, access to the laboratories,…

issues related to dormitory facilities (bad quality of water supply,…

adaptation to the university environment

relationship issues (personal conflicts with other students or staff)

problems with tuition or payments; needed financial support

academic disagreements about grades/marks on course…

problems with enrollment, registration, selecting or changing…

admission requirements

Challenges students experienced at the university

.
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57,70%

49,90%

43,60%

53,30%

55,40%

47,10%

0% 10% 20% 30% 40% 50% 60% 70%

I think my university needs a special office or staff member just to deal
with student issues.

The university administration deals with my problems in a timely manner.

Administrators and university staff are friendly, helpful and supportive.

I trust my university administration to deal with my problems fairly.

I know where to find the written rules and policies of my university.

I know my rights as a student.

I know where to go and who to contact when I have a problem.

I have been able to resolve my problems at my university.

Students Satisfaction
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55,50%

67%

62,50%

58,50%

52%

63%

47,50%

40,60%

48,50%

0% 10% 20% 30% 40% 50% 60% 70% 80%

I have been able to resolve my problems at my university in a satisfactory way

I know where to go and who to contact when I have a problem.

I know my rights as an employee.

I know where to find the written rules and policies of my university.

I trust my university administration to deal with my problems fairly.

Administrators and university staff are friendly, helpful and supportive.

The university administration deals with my problems in a timely manner.

I believe staff and students in my University know how to resolve their problems

I think my university needs a special office or staff member just to deal with student issues.

Staff Satisfaction

Our Experience: Tempus Project - Student Support and Development Services (SSDS)

Need: to develop European system for student advocacy in administrative/academic issues 

Experience and best practices of European Universities

study visits to EU partner Universities in took place in the following sequence:

Warsaw University, Warsaw, Poland - April 3-7, 2017

L’Aquila University , L’Aquila, Italy - May 1-5, 2017

Minho University, Braga, Portugal - May 22-26, 2017

European Partners and their expertise and consultation were of great benefit, as the concept of 
an ombudsman in higher education was a totally new idea in the region.
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Completely new concept was offered and came into existence at 3 Georgian Universities

Akaki Tsereteli State University (ATSU)

Caucasus University (CU)

Georgian American University (GAU)
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Ombudsperson - an independent body who defends and promotes  the rights and 
legitimate interest of students at the University. Ombudsperson plays a role of mediator 

in conflict situation, helps in analyzing the problems and generating solutions. 

Ombudsperson’s Office is based on 3 core principles

Neutrality  

Confidentiality 

Independence 

Ombudsperson Office is a useful/  flexible structure and effective tool for students, 
university staff and administration. 
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The competences of the Ombudsperson is providing information, assistance and
consulting to students; supporting individuals and organizational units of the University
in problem resolution; providing proper information on procedures and legal regulations
applicable at the University; assisting in obtaining information to isolate, eradicate and
prevent conflicts and issues; identifying sources of problems which hinder the proper
functioning of the University;

Ombudsman should act and respond try to solve the problem as soon as possible as
solving problems in timely manner was reported to be a concern of both students and
staff at universities of GE, AZ and UA (based on needs assessment report conducted at
these universities). Ombudsman Office should be an option used to minimize
bureaucratic procedures and should allow students and staff deal with their problems
effectively and on time.
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THANK YOU!

“Advocacy Establishment for Students through Ombudsman Position” (AESOP)
561640-EPP-1-2015-1-AZ-EPPKA2-CBHE-JP

ENOHE/ACCUO Conference 2018 
University of Edinburgh, Scotland, UK

June 6-8, 2018



 

  

Heather McGhee Peggs, B.A., LL.B.
University of Toronto, CANADA

Conflict management
through 
coaching & connection 
in the graduate 
community 

ENOHE/ACCUO Conference 2018

• 3 campuses, 88,000+ 
students and 20,000+ 
faculty/staff

• 80 graduate units / 280 
graduate programs

• 18,000+ graduate students 
(doctoral, masters –research 
& professional)

Graduate focus

• Shared acknowledgement of 
challenges of navigating conflict 
in grad school (School of 
Graduate Studies, Student Life, U 
of T Graduate Students’ Union )

• 2014 Report on Student Mental 
Health (grad specific 
recommendations): 

• “enhance support …interactions 
with…supervisors” 

• “foster a greater sense of community”
• “peer support”
• “problem solving, and self-advocacy”

University of Toronto

The “perfect” storm



 

www.gradcrc.utoronto.ca

• Grad CRC launched January 2016 

• Focus on graduate issues and U of T resources

• Inspired by MIT’s REFs program and early 
resolution ombuds practices

• Work alongside existing formal & informal 
mechanisms for resolving conflict at the 
university

• Collaborate across departmental & divisional 
boundaries

resilience*
Adapt & learn from challenges

Capacity to overcome stress and adversity

Individual & community

*SL  Resiliency  Project,  2016

How do we help graduate students, staff and faculty 
to navigate conflict earlier & more effectively?  

It is NORMAL to disagree, 
be annoyed, or encounter 

differences…

What makes grad school 
conflict particularly 

challenging?  



 

G2G Peer Advisors

 listen
 make referrals
 explore options
 give tips & advice on 

managing conflict
X advocate
X provide counselling
X intervene

Confidential & Informal Grad-to-Grad (G2G) Advice

July 1, 2017 – May 29, 2018

• 14 G2G Peer Advisors 

• 35+ hrs training, paid position

• 6-8 hours/week, year-round

• 300 drop-in sessions (343 
attendees)

• 50 CRC events (629 attendees

• 37 Outreach initiatives

• 178 conversations w/ students, 
faculty & staff (over 480 
conversations since Jan. 2016)
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How long are 
we talking?

5 min or less
6-15 min
20-35 min
45-60 min

Conflict 
Coaching 

Outreach

Workshops

Training, 
Admin, Mtgs
& Teamwork 

SOURCE: 
July2016-June2017 Report
205 individuals

35%

37%

6%

4%

4%

7%

7%



 

What graduate students, staff & faculty are 
talking about with the GradCRC: 

1. Supervisory issues (14%)

2. Communication & conflict 
resolution strategies

3. CRC/G2G Services

4. Graduate student supports

5. Research/Thesis 

6. Interpersonal issues/conflict

7. Escalating/Policies/Processes

“I’m afraid to talk to my 
advisor.”

“Am I the only one feeling 
this way?” 

“I feel undervalued/ 
overworked.” 

“I’m not sure what I’m 
supposed to be doing as a 
grad student.” 

“They have totally 
unrealistic expectations.”

Quick Question!

Easy Referral
<5min

Simple single 
issue

15-30 min

Complex issues 

30 min - 2 hrs

Emotional Issues 
(tears, anger 

etc.)

Support & Debrief 
within team and 
with Manager -

available

(bi-weekly meetings 
& phone/in-person)

Possibility of 
secondary traumatic 

stress 

Active 
listening is 

hard work & 
requires a lot 
of training;

i.e. emotional 
labour

Boundaries

Time 
management

Data

Communication, coordination, collaboration

• Training for students, 
administrators,  & 
faculty

• Customized to 
department/issues

• Joint workshops with 
Ombuds Office, SGS

• Cross-promote & 
clarify services for 
grad students

• G2G training is 
provided by many 
different offices

• Grad working group –
communicating with 
grad students

• G2G make 
connections within 
their departments



 

www.gradcrc.utoronto.ca

Thank you!

@GradCRCUofT

No issue is too small to discuss.



 

  

Professor Daniel More

What should the University’s Ombudsperson do when 

reviewing grievances concerning pure academic matter

Decision making

Decision process
Process - examining the facts, the evidence and the legal ramifications before writing the decision.

Legal Status - formally my decisions are not a really decision but rather recommendations, but I usually point out that they’re 

more than mere recommendations since each such recommendation, is sent also to the complainant and he or she is free to 

pursue a legal course or explore other avenues. 

Statutory Standing
Under Israeli Law, the ombudsperson is a statutory body created by the Student Rights Law of 2007 to enable students who feel 

that they are victims of some form of wrong doing on the part of the University, to bring their grievance to an independent, neutral, 

and objective entity.       

Impact
Effecting Changes - Although, the ombudsperson can’t impose its will, I can testify that the majority of my judgements were 

adopted by the University and some of my suggestions have effected changes in practices and regulations in the university

Settling Complaints - the decisions can be used as a shield or as a sword: A decision to reject a grievance, when it is a reasoned 

and written with empathy and respect to the claimant is likely to persuade him to respect the judgment. A justified decision which is 

not accepted on the part of the university can allow the claimant can utilize this decision in seeking other avenues. 

Introduction
Many of the grievances submitted to the ombudsperson, concern pure academic matters. Students are often unsatisfied with their 

professors: they are critical about their academic ability or methodology and they often disagree with the manner in which the 

professors elect to evaluate their academic performance. In some case, they even claim that the professors were unfair and even 

vindictive. The shield of “Academic Freedom” enables professors to prevent any interference in their academic judgements on the 

part of the ombudsperson or anyone else. Is it impregnate wall? Should the ombudsperson should avoid altogether such 

grievances? I do not think so.  

Formal Decision
Whenever I am not able to reach an understanding with either the University's authorities, the students or both, I find it useful 

to write a formal decision



 

Administrative vs. Academic

Pure Academic 
Complaints

Intervention 

• involvement in academic decisions that 

infringed students' rights, such as the 

right to be heard and the right to receive 

full explanation for decisions concerning 

him. 

• When facing clear unreasonable 

decisions, the ombudsperson should not 

hesitate to express his voice. 

• the ombudsperson should master the 

relevant laws and regulations and 

ascertain, that academic decisions do not 

violet any laws or university regulations

• The ombudsperson power are not limited 

to the examination of administrative 

decisions of the University’s authorities. 

He can also examine matters which can 

be classified as pure academic. 

• The ombudsperson is not another appellate body. 

He does not have the knowledge nor the power to 

interfere in such matters

• The ombudsperson should be careful with 

intervening with such decisions, yet in 

unique situations, he should not hesitate 

to do so or at least express his opinion  

Case Studies

Background. The complainant worked two years on a master thesis in the engineering 

faculty. He finished all the other requirements for the MA degree. The thesis subject and 

outline were approved by the MA committee after a review process by two professors.
01

Examination. After a few days from the submission of the thesis, the supervisor 
wrote on the 106 pages’ thesis: “I’m sending you back the thesis with comments. I 
have read 6 pages and have already 70 comments. I’m sorry but your thesis is 
bad. I do not want to mislead you and cause you any further loss of time and 
money. I suggest to you to move to another project or to another university or 
college. I wish you success”.

02

Contacting the Dean. Following my review of the complain, I’ve wrote the Dean of the 

Faculty and raised my following concerns: First - After two years’ work, If it is indeed a 

lousy thesis, why let the student work two years in vain? Second - is it proper to 

evaluate the academic worth of the thesis on the basis of its 6 first pages (out of 106)? 

Third - is it proper for the supervisor to suggest the complainant to seek another 

university or college?

03

Resolution. Following my decision, the Dean facilitated an agreement between the complainant 

and his supervisor, under which the supervisor will sit with the student and explain to him what 

sort of amendments to the thesis are required and the faculty will also enable the complainant to 

get assistance from a former MA student of the supervisor, who will help him rewrite the thesis

04

Case I - The MA student of the faculty of engineering 



 

Cases II - The Second Exam Dilemma 

Faculty Decision
The student requested the faculty to restore her final grade to the first correct grade (90). Both the law school 

administration and the academic secretary of the university decided that it cannot be done because of the 

express provision according to which the last grade shall prevail. 

Regulations

Under Israeli law, every student has a right to be examined in each course twice. Students who past their first 

examination and wish to improve their final grade in a course, can do so by waiving the first grade. The last 

grade will prevail, even if the student failed the second exam. 

Case Background
a law student received an 84 on an exam. She decided to take the second exam in order to improve her grade. 

Her grade on second exam according was 81, and therefore this is her final grade in that course. She asked 

the faculty for a copy of her examination and the first examination was sent to her by mistake. When she 

opened the copy she was shocked to find out that her grade in the first exam was 90 and not 84

My Decision
I wrote that in this case the complainant had waived the grade of 84 but had never waived the correct grade of 

90, which she only found out about in retrospect following the second exam. I determined that her final grade 

should be 90 and emphasized that the student should not be a victim of the administrative mistake.

Cases III - Failure in a second exam under unusual circumstances

01 Case Background

a student suffering from cerebral palsy, requires an assistant to write exams. The student

participated in an exam in statistics and received a grade of 61. She decided to take the

second examination. Unfortunately, her assistant did not arrive to the test. His replacement

didn't possess the basic tools required to assist her adequately. The complainant failed the

second exam and got a grade of 40.

02 Faculty Decision
The student requested that the first grade (61) will be her final grade in this course but the

University's administration declined, hence, she asked for my assistance.

03 My Decision

After reviewing the facts, I've reached a conclusion that it was a mistake to examine her 

second exam since it was in affect null due to the unique circumstances. Under such 

circumstances, the provision according to which the last grade prevails, is inapplicable, 

since the second exam wasn't performed in accordance with her right to proper assistance, 

and therefore, the only grade that should count is the grade of the first exam (61). 

04 Further Thoughts

According to the doctrine of waiver, the complainant did not forgo the first grade without

any conditions. She was ready to waive this grade for the chance to participate in the

second examination in a certain date and under certain conditions including the assistance

of a qualified assistant. Since these conditions were not met, the waiver cease to be valid.

Cases IV - The saga of the visiting professor

01 In recent years, the Law Faculty invites well-known professors, mainly from the U.S, to grant students with exclusive international courses 

concentrated over a 3 weeks span. The idea is to expose law students, especially the best ones, to legal courses conducted in English by some 

of the leading jurists.

General Background

02
The complainants are two law school students. They were registered to such international course in comparative constitutional property law. After 

the first lecture, they approached the American professor and asked for his permission to let them study in this course without attending the lectures. 

He told them that 20% of the final grade is allotted to the actual contribution to the discussions, and they agree to forgo these 20%. Eventually, they 

were examined in this course in a home exam and received a final grade of 58 

Case Background

It is important to encourage students to complain when encountered in some wrong doing, however, they should be extremely careful not to make 

unsound accusations. I suggested to them to withdraw their complaint since their behavior was nothing to be proud of. I also wanted to deter 

students from regarding the ombudsperson as another appellant body, so far as academic decisions are concerned. Students should be 

discouraged from further challenging academic decisions by bringing personal accusations against their teachers.

My Conclusion

04

A student unhappy with the grade can’t really bring an appeal. Usually we speak of “appeal” when being able to refer the matter to a superior 

juristiction. But that's not the matter under discussion. The term “review” better describes the process. The review is made by the same professor 

who graded the examination in the first place. No one else is empowered to make this review.

Further Thoughts

05

The professor wrote many remarks on the complainants’ examinations. They have not disputed these remarks. It seems that the grievance was 

based upon the subjective feeling. This is the basis of the grievance, which actually accuses the professor in vindictive and unprofessional 

behavior. In the respect, the complainants wrote: “It is obvious that the examinations were not evaluated in good faith and that the grades are a 

product of the professor's will to punish the complainants for their absence from class, in an attempt to deter students from similar absence”.

The Complaint

03
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Ombudsman and graduate students :

Geetting out of      
the box
Michel Villiard

Enohe, juin 2018

2

Initial findings

Graduate and post-graduate students request assistance when 
they already completed several semesters

– Direct consequences: student project at risk

– Reasons:

– issues with Research Director: research subject, mentoring style, financing…

– difficulties meeting requirements: modification research subject to a research proposal….   

– Lack of understanding of what is at stake; do not know who can help 
them



 

3

Support solutions

Continue to offer them assistance in 
a very difficult situation

Give them the tools to help them 
prevent and manage the difficulties 

inherent in their study project
OR

4

Shift from curing 
to preventing

5

Choose the best strategy     

Analyse risk

Leaving our usual environment can be destabilizing – as much for 
the organization as for us

Questions:

– What legitimacy and credibility do I have within the organization, given in 
my mandate, the organization expectations, and the history of the 
Ombudsman’s office ?

– What legitimacy and credibility do I have with those are already involved 
with the students( academic direction, department directors, 
coordinators…)?



 

6

How to enhance our credibility

Show those involved the 
mutual advantages of 
taking a preventive 
approach

Select and make 
intervention that are 
beneficial to both 
students and academic 
staff

Publicize success within 
the organization and with 
those involved

1 2 3

7

Intervention strategy

8

Strategy

Prerequisite

– Meet the students in their academic environment

Objective

– Make them aware of the issues and challenge 
inherent in the doctoral reality at the start of their 
study

– Identify the resources likely to given them the 
support needed when they encounter difficulties



 

9

Action plan

– Validate interest and feasibility with academic 
staff responsible for workshops for doctoral 
students

– Work together to adapt the initial tool to the 
context of the workshop-format and content

– Test the tool in a pilot project

– Make corrections following the pilot project

10

Intervention 
model

Present an organizational chart showing the 
various people who are part of the doctoral 
student’s environment, including their role and 
responsibilities: 

Who can help and how?

Use case studies to illustrate the issues and 
identify potential solutions:

What is the nature of the problem, how did it 
develop and what are the potential solutions 
based on student’s expectations?

11

Understand the organizational 
environment



 

12

Student

Student 
expectations
– Personal: Why did I want to pursue a 

doctorate?

– Support: What do I expect from my 
Research Director in terms of 
academic and financial support?

– …

Ombudsman

Professor
(Research Director)

Research
subject

Pedagogical rules

and coaching

Department

Higher Education

Director

Research Bureau & Technology

Development Center(BRCDT)

Student

Association

AÉCSP

Student

services

13

Professor 
(Research Director) 
Responsibilities

– Teach

– Engage in research activities:

• Coach students

• Manage all research activities, 
including lab operations

– Have a wide exposure in the 
community ( ex. articles) 

Professor
(Research Director)

Research subject

Student

Ombudsman

Pedagogical rules

and coaching

Department

Higher Education

Director

Research Bureau & Technology

Development Center (BRCDT)

Student

Association

AÉCSP

Student

services

14

Research subject
Main objective of relationship 
between student and Research 
Director

– Concept of common interests

– Choice of research subject

– Evolution of a research subject into 
a research proposal

– Was there some kind of agreement, 
formal or informal, between you and 
your Research Director? 

– How do you ensure the agreement 
on your research project is 
maintained?

Issues

– Transforming a research subject in a 
research proposal

– Maintaining communication with 
Research Director during the 
evolution of the project  

Professor
(Research Director

Student

Ombudsman
Research
subject

Pedagogical rules

and coaching

Department

Higher Education

Director

Research Bureau & Technology

Development Center(BRCDT)

Student

services

Student

Association

AÉCSP



 

15

Ombudsman
Mandate

– Advise and guide in identifying their 
problems and in seeking solutions 
with the aim of finding equity

Principles

– Confidentiality, independence, 
impartiality and neutrality

Means

– Inform students about the 
mechanisms that can help them 
resolve a dispute

– Deal informally with the parties 
implicated in an issue 

– Act as a facilitator and mediator in 
the resolution of a dispute

– Investigate and make 
recommendations in cases when a 
decision is contested

Professor
(Research Director)

Research
subject

Student

Ombudsman

Pedagogical rules

and coaching

Department

Higher Education

Director

Research Bureau & Technology

Development Center(BRCDT)

Student

Association

AÉCSP

Student

services
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Pedagogical rules 
and coaching
Objective

– Determine the terms, conditions 
and criteria fro obtaining a diploma 
under the program (e.g. lenght of 
time)

– Establish responsibilities of the 
student, the Research Director, the 
Department and the institution

Main issue

– Students are responsible for 
managing their own doctoral 
program; they therefore have to take 
the steps required to get the 
coaching they need

Ombudsman

Professor
(Research Director)

Research
subject

Student

Pedagogical rule and coaching

Department

Higher education

Director

Research Bureau & Technology

Development Center(BRCDT)

Student

services

Student

Association

AÉCSP
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Pedagogical rues 
and coaching
Good coaching practices

– Discuss respective expectations at 
the start

– Establish an agreement, if needed

– Create a feeling of belonging (group 
research activities, participation in 
conferences…)

– Prepare a research log

– Request a regular evaluation

– Plan activities with Research 
Director in preparation of defending 
thesis

Ombudsman

Professor
( Research Director)

Research
subject

Student

Pedagogical rules

and coaching

Department

Higher

Education

Director

Research Bureau & Technology

Development Center (BRCDT)

Student

setvices

Student

Association

AÉCSP
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Department
Principal parties
– Director: 

Play a leadership role with members 
of the teaching faculty in developing 
the department’s academic 
activities and the coaching provide 
to students 

– Graduate studies coordinator

Play the role of coach and facilitator 
with student and professors 
managing disputes likely to impede 
completion of a doctoral program

Question the Research Director, if 
appropriate

Professor
(Research Director)

Research
subject

Student

Ombudsman

Pedagogical rules

and coaching

Department

Higher

Education

Director

Research Bureau & Technology

Development Center(BRCDT) 

Student

Association

AÉCSP

Student

services 
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Higher Education 
Director 
Role

– Ensure that the coaching given by 
academic staff complies with 
policies in effect.

– Analyse and handle request from 
students experiencing irregular 
situations.

– Guide and advice the administration 
in adopting policies and rules 
related to higher education. 

- Support the department in 
developing and evaluating higher 
education programs.

Professor
(Research Director)

Research
subject

Student

Ombudsman

Pedagogical rules

and coaching

Department

Higher

Education

Director

Student

Association

AÉCSP

Student

services

Research Bureau & Technology

Development Center(BRCDT)
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BRCDT
Mandates
– Advise and coach researcher in 

preparation and administration of their 
research grants

– Support researchers ( professors and 
students) in the transfer and promotion 
of their research  

Responsibilities

– Offer advisory services ( e.g. legal 
aspects)

– Submit proposals and negotiate 
contracts

– Promote innovations with Univalor

– Intervene to manage disputes 
concerning intellectual property

Professor
(Research Director)

Research
subject

Student

Ombudsman

Pedagogical rules

and coaching

Department

Higher

Education

Director

Research Bureau &Technology

Development Center(BRCDT)

Student

Association

AÉCSP

Student

services



 

21

Student 
Association
Mandate: To inform and 
represent

– Inform students about their rights

– Offer support and coaching during 
hearings before tribunals (ex. Fraud 
and Plagiarism Committee)

– Represent students before some 
bodies(ex. Studies Commission, 
Academic Council..)

Professor
(Research Director)

Research
subject

Student

Ombudsman

Pedagogical rules

& coaching

Department

Higher education

Director

Research Bureau & technology

Development Center(BRCDT)

Student

Association

AÉCSP

Student

services  
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Support services to 
students
– Counselling, orientation, support 

during internership abroad, 
reasonable accommodation, 
assistance to foreign students…

Professor
(Research Director)

Research
subject

Student

Ombudsman

Pedagogical rules

& coaching

Department

Higher

Education

Director

Research Bureau & Technology

Development Center(BRCDT)

Students

services

Student

Association

AÉCSP
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Approach to problem resolution 

Prepare a report outlining the 
main steps in your research 
project, the difficulties 
encountered, and the steps to 
try to resolve them

Discuss possible courses of 
action based on your 
expectations with people you 
trust ( eg. delay to complete 
your doctorate) and the 
potential impacts 

Identify those best positioned 
to help you carry out the action 
envisaged 

Draw up action plan and take 
action 

Revise your action plan, as 
needed based on the results 
and your expectations

Challenge: Agree to confront your view of the problem with people in 
authority



 

  



 



 



 



 



 



 



 



 

  



 

 



 



 



 



 



 



 



 



 



 

  



 



 



 



 



 

  



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 

 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 



 

 



 



 



 

http://jardin-sciences.unistra.fr/
http://umac.icom.museum/


 



 



 



 

http://student-ambassador.ku.dk/
http://studenterambassadoer.ku.dk/pdf/Rules_of_procedure_student_ambassador_Nov_2017.pdf
http://studenterambassadoer.ku.dk/pdf/Rules_of_procedure_student_ambassador_Nov_2017.pdf


 

http://www.gradcrc.utoronto.ca/
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SAVE THE DATE 

 
26th to 28th June 2019 

15th ENOHE Annual Conference 
León, Spain 


