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All Visitors 
The 211 visitors who contacted the Ombuds Office between 
July 2019 and June 2020 represent an 18.5% increase from 
the previous reporting year, and the second consecutive 
year the Office saw an increase in visitors. 

(2017-18) 
172 

3 .5%

(2018-19) 
178 

18.5% 

(2019-20) 
211 

The most likely reason for a rise in visitors is an increased 
awareness of the Office, possibly due to outreach efforts 
and word-of-mouth recommendations. Another is the 
impact of the public health and sociopolitical events that 
occurred at the latter end of the reporting year. Despite an 
initial lull in visitor contacts following the move to remote 
instruction in mid-March, the Office saw an uptick in visitors 
in May and June. A significant number of these visitors 
expressed concerns related to department/org climate, 
academic progress, and grades. 

An increase in concerns related to academic progress and 
grades at the tail end of an academic semester is not 
uncommon, so the ramifications of the aforementioned 
public health and sociopolitical events that defined the end 
of the 2019-20 reporting year may have yet to be fully 
realized. The Office is continuing to monitor the impact of 
these events on its visitors during the 2020-21 reporting 
year. 

2019-20 VISITORS 2018-19 VISITORS 

July 
4% 

7%  

August 
7% 

6 % 

September 

11% 

3% 

October 

7% 

1 5 % 

November 
12% 

5% 

December 
8% 

8% 

January 

8% 

6% 

February 

11% 

7 % 

March 
8% 

11% 

April 
3% 

9% 

May 
10% 

15% 

June 
11% 

8% 

In addition to students and postdoctoral appointees, the 
Ombuds Office served faculty, staff, and members of the broader 
university community regarding student and postdoc-related 
concerns. Of its visitors, roughly 75% were students, 9% were 
faculty/staff, and the remaining 16% included alumni, concurrent 
enrollment/extension students, parents, and postdocs. 

All Visitors Served 
Postdoctoral 
2 .8% 
Faculty/Staff 
9.0% 

Other 
13.3% 

Graduate 
28.4% 

Undergraduate 
46.4% 

Services 
The bulk of services provided by the Office consisted of 
clarifying campus policies and procedures, and coaching 
visitors in conflict resolution techniques and the language of 
non-defensive communication. All visitors were ultimately 
empowered to decide for themselves how to address their 
concerns and were encouraged to work toward resolutions 
that met their needs.. 

The Ombuds Office is geared toward fostering fair and 
impartial outcomes that reflect student success, make minimal 
use of administrative resources, reduce campus liability and 
exposure, and support an environment that furthers the 
university's mission, vision, and core values. 

Beyond appointments with individual visitors, the Office 
performed 18 combined outreach events and trainings for over 
400 individual undergraduate and graduate students, 
postdoctoral appointees, faculty, and staff. 

Finally, it is important to note that since the Ombuds Office is, 
among other things, an informal resource, it therefore cannot 
and will not compel any party to use its services. Visitors should 
solicit its services voluntarily.

The most likely reason for a rise in visitors is an increased
awareness of the Office, possibly due to outreach efforts
and word-of-mouth recommendations. Another is the
impact of the public health and sociopolitical events that
occurred at the latter end of the reporting year. Despite an
initial lull in visitor contacts following the move to remote
instruction in mid-March, the Office saw an uptick in visitors
in May and June. A significant number of these visitors
expressed concerns related to department/org climate,
academic progress, and grades.

An increase in concerns related to academic progress and
grades at the tail end of an academic semester is not
uncommon, so the ramifications of the aforementioned
public health and sociopolitical events that defined the end
of the 2019-20 reporting year may have yet to be fully
realized. The Office is continuing to monitor the impact of
these events on its visitors during the 2020-21 reporting
year.

The bulk of services provided by the Office consisted of
clarifying campus policies and procedures, and coaching
visitors in conflict resolution techniques and the language of
non-defensive communication. All visitors were ultimately
empowered to decide for themselves how to address their
concerns and were encouraged to work toward resolutions
that met their needs..

The Ombuds Office is geared toward fostering fair and
impartial outcomes that reflect student success, make minimal
use of administrative resources, reduce campus liability and
exposure, and support an environment that furthers the
university’s mission, vision, and core values.

Beyond appointments with individual visitors, the Office
performed 18 combined outreach events and trainings for over
400 individual undergraduate and graduate students,
postdoctoral appointees, faculty, and staff.

Finally, it is important to note that since the Ombuds Office is,
among other things, an informal resource, it therefore cannot
and will not compel any party to use its services. Visitors should
solicit its services voluntarily.

2
Ombuds Office for Students & Postdoctoral Appointees
2019-20 Annual Report

All Visitors

3.5% 18.5%

(2017-18)
(2018-19)

(2019-20)

The 211 visitors who contacted the Ombuds Office between
July 2019 and June 2020 represent an 18.5% increase from
the previous reporting year, and the second consecutive
year the Office saw an increase in visitors.

All Visitors Served

In addition to students and postdoctoral appointees, the
Ombuds Office served faculty, staff, and members of the broader
university community regarding student and postdoc-related
concerns. Of its visitors, roughly 75% were students, 9% were
faculty/staff, and the remaining 16% included alumni, concurrent
enrollment/extension students, parents, and postdocs.

Services



Student Visitors 
Undergraduate and graduate students comprised nearly 
75% of the Ombuds Office's total number of visitors· This 
number is historically on par with the Office's ten year 
average of nearly 77% of its visitors being students· 

All visitors were given the option to voluntarily disclose their 
demographic information and were informed their 
responses would not be connected to their individual cases· 
Demographic data is only requested of student and 
postdoc visitors, and not of secondary parties wishing to 
consult on student and/or postdoc-related matters· 

Campus-Wide numbers were taken from Fall 2019 reports 
published by the Graduate Division and the Office of 
Planning and Analysis· 

Student Visitors Served 

Graduate 
38·0% 

Undergraduate 
62·0% 

Student Visitors by Gender 
Female Male N/A Non-Binary 

Undergraduate 58% 40% 2% 

Graduate 50% 42% 6% 2 % 

Student Visitors by Race 
Undergraduate Students Graduate Students 

18-19 19-20 Campus-Wide 18-19 19-20 Campus-Wide 
Asian/Asian American 26% 27% 40% 15% 20% 18% 
Black/African American 8% 11% 3% 4% 7% 4% 
Chicanx/Latinx 12% 16% 16% 4% 13% 8% 
Native American/Alaska Native 0% 2% <1% 0% 0% 1% 
Pacific Islander 0% 3% <1% 0% 0% <1% 
South Asian/Southwest Asian/North African N/A 22% N/A N/A 5% N/A 
White/Caucasian 21% 35% 24% 49% 57% 33% 
Other 12% 10% 12% 6% 3% N/A 
Declined to State/Unknown 30% 4% 4% 30% 15% 36% 
*26% of undergraduate student visitors identified more than one race/ethnicity/national origin 
*9% of graduate student visitors identified more than one race/ethnicity/national origin 
* Campus numbers are based on Fall 2019 reports published by the Grad Division and OPA 

Notably, the Ombuds Office had an improved response rate of 
the racial demographic information of its student visitors, both 
in raw response numbers and specificity· The Office posits two 
reasons to explain this development· 

First, regarding the increased number of responses, visitors with 
phone appointments were more consistently asked for their 
racial identities· In previous years, it was standard procedure 
that only visitors with in-person appointments were asked for 
this information· This practice, instituted at the beginning of the 
reporting year, was especially vital to Office data collection 
efforts when in-person appointments were no longer possible 
after the institution moved to remote instruction in mid-March· 

Second, this was the first year that the Ombuds Office offered 
visitors the option to identify as South Asian/Southwest 
Asian/North African· This racial category was introduced in 
response to a significant and steady number of visitors in 
previous years listing racial subgroups within this larger racial 
category· The Office believes its inclusion: (1 ) had a noticeable 
impact on the decrease in the number of Decline to 
State/Unknown and Other responses; and (2) has counteracted 
the historical disparity in Asian/Asian American visitors with the 
broader campus numbers in its prior annual reports· 

O th e r D e m o g ra p h ic s         

U n d e rg ra d u a te  S t u d e n ts        G ra d u a te  S tu d e n ts 

2 0 1 8 -19 2019 -20 2 0 1 8 -19 20 19 -20 

D isability 2 9 % 2 2 % 2 2 % 1 5 % 

First G eneration 1 2 % 2 4 % 2 0 % 1 0 % 

International 1 8 % 1 4 % 9 % 1 2 % 

N on-Californ ia  R e sid e n t 4 2 % 1 9 % 5 3 % 1 0 % 

Tran sfe r 2 2 % 3 1 % 0 % 0 %

Notably, the Ombuds Office had an improved response rate of
the racial demographic information of its student visitors, both
in raw response numbers and specificity. The Office posits two
reasons to explain this development.

First, regarding the increased number of responses, visitors with
phone appointments were more consistently asked for their
racial identities. In previous years, it was standard procedure
that only visitors with in-person appointments were asked for
this information. This practice, instituted at the beginning of the
reporting year, was especially vital to Office data collection
efforts when in-person appointments were no longer possible
after the institution moved to remote instruction in mid-March.

Second, this was the first year that the Ombuds Office offered
visitors the option to identify as South Asian/Southwest
Asian/North African. This racial category was introduced in
response to a significant and steady number of visitors in
previous years listing racial subgroups within this larger racial
category. The Office believes its inclusion: (1) had a noticeable
impact on the decrease in the number of Decline to
State/Unknown and Other responses; and (2) has counteracted
the historical disparity in Asian/Asian American visitors with the
broader campus numbers in its prior annual reports. 

Undergraduate and graduate students comprised nearly
75% of the Ombuds Office's total number of visitors. This
number is historically on par with the Office's ten year
average of nearly 77% of its visitors being students.

All visitors were given the option to voluntarily disclose their
demographic information and were informed their
responses would not be connected to their individual cases.
Demographic data is only requested of student and
postdoc visitors, and not of secondary parties wishing to
consult on student and/or postdoc-related matters. 

Campus-Wide numbers were taken from Fall 2019 reports
published by the Graduate Division and the Office of
Planning and Analysis.
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Student Visitors

Student Visitors by Gender

Student Visitors by Race

Student Visitors Served 



Undergraduate Student Visitors 
Since its first annual report in 2008-09, the most common 
type of Office visitors have been undergraduate students· In 
this reporting year they represented nearly 47% of all 
visitors and 62% of all student visitors· This pattern is a 
reflection of the broader campus numbers as 
undergraduate students outnumbered graduate students 
by nearly three-to-one in 2019-20, and have historically 
done so by more than a two-to-one ratio· 

Undergraduate Student Visitors Served 

First Year 
10·3% 

Sophomore 
16·5% 

Junior 
21 .6% 

Senior 
51·5% 

Seniors, for the ninth time in the last ten years, were the 
most frequent type of undergraduate student visitor· The 
Ombuds Office believes this regularity exists for two primary 
reasons: (1 ) this population is more likely to be aware of and 
willing to use campus resources, including this Office, on 
account of their familiarity with and tenure at the university; 
and (2) with the aim of submitting competitive applications 
to graduate schools, they are more likely to be concerned 
with grades and campus appeal procedures - historically 
two of the most common concerns of undergraduate 
students· 

The leading concern brought by undergraduate student 
visitors for the fourth consecutive year was grades· Because 
visitors may cite more than one issue in an individual case, it 
was common for cases involving grades to include other 
areas of concern, including: communication with an 
instructor, perceptions of mistreatment, and a lack of 
understanding or clarity of the formal grade appeal process· 

Top 5 Undergraduate Student Concerns 

Grades 60% 
47% 

Communication 
42% 

36% 

Appeal 39% 
18% 

Treatment/Civility 26% 
20% 

Policy/Procedure 
Not Clear 

20% 
3% 

2019-20 

2018-19 

It follows that if some of the most frequent concerns of 
undergraduate students are grades and campus appeal 
procedures, then faculty should often be given as a 
secondary party· This logic held true as undergraduate 
students listed a faculty member as the other party involved 
in their cases 50% of the time· This marked the tenth time in 
the last twelve years that faculty were the most common 
secondary party in undergraduate cases· 

Undergraduate Student Parties Involved 

2018-19 2019-20 
Faculty 45% 50% 
Department 15% 17% 
Student 15% 16% 
Policy 12% 8% 
Graduate Student Instructor 3% 6% 
Staff 9% 2% 
Parents 0% 1% 
*1% of undergraduate visitors identified more than one party 

Ca 
41%
ses Required 
Follow-up 

7%
Cases with Facilitated 

Resolution

Seniors, for the ninth time in the last ten years, were the
most frequent type of undergraduate student visitor. The
Ombuds Office believes this regularity exists for two primary
reasons: (1) this population is more likely to be aware of and
willing to use campus resources, including this Office, on
account of their familiarity with and tenure at the university;
and (2) with the aim of submitting competitive applications
to graduate schools, they are more likely to be concerned
with grades and campus appeal procedures - historically
two of the most common concerns of undergraduate
students.

The leading concern brought by undergraduate student
visitors for the fourth consecutive year was grades. Because
visitors may cite more than one issue in an individual case, it
was common for cases involving grades to include other
areas of concern, including: communication with an
instructor, perceptions of mistreatment, and a lack of
understanding or clarity of the formal grade appeal process.

It follows that if some of the most frequent concerns of
undergraduate students are grades and campus appeal
procedures, then faculty should often be given as a
secondary party. This logic held true as undergraduate
students listed a faculty member as the other party involved
in their cases 50% of the time. This marked the tenth time in
the last twelve years that faculty were the most common
secondary party in undergraduate cases.
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Undergraduate Student Visitors

Undergraduate Student Visitors Served 

Top 5 Undergraduate Student Concerns 

Undergraduate Student Parties Involved 

41%
Cases Required

Follow-up

7%
Cases with Facilitated

Resolution

Since its first annual report in 2008-09, the most common
type of Office visitors have been undergraduate students. In
this reporting year they represented nearly 47% of all
visitors and 62% of all student visitors. This pattern is a
reflection of the broader campus numbers as
undergraduate students outnumbered graduate students
by nearly three-to-one in 2019-20, and have historically
done so by more than a two-to-one ratio.




