Records and Documentation: Databases

Knowledge Management: Common and Critical resources

__________________________________________

Survey questions and answers for the 4th Conference of Ombuds and Deans of Students in Higher Education Australasia.

Introduction

In order for us to understand how universities keep Records and Documentation (Databases) as well as to see how they handle Knowledge Management (common and critical resources) a survey was complied and sent to all participants in the conference and OMDOSHEAA members. The intent is to share the resulting information to improve university efficiencies, as well as to examine what common ground and applications we all have. 

Context

Briefly outline your role/s so we can contextualise the information provided 

The role of Deans and Ombuds encompasses, for some, a variety of activities and responsibilities. For example: 

· Assisting students with problems before they become formal complaints.

· Being part of the academic board, the education committee, and student services.

· Managing a Complaints Office, as well as academic and post graduate services; encompassing administration, funding, reporting, ethics and scholarships.

· Handling complaints, grievances, appeals by any member of the university; students or staff. 

· Accepting the role of a policy advisor on academic matters and administrative affairs.

· Being an administration manager for student ombuds.

Survey responses: critical and common resources

1. What critical and common resources do you use in your work? Including websites, information databases, email lists, journals, pamphlets, audio-visuals 

ANZSSA
The Australian and New Zealand Students Services Association.
http://www.anzssa.org/ 
UNILEARN
This is the learning and development division of UNIFY UK, an on-line learning facility.
http://www.unifi.org.uk/print/unilearn 
EDEQUITY
The Educational Equity Discussion List (EDEQUITY) is an international ongoing electronic discussion about all aspects of educational equity in a multicultural context. 
http://www.edc.org/WomensEquity/edequity/ 
GOOGLE 
Is a very popular search engine commonly used by respondents
http://www.google.com.au/ 
Some universities make the most of state and federal web sites, for example DEST http://www.dest.gov.au/highered/index1.htm 
HREOC ELECTRONIC MAILING LIST SERVICE 
Human Rights and Equal Opportunity Commission 
http://www.hreoc.gov.au/links/index.html 
Almost every university has their own website, in house data bases and email lists, as well as using more common resources such as; Word, a word processing programme; Power point, more often relied upon to deliver visual information at functions, seminars or lectures, and Excel spreadsheets to mention just three applications.

Journals, internal intranet; notice board posters, articles in internal magazines; group presentations, and audio visual means were also mentioned, though not necessarily specified, by many respondents.
2.  Can you please provide a list of your commonly accesses websites?

http://www.ucoa.org/ 
The University and College Ombuds Association (UCOA) is an international organization of persons who perform the ombuds function in universities and colleges and of individuals affiliated with institutes of higher learning who are interested in ombuds practice. 

 http://www.austlii.edu.au 
The Australasian Legal Information Institute (AustLII) provides free internet access to Australian legal materials. 
http://www.ombuds-toa.org/ 
The association supports and advances the practice of organizational ombudspeople worldwide in corporations, universities, non-profit organizations, government entities and non-governmental organizations.
http://www.avcc.edu.au/
Australian Vice-Chancellors Committee website
http://www.adcet.edu.au/
The Australian Disability Clearing House on Education and Training (ADCET) provides up to date and comprehensive information about inclusive teaching, learning and assessment strategies, accommodations and support services for people with disabilities in post secondary education and training. 

http://www.humanrights.gov.au/
Human Rights and Equity Opportunity Commission website
http://www.eophea.anu.edu.au/
3.  How much contact do you have with the university staff, for example, counselling? 

Responses to this question were many and varied, from a simple as needs basis to informal contacts, annual meetings, monthly meetings, presentations at training sessions, staff training days, regular meetings, and constant contact. There was also, Exams and Timetabling, Equity, Deans of Faculties, Program Convenors.

It is worth consideration that contact is of great importance, and as one respondent succinctly noted; ‘I see no point in working in a vacuum; all student services work for the [university] and our common goal is to enhance the student experience at [the university].’

Questions raised in critical and common resources survey

1. Do universities use O week as a chance to introduce relevant staff to the incoming students, ie deans and ombuds?

2. What administrative information intranet sites do universities have, and do students actually ever use them?

3. Do all universities use notice boards and posters for positive reinforcement of information etc?

Survey responses: records and documentation

1. What databases do you employ or prefer?

Preferred databases vary from university to university, but some databases are more commonly used than others. In cases such as Access, it is for some the primary database for all or the majority of applications, whereas others use combinations of applications for different reasons. 

· For keeping documents Access, Word; Excel are popular, although some respondents said they do not use databases for keeping documents.

· When it comes to keeping track of complaints/grievances; Access; Lotus Notes; Filemaker Pro; Word and Excel seem favoured.

· In keeping track of problems respondents prefer; Access; Lotus Notes; Word, and Excel. 

· Record keeping is on an equal par; access; Lotus Notes; Filemaker Pro, Word, and Excel.

· Accessibility to information appears to be on a restrictive basis only, encompassing; Excel, Access; Lotus Notes; while other respondents state that no other accessibility is permitted.

· Regarding concerns about security and privacy protection; Excel, Access; Lotus Notes seem to fulfil respondents needs.

· In terms of keeping track of curriculum, academic, program or transfer areas respondents preferred Calista, Excel, or Access, however, many do not use data bases for this purpose.

2. How long do you retain/store collected information?

The question of retaining and storing information drew interesting answers from quite opposite ends of the spectrum. From; data being retained only until the problem is solved, to keeping data for 5 years, 7 years, 10 years, or in some cases, in perpetuity.

3. Do you follow Australian complaints standards regarding complaints, or more specifically those of your particular university?

With respect to complaints standards, only one participant follows the Australian complaints standards, whereas the majority appear to follow their particular university policies. ‘What are the Australian Standards?’ was one question asked in response, while another respondent stated a preference for creating policies based upon other benchmark models.

Note: Australian Standard on Complaints handling AS 4269-1995 can be purchased from: http://www.standards.com.au/catalogue/script/Details.asp?DocN=stds000012657  

You can also view document from the Western Australian Government that utilises the Standards from: http://www.dpc.wa.gov.au/psmd/pubs/psrd/complaintguide.pdf
4. Complaints in respect to discrimination/conduct for either staff or students: 

The majority indicated no, to recording certain details initially, however,

· In some cases respondent’s details are recorded but only after the accusation is ‘substantiated’, although it was not clear as to whether this was to avoid litigation, to protect the university, or the respondent. 

· With consideration of confidentiality of the respondent being protected; the majority said yes, while the remainder defer to their equity and diversity units.

· It should be noted that not all deans of students/ ombuds have the role of discriminatory complaints management, but are the final person referred to should complaints not be resolvable through normal channels, ie, equity and diversity units.

5. Regarding records dealing with complaints, are they compared or scrutinised to see if any obvious problematic trends are apparent, either regarding staff or students? Why? Why Not?
A. Are records dealing with complaints compared or scrutinised to see if there are any obvious problematic trends, either regarding staff or students?  For most universities this seemed to be a must, although at least one did clearly assert that no records were kept to compare. 

B. The reasons for comparison or scrutinisation were straight forward enough, to facilitate change and to examine trends or problem areas. 

Or, as one respondent explained: “part of the role of the student ombudsman is to encourage and facilitate improvements in the university’s administrative and academic quality and so records are scrutinised to determine if particular areas have common problems, or if there are generic issues that trouble the students”

6. With the information you collate and store…

With the information respondents collate and store; 

· At least half use that information else where, although it must be noted, with restrictions on how and with whom.

· The majority use it in part or whole for examination, or reporting, and likewise this would also include internal structures and reporting, as well as for analysing trends.

· On the question of whether respondents use the information to enable them to be proactive in their work the responses were less than certain, with only a few respondents stating they use data in this way. 

· It appears obvious that hard copies as well as computer storage is almost unanimously positive, and the protection of hard copies was stressed by many as being a serious priority.

· On this issue of whether others analyse the data, investigate, question or follow up with further action, the majority of respondents indicated ‘no’.

7. How do you analyse the data collected? What ‘type’ of data are you collecting and why for example: 

Analysis and collection of data seems to be a problematic area: 

· For only a third of respondents indicated Date of complaint/grievance,

· The majority do not include the sex or gender of the complainant.

· The Program/Course was minimally noted,

· The nature of the complaint/grievance was minimally noted.
Questions raised in records and documentation survey

1. Are university policies examined annually regarding possible updates, amendments etc?

2. Complaints. (Discrimination etc.) Is it possible that many complaints never get reported for various reasons, ie, complainant fear of reprisal, or fear of negativity from others, ie peers or relevant staff? 

3. Some organisations have created a report sheet for such events where complainants would prefer not to be identified, while the report is acknowledged no action is pursued, but most importantly the data is stored and available for analysis should other events or complaints or problems match. Is this sort of solution a possible consideration for some areas of sensitive complaint at university level?

4. Can one enquire what the response time is regarding action taking place on a complaint, and the resolution time? Is there an average, or an average expectation of time on any particular complaint from the hierarchy? Additionally, could it be asked if a complaint has a ‘life span’? After which it is no longer actively pursued, resolved or otherwise. 

5. Re-survey question 5. A. Does anyone follow up long term (3-6-9-12 months) after an issue, problem or complaint has been discovered/made and successfully dealt with? Is such a follow up made of both respondent and complainant? The next part of this question is inevitable; does anyone keep statistics of resolved complaints as against those unresolved?
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