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Abstract
This qualitative inquiry contributes to axciting development in the postsecondary education
sector for the South Vancouver Island region of British ColuntbgsadaAs the West Shore
grows Royal Roads University (RRWxpands itaindergraduate programming to respond to the
increasing need fgrostsecondary education. Common Foundations, a chalbasgelearning
program, offers a unique educational opportunity due to its interdisciplinary and transdisciplinary
approach to addressing rembrld global challenges. This thesis supports RRU Sttidel
Academic Servicesadivisionthatprovides a range of student support servares desirean
innovative service design to support changing student demographics. Thisreséarch
initiative used an appreciative inquiry methodology for two sta§@squiry to learn about the
aspirations for services. This study revealed several recommendations, including an integrated
first-year experiencEamework for collaboratie planningIndigenousstudent supports,
inclusivediversity practices anckveale@ the strategic emphasis required to support an

empowered firsyear student experience.
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Chapter One: Focus and Framing

This research contributes to an exciting development in the postsecondary education
sector for the South Vancouver Island region of British Columbia. The inquiry outcomes will
support Royal Roads University (RRU) in designing an innovative and stoelered service
model to complement thehallengebased learningndergraduate programhe challengédased
| earning program uses a ndflexible approach
multidisciplinary actors, technology enhanced learning, rstaiteholder collaboration and an
authentic, reavo r | d (Gatlaghers&fSavage, 2020. 1).Should institutional, community,
and Ministry of Advanced Education, Skills, and Training (MAEST) approvals occur, the future

West Shore university campus willfef the new program. The program responds to changing

[t

expectations, demographics, increased student

of foundational knowledge in traditional disciplines using nontraditional pedagogies aligned with

BC6swKne2 curriculumo (RRU, 2019, p. 23).

More specifically, this research engaged RRU stakeholders to learn about their

experiences, hopes, and ideas for creating an equally innovative Student and Academic Services

design for this unique program offering, it will eventually be offered at the new RRU West
Shore campus. | usedoarticipatory actiorroriented approach to identify recommendations and
plan action to implement positive change, while helping RRU meet its need to &igegst
and Academic Seree leader®n the topic of innovation in service delivery for this new program
and potential new campus location in Victoria, British Columbia (BC).

The ultimategoalis that this research uncovers how this challdmggedearning
program at the propos&tlest Shore university campus might lead to a different orientation for

Student and Academic Services (SAS) at RRRU is recognized for its interdisciplinary,
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authentically engaged and commurityented academic programs, and the challdraged
learningpr ogram remains true to RRU@sundyetalndi ng phi
2017) As this research uncovers, the design of the challbaged program expands the reach
of pedagogical impact and RRU wslimultaneouslyexperience a shift in studetdmographics
to welcome undergraduate students in first ye&U will welcome the first cohort to this
challengebasedearning progranm September 2022, before the new campagpproved and
built. The localdemographicaind educational contexhemoral obligationand commitmerst
made by postsecondary institutidnsattend to thealls foraction in the Truth and
ReconciliationCommission of Canada (201fport,andthe participans perspectivesffirmed
an emphasis on Indigenopsrspectivesor this inquiry Further, | was personally influenced by
my interest to learn more about this tapitie disturbingcurrent eventsf the discovey of more
than1,300unmarked graveand Indigenous peopl@sxperiences in Canadian residential
schools(Mosby, 2021 )coalescedvith the timing of this research asdt the contexbo prioritize
Indigenous perspectives throughout this thesis.

The research informs the potential shartd longterm options to support ttetudents in
thenew cohort ad sustain th@rogram and SA&sthe institutiongrows. This staged approach
to institutional change presents an opportunity to reimagine the student service delivery model,
unconstrained by traditional practices, as lbegn interests may counter shtetm habitual,
cultural, or pragmatic approaches. Next, | offer the inquiry questions and subquestions to support
RRU to implement a studecentred service model.
Inquiry Questions and Subquestions

The principal inquiry question s follows How might RRJ Student and Academic

Services design innovative and studeemtred services to complement the compet@&hzen
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and challengdasedearningundergraduate program and prepare for the future West Shore
campus?

The subquestions for this research follow 8th 6 s ( &tAge Sy¥temt thioking
approach to change, which seeks to clarify 0ft
there and bar r ii@8).Fhetsubquestioasrag asdolldwp.p. 7 3

1. What are the stories staff anthers tell about successes and innovations in student
centred services they have experienced at RRU?

2. What is particularly innovative about this challefiggsedearningprogram?

3. What might be the relationship between the competencies of the chébasge
learningprogram and the potential designaofesponsivetudent services approach
for RRU?

4. How might Student and Academic Services best be designed to complement the
challengebasedearningprogram?

5. How might RRU pilot innovative student services sfieally for the challengebased
learningprogram and prepare for the future West Shore campus?

Significance of thelnquiry

It is essential to consider the leterm institutional interests armtoader implications
The project may present ideas of intétesother RRU programs that seek to enhance their
studentcentred practices. Both the MAEST and the Associate Vice President, SAS have

indicated an interest in studecgntred, coseffective, and innovative options to flexibly address
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community needs artolild a foundation for change (RRU, 2019;NRason, personal
communication, July 22, 2026).

The launch of this program is significant for RRU, as it will be the first undergraduate
program that allows firsgear entryfor domestic student®reviously local student®pted to
attend either Camosun College (Interurban Campus and Lansdowne CanthesUniversity
of Victoria, although the geographical distance may have deterred enrolment for those located in
the West Shore region (RRU, 201%his will bring a new student demographic to campus, and
the population in the West Shore region of Vancouver Island is rapidly growing. RRU is located
on the traditional lands of the Xwsepsum (Esquimalt) and Lekwungen (Songhees) ancestors and
families. The traditioa | | ands -keSookehaen dT B (Beedher Bayancestors
and their families are also located on the sautist region of Vancouver Island. RRU deeply
values its connection to the local communities, and the Project Sponsor, Dr. Roberta Mason,
Associate VicePresident, SAS wants to design an innovative studemired approach that
complements this new program and serves the local commuiiitiaggood wag (R. Mason,
personal communication, July 22, 202BRU has traditionally offered gradugtegrams, with
some undergraduate programming offered to international students. Therefore, this research
contributes to the early stages of significant change for the institution. Stefergd service
models are a departure from traditional modelguently found in higher education institutions,

which are increasingly Aundergoing dramatic

c

expectations, |l eadership vision, and fundingo

outcomes of this resedravill be of interest to postsecondary institutions that seek to adjust their

L All personal communications in this report are used with permission.
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service models. This first section provided the inquiry questions and subquestions and
considered the significance of timguiry. Next, | examine the organizational context and
broader systems in which this research was situated.
Introducing the Context

This inquiry provides an opportunity to explore the student services required to
complement the challengmsedearningundergraduatprogram however, the broader context
introduces some interesting considerations. The chaleagedearningprogram model
represerd a new approach not yet offered by public postsecondary institutions in the province.
Leading the way carries both responsibility and opportunity to pursue innovation that is
meaningful and transferrable to other contexts. The Project Sponsor has thdicateerest in
building a foundation for reimagining the student service delivery model for other RRU
programs more broadly (R. Mason, personal communication, July 22, 2020). This interest signals
an opportunity to expand the change effort should thiative be successful. Acknowledging
RRUG6s institutional v LesrnimgnhTeaghind, and 8éseamizdel i ncl ud
aligns the effort in furthering its ambitions.

This research builds on institutional momentum established by the receipt.&f a $
million grantfrom theMAEST, which supported a business case for the proposed West Shore
university campus. While the new campus isrgertermgoal, the institution strategically
designed each goal to be pursued separately and simultaneousktraiegy signals a vital
consideration to deliver multiple practical recommendations, given the potential for context
change.

While not the focus of the study, another important contextual factor is the current state

of the coronavirus disease 2019 (COVI1DB) pandemic. The COVH29 impact on
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postsecondary institutions is top of mifwd higher education administratas enrolment, and
the resulting revenue that supports institutional change efforts is uncertain. Further, personnel are
constrained with in&ased workloads due to the requirement to attend to emerging needs, such
as transitioning services from fateface to online. Respecting these contextual constraints in
the research design is vital to move this change initiative forward.
Overview of theThesis

The goals of this research were to explore how SAS might complement the new
challengebasedearningprogram at RRU. This thesis presents the research plan in three
sections. Chapter 1 detailed the focus and framing for this research, presemtqditie
guestions and subquestions, and considered the organizational context and broader systems in
which this research is situated. Chapter 2 presents the literature review on three topics that
support the research outcomes of this project: the distengtialities of thehallengebased
learning transitionpedagogyand firstyear experience programming, with an emphasis on
exploring Indigenous student suppaatsl contemporary student servic€his comprehensive
literature review follows the emergeopics arising from the analysis of participant data in this
action inquiry. Chapter 3 presents the methodology, data collection methods, participant criteria,
research conduct, data analyslidity, andethical implicationsChapter 4 discusses the uiy
findingsfor both stages of inquinand conclusions as well as the scope and limitations of the
inquiry. In the final chapter, Chapter 5, | put forward the stahclusions and
recommendations, discuss the organizational implications as well asatiguis for future

inquiry, share my reflections upon conclusion of this reseanati provide a thesis summary.
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Chapter Two: Literature Review

Thisinquiry examineghe literature in several topic areas, expands my knowledge in
highereducation, builds on the institutional research completed, and explores several topics
relevant to this inquiryThis sectiorbeginswith anexparsionof the context introduced thus far
andbegirs with an orientation to the local demographic and educdtmrdextfor the South
Vancouver Island region of British Columbia. The local contexdtetstage for the
introduction of the challengleased learning program at RRU. Challethgsed learning
explored next, with an examination of the distinctiveudess, similaritiesand differences to
other similar pedagogies, and the philosophical orientatieaxplored. Understanding the
challengebased learning approach is helpful as it builds a foundation for the consideration of
complementary student suppservices.

These initial sections foreshadow a shift in student demographics at RRU, and thus, first
year experience programming as wellrdigenous student supports are profiled in this
literature reviewAn illustration of the firstyear experience pcesses, principleand practices
which I discusdurtherin Chapter 2is provided inFigurel. As mentioned, the local
demographics, the moral obligation and commitments made by postsecondary institutions to
attend to the calls for action in the Trathd Reconciliatiol©ommission of Canada (2015)
report, and participast@oicesaffirmed an emphasis on Indigenous perspectives for this inquiry.
The student support approaches chosen for this chapter build on padigieaspectives as
well as my inteests in being of service to oth@ansideringhe disturbing current events of
Indigenousp e o pdxper@esces in Canadian residential schamlgch coalesced with the

timing of this research.
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Figure 1

First-YearExperience Processes, Principles, and Practices

FIRST-YEAR EXPERIENCE

Processes, principles and practices

TRANSITION AS
INDUCTION T;&:ig:,?‘::: TRANSITION AS
) i BECOMING
* Preparation  |dentity
» Engagement « Learning « Empowerment
e Engagement
ORIENTATION  Belonging

INDIGENOUS ENGAGEMENT

SUCCESS COACHING
PEER MENTORSHIP ADVISING METHODOLOGIES

DIVERSITY-INCLUSIVE ENGAGEMENT

INDIGENOUS BRIDGING PROGRAMS

(Gale & Parker, 2014)

Note.Image created by Laurie Barnas; influenced by Gale and Parker (2013) and the authors
referenced in Processes 1 to 3 in Chapter 2

This chapter presents the figgtar experiences as multiggeocesses of transitioihe
chapter begiswith an exploration of the purpose and principles as well as an overview of four
variations of transition pedagogy (Birbeck et al., 2021; Crawford et al., 2016; Gale & Parker,
2014, Kift, 2015; Kift et al., 201Xift & Nelson, 2005; Morrison et al., 2013; Nelson et al.,
2012 PennEdwards & Donnison, 2014; Wilso2010. Several transition pedagogy approaches
areintroduced that offer examples of postsecondary student support practices. The next part of
this chaper examinethe processes involved in student transiti®ale and Parker (2014)
introduced these processes, which stah transition as induction, then transition as
development, andnd withtransition as becomingVithin each transitioprocess, principles

and approaches are explorétie student support approackesminedn this transition process
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section include orientation, peer mentorship prograntigenous peer mentorship programs,
diversityinclusive engagement activitidsidigenous bridging programs, academic advising
methodologies, and student success coadinese principles and approactessthe
groundwork for exploring the findings of this inquiry. This literature reviewdufiprmulate the
conclusiongliscussed in Bapter 4and providd SAS with some recommendations to consider
in Chapter 5, so thaheycoulddevelop complementary practices for the RRU challdvaged
learning program.

Local Context

The purpose of this research is to reflect on how the implement#te new
undergraduate program at RRU will attract local students from the West Shore community. This
presents a shift from the current demographic profile of RRU, which at the undergraduate level
has been predominantly international. A previous stuthbéshed the demands for new campus
in the West Shore and population growth, public inteeest the need for local postsecondary
education (RRU, 2019).

Students have different Aneeds, strengths
institutions mst plan to provide supports for all, as well as supports for specific student
populations. Wood and Breyer (2017) stated,

Universities must develop conditions under which students from varying backgrounds

can flourish and succeed. Providing access to ¢dumcalone is not enough.

Furthermore, universities are increasingly under pressure to not only deliver discipline

specific degrees that produce content experts but moreover, universities are expected to
deliver workready graduates for a labour market ikaindergoing disruption in its own

right. (p. 2)

This requires being attentive to changing student demographics, both locally and
globally, to ensure that efforts are proactively supporting students through multiple education

pathways and are supportedtheir engagement and learning (Ciobanu, 2013; Cull et al., 2018;
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Kift, 2015; McKeown et al., 2018; Ogunmokun et al., 2021; Woolley, 2018). Greenfield et al.

(2013) suggested conducting an environmental scan to acquaint with the institutional culture and
guide planning efforts. Korbel et al. (2011) recommended institutions conducistusigifof
communication practices to ensure engagement was accessible and reached a wide audience.
Conducting an environmental s ctsalsoanpataneasal uat i
each institution will have its own culture (Greenfield et al., 2013; Killam & Deygete,

2017).

In the 20192020 academic year, thAEST reported there were 20,300 Indigenous
students attending postsecondary institutions in B@rasenting 8.2% of the provincial student
population. A review of the Ministry of Education Student Success dashboard fe22020
academic year shows that the Indigenous student population for Grade 12 students in School
District 62 is 12.1% (Government British Columbig n.d.). Deer and Falkenberg (2016) stated,

The Aboriginal [Indigenous] population is young, with nearly five out of 10 people under

the age of 24. With the population of First Nations, Inuit ar@isvpeople in Canada

reaching more thah.4 million, and growing, they now represent 4.3% of the Canadian

population (p. 25)

While the high school completion rate gap between Indigenous and BC resident student
populations is narrowing, the calls to action to support Indigenous studentg imahsition to
postsecondary education continue to escalate and postsecondary institutions are seeking
strategies to respond to the Trust and Reconc
McGowan et al., 2020; McKeown et al., 2018e specificcalls to action expressed time
Truth and Reconciliation Commission of Canada (2015) reporte  # 7 which call s
strategy to eliminate edu@2#10 which¢allsd®onad e mpl oy m

collaborative approach to developing Egtion that supports funding that closes the educational

gap;and#11 which calls on a commitment from the f
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funding to end the backlog of First Nations students seekingsppst ondary educati o
The localcontext presents an opportunity for RRU to meaningfully contribute to the West Shore
community by supporting Indigenous students to attain a postsecondary ediMdasgon.
successful firsyear transition programs integrate multiple approaches to serveraalstudent
population (Mayhew et al., 2016). The next section explcnallengebased learning, as it
forms the basis of the new undergraduate program at RRU. In a subsequent section, a closer
review of firstyear experience programming may highligaptations needed to promote
transformational learning and address changing demographic needs.
ChallengeBased Learning

While the challengebased learningrogramwill be a new approach for RRU, the
educational approach has been gaining attention for someNiammls and Cator (2008)
claimed the educational approach was popularized by Apple in their Apple Classrooms of
Tomorrow project and realityV shows such a8The Amazing Race, Top Chef, Trading Spaces,
and ProjectRunway ( p. 1) . H obasedlearning isnotdust b poputpetrend and
has an ability to influence more meaningful and systemic change, and the future depends on it.
Students are concemh&vith the rise in global suffering and desire an education that prepares
them for the challenges that lie ahead (Johnson et al., 2009). Chdlesepelearning offers
opportunities for students to develop real world 21st century skills such -a@breekd curiosity,
selfawarenesgommunicationand collaboration while approaching learning through a creative
mindset using an interdisciplinary and transdisciplinary lens (Gallagher & Savage, 2020;
Johnson et al., 2009; Malmgvist et al., 2015; Nicholsaof, 2008). Malmqvist et al. (2015)
defined challengéased learning as follows:

Challengebased learning is an experience where the learning takes place through the
identification, analysis and design of a solution to a sociotechnical problem. It is typically
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multidisciplinary, takes place in an international context and aims tafsadution,
which is environmentally, socially, and economically sustainable. (p. 1)

A distinctive feature of challenggased learning is thitie community sets the context

for authentic reaWorld learning (Gallagher & Savage, 2020; Nichols & Cator, 2008nnell

(2013) stated,
To say that educational encounters are calibrated to reality is to emphasize the cognitive
side of education, alongside the emotidn#le dimension of intellectual excitement, at
every level from basic language learning onwak@srning involves discovery,
realization, and engagement with the truth. The inner fire of education is the same as the

inner fire of culture in general; education does not involve a watkrea reality.
(p-105)

Gallagher and Savage (2020) reviewed afiitles related to challendmsed learning
from the last twenty years and identified the evolution of the discipline, definitions and key
features, benefits and challenges, popular discipline areas, methodologies commonly cited. In
many ways, challengeased learning is like projetiased learning, problefmased learning, and
possibly even serviekased learning. While these pedagogies offer stugeadsically focused
experiential education, Gallagher and Savage (2020) observed chdibsegklearnings more
adept at considering largeale multidisciplinary challenges across diverse settings while
shifting the roles of student, instructor and community to enhance collaboration by focusing
more on the process of learning rather than the immediatenoeit&oth projeebased learning
and problerrbased learning were limited to discretegcomes yeserved as early foundations for
the challengéased learning approach (Gallagher & Savage, 2020; Malmgvist et al., 2015).
While both challengéased learningral servicelearningoffer students opportunities to engage
in community settings, challengrmsed learning more readily addresses pressing issues of global
concern (Bintliff et al., 2000; Gallagher & Savage, 2020; Hatch et al., 2016; Malmqvist et al.,
2015 T. H. Peterson, 2009Connell (2013) claimedervice learningnightbe viewed as having

neoliberalist appeahowever T. H. Peterson (2009)ffered examples of service learniimg
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which reciprocal partnerships supported positive change in communitiate both challenge
based learning and servitgarning offerexperiences for students taila relationship skills,
challengebased learning occurs collectively in contrast to many forms of service learning
(Gallagher & Savage, 2020; H. Peterson, 2009%allagher and Savage (2029imed,
To date, no review has beeanducted on the use of challeAggsed learning in higher
level institutions withm the peer reviewed literature. The definition and research

landscape of challenggased learning is therefore vaguely defined despite the rapid
increase of its use and interest among higher level institutjong)

The evolving state of definitions amaghproaches present both a challenge and opportunity in
public perception which may require some further thought.

Gallagher and Savage (2020) mapped keywords in their literature analysis and noted the
pedagogical approaches often referenced in conjuncitbrchallengebased learning. The
emphasis of sociotechnical problems in Mal mqyv
from the frequency in which engineering disciplines used prbsed learning, which has now
expanded to the fields of biomedis&ience, nursing education and sustainability (Gallagher &
Savage, 2020; Malmgqvist et al., 2015). Mayhew et al. (2016) described inductive teaching and
learning adollows:

[Itis] rooted in the developmental constructionist theories of Dewey (1938gtPia

(1954), Vygotsky (1978), and Kolb (1984), beginning with the real, practical, and

specifi@d a problem to solve, data to interpret, or a case study to adafymkthen
moving to the abstract. (p. 26)

Perhaps this explains why design thinking was idexatiis a commonly used pedagogical

approach to address challenges associated with sustainability (Gallagher & Savage, 2020).
Althoughnot articulated in the challengmsed pedagogy literature specifically, |1 would

argue challengbased pedagogy also infgsaether philosophies and pedagogies. Desierto and

De Maio (2021 discussed alternative philosophiésuch agzhoseofVy got skyds soci al

constructivism, transition pedagogies, aedagogy of the hedit(p. 2)and how these
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underpin studergupport services and teaching and learning practoesarguedi e duc at or s
seem to resist neoliberaligimn higher educatignthroughtheir alternative philosophies to make
space for supporting, retaining, enabling, and engaging their studemis earnersn education
rather than primarily as consumefsto (p. 3)
Aside from establishing a connection between the challpnggramlearningand
student support services, which will be expanded in this study in subsequent sections, Desierto
and De M# (2021) emphasized pedagogies that recentre authentic education affecting humanity
and sustainability. Connell (2013) noted, Alt
education itself has a resilience, has a grounding in social needs, thattlrasappressédand
that wil |l b e h e abaskdleatnmg appedrdtg resist@dademit impmegadsm
through interdisciplinary and transdisciplinary learnentred discovery.
Fitzsimmons (2015) stated,
The pedagogy of the heart..is reskess and investigative by nature because the human
heart is not sedentary but in motion being influenced by human circumstances. It requires

a learner to focus on their own emotions towards people who may not be in ideal
situations. (p. 229)

The complex tpics students explore through challefigesed learning approaches
support empowered growth. Hughes (2017) <conte
rest on the idea that the work of coming to understanding inevitably changes the subject position
of the learner. They invite both students and teachers to think about thinking, and to think about
l earningo (p. 27), which established the conn
traditional studeninstructorcommunity roles shifting. In edrast to more traditional forms of
pedagogy in which the learner receives information, the learner is centred in the educational
experience (P. Gibbs, 2017). A reorientation of roles fosters independent critical thinking, which

arguably isone ofthe orignal purposs of education. Desierto and De Maio (2021) claimed,
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Engaging and developing critically returns to each student the power to move beyond the
value of being merely a unit of currency in a neoliberal world to find value in a deeper
existence wher capital is but one aspect of life rather than it dominating all of life.

(p. 10)

At the local level, while community sets the context, the orientation to learning offers
other benefits and challenges. Given the reality of public investments in higlocatiedu
challengebased learning may offer an approach that builds communitsersity partnerships
by acting as a resource to communities (Groulx et al., 2020). However, a challenge may arise
when industryfocused initiatives perceive opportunities taotpar that run counter to underlying
epistemologies of the challengased pedagogy (Connell, 2013; Desierto & De Maio, 2021,
Fitzsimmons, 2015; Gallagher & Savage, 2020; Malmqvist et al., 2015). Sheeran et al. (2007)
indicated the distinction arises dwediffering philosophies associated with viewing education as
a means for an fAeconomically able workforcebo
as an essentially emancipatory or transfor mat
sodety will have internalized the pressures of obtaining an education to improve their quality of
life (Desierto & De Maio, 2021; Hannon et al., 2017; Wood & Breyer, 2017). Further, T. H.
Peterson (2009) argued there is an important distinction betweety @ratisocial justice when
community is involved, and emphasized the community partnership dynamic needs to empower,
Arather than [hold] a thinly veiled assumptio
The challenges of implementing a challefiigesedearningprogram were summarized in
the literature review conducted by Gallagher and Savage (2020). Institutional challenges
pertained to increased uncertainty arising from the curriculum design and the flexibility required
when working with community paréms. Institutions may also need to consider resourcing
implications as the demands on faculty, support,safi technology increase as students adapt

to a new approach of multidisciplinary learning (Gallagher & Savage, 2020; Johnson & Brown,
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2011; Johnsw et al., 2009; Malmqyvist et al., 2015). Students may experience this transition with
a heightened sense of uncertainty anglaaningto ensurestudentdiaveample time to prepare
and practice, are given technical guidgraselprovided withopportunities to receive
intrapersonal and emotional support (Johnson & Brown, 2011; Johnson et al., 2009; Malmqvist
et al., 2015). Opportunities to provide this support exist in many areas of the organization and
will be introduced in thishesis.

On a broader scale, another benefit arises from the ability to collectively foster systemic
change. Challengbased learning is frequently describedgagporting the United Nations
sustainable development goals (Gallagher & Savage, Z0B8)bjetive of the United Nations
sustainable devel opment goals was to Aintegra
devel opment in al/l a s p ®eet &Falkehberg, A0l @ 840)iThen and |
number of institutions focusing efforts dretsustainable development goals is significant. Saez
de C8mara et al. (2021) stated, AThe 2030 Age
193 countries at the United Nations General A
prevalence of postsendary institutions aligning with the sustainable development goals, the
limited prevalence of fulscale challengbasedearningprograms position RRU with a
competitive advantage. Mal mgvi st -basedlemrhing (2015
experiences surveyed are on the periphery of t
challengebasedearningprogram are inspirational, but as with most opportunities, there are
matters to consider when implementing a new program.

In the next sectignconsideration will be givefirst-year experience programming and
the processes involved in transition. Each transition stage will present asspaiatgdes and

student servicapproachethatlay the groundwork for exploring the findings of this uny. |
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utilized the outcomes fronhis literature reviewo formulate the conclusions and provide SAS
with some recommendations to consider as they develop complementary practices for the RRU
challengebasedearningprogram.
First-Year Experience

Supporting students with their transition to postsecondary studies is a significant
endeavor for most institutions, and this topic has received substantial attention in the literature.
Gal e and Parker (2014) deéebinadigmaesichiaogeas (
was conceptualized in three ways, transition
(p.737) . Each dynamic transition process has a
and periods of& aPdaruksetrme n22001 4,Gapl.e 73 8).withdevel op
distinct stages of maturation. and associated identityo (p. 73
... perpetual series of fragmented movements. and subj ecti véVhiexperi en
Gale and Parker (2014) described transition as a process, van Herpen et al. (2020) categorized
the transition stages as, fAdApreparation, encou
stage occurs prior to admission, typically beforeapplication for admission is submitted (van
Herpen et al., 2020). The second stage occurs after an offer of admission is accepted and during
the early stages of engagement with the institution (van Herpen et al., 2020). The third stage
occus during the irst year of study, and the fourth stage occurs once students have adapted to
their circumstances (van Herpen et al., 2020). While not specific to transition to university,
Harrison (2018) described the journey towards indigenization, which is a soestahb
transiton Harri son (2018) def iMamodk Kistidgrepare¢)Mdapshs wi t h

(boat launch)isick (paddle) Elip nanitch(discover), Iskum (gatherlolo illahee(bring home)
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andOkoke nikag s har e) 0 (p. 2) . thispersonalgoorgeyincydedtbeh osen f
following:
Chinook jargon, which was developed by Indigenous Peoples to communicate across
cultures, nations, and languages. s hared by Dawn Smithds mem
Moses Smith of Ehattesaht. Moses was {¢bahnulth and grew up speaking the
Ehattesaht dialect and hearing both Chinook jargon and English. He sought to keep

Chinook jargon alive throughout his life and would often say it was a sophisticated way
to facilitate communication among diverse groupsarison, 2018, p. 1)

There is much to be | earned by Dawn Smithoés G
first-year experience also invites its own version of jargon to navigate conversation. Gale and
Parker (2014) observed the challenge of formuga# simple framework for complex
perspectives and stated, AWe do not <claim abs
not rigid and inflexible, but relatively perm
(p- 735). The overlap betenthese three perspectivesght seem more easily defined in the
earlier stages of transition, hitits challenging categorizing activities; as such, a multipronged
approach to supporting transition is w{§ale & Parker, 2014; E. Greenfield, 2020;rkon,
2018; Mayhew et al., 2016; Snowden & Boone, 2007; van Herpen et al., 2020).
Pur pose

Firstyear experience programming is the overarching approach that incorporates
intentional,complementaryand integrated supports and whole institutional experiences to build
a foundation for student success during the first year of study (E. Greenfield, 2020; Kift, 2015;
Kift et al., 2010; Nelson et al., 2012; Schitze & Bartyn, 2020). Orientation prograrhasra
long history in theStudent Affairs profession, but more recently, there has been a shift in
thinking and programming is more extensive than it once was (Cook, 2009; G. M. Greenfield et

al., 2013; Kift et al., 2010; Long, 2012; Schitze & Bartyn,®0&ilson, 2010) Cox and
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Strange (2010) observed student services staf
goal s of the studento (p. 7).

There is growing recognition that student success requires more than an initial experience

atthestaro f t he t er m. Support takes on many f or ms,
studentsdé cognitive and interpersonal skill s,
StudentAffairs professionals also stress the importance of welllessl p est abl i sh t he
identities, and spark their exploration of <ca

Their role is to provide support during the multitude of transitions students experience by
providing guidance to inform decisisnpromoting academic success through cocurricular
activities, encouraging healthy dialogue through intercultural awareness aralig#ilhg
opportunitiesand attending to continued pressures to ensure responsible management of
programs and services (@ianu, 2013; Cox & Strange, 2010; Ganseirayf & Ryder, 2017;
Hoyt, 2021; Long, 2012). The principles of practice are articulated through the professional
associations of The American College Personnel Association and Student Affairs Administrators
in Higher Education (NASPA, formally known as National Association of Student Personnel
Administrators):
1. Engaging students in active learning; 2. Helping students develop coherent values and
ethical standards; 3. Setting and communicating high expectatiosisiftent learning; 4.
Using systematic inquiry to improve student and institutional performance; 5. Using
resources effectively to achieve institutional mission and goals; 6. Forging educational

partnerships that advance student learning; and 7. Bugdipgortive and inclusive
communities. (Doyle, 2004, pp. 37378)

Institutions have recognized the risks associated with not supporting students well. Kift
(2015) @He aostofeatly stufient depar@réor institutions, individuals, professions
and ®cieties across a spectrum of reputational, ethical, personal, economic and legal

implicaton®i s at its highest in the first year of
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to the challenge and have started to think about how previously skpedences might be
better integrated.
Pri n deplig:n
Designing a firstyear experience (FYE) is a challenging endeavor. Kift (2015) claimed,
fiThe FYE bears the burden of being many things to many stakeholders but, at its core, its remit

is student learing and success. In the spirit of social inclusion and widening participation, the

FYE al so speaks to social justice, equality a
practices are historically g¢gr ounankm,gpragmatish,he co
and individualismd (Korbel et al ., 2011, p . 4

complexity, services and programs have become more disconnected. Keeling (2004) and Kift et
al. (2010) argued there is a profound disconnepbstsecondary organizations, in both the
teaching and®tudentAffairs realms, and claimed transformational learning requires a
reimagining of services. The next section introduces four variations of transition pedagogy,
including several design options.
Prnciple: Pl anning
Killam and DeggedVhite (2017) suggested using theoretical frameworks as a
communi cation and design tool when coll aborat
programs are addressing the emotional, social, and cognitive nektdswfe r se st udent so
Kift et al. (2010) proposed a matrix of six curriculum principles and four keyyi@at
experience strategies. The six curriculum principlesas follows fAdesi gn, transit.i
engagement, diversity(p. 18 3he tosrkepnfestyear expenendce ev al ua

strategiesren cur ri cul um t hat engages students in | ea
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learning and life support, intentionally fostering a sense of belonging, and sustainable academic
professional partnerhi pso (p. 11).
Theor Et tYetmalr ExpermrimesnGeker atffircamssi ti on Pedagogy

Firstyear experience programming is based on a thealétst-year experience
framework known as transition pedagogy, which has emerged as a guiding érntieat
orients the design and sequence of university activities (Birbeck et al., 2021; Kift, 2015; Kift &

Nelson, 2005; Nelson et al., 2012; Wilson, 2010). There are several variations to transition
pedagogy described in the literature. This sectiomdhices fourariationsof transition
pedagogy, which are referred to as: firsecond, third, and fourtkgeneration transition
pedagogy (Kift, 2015; Kift & Nelson, 2005, 2005; Nelson et al., 2012; {&elwards &
Donnison, 2014; Wilson, 2010). This resgraprimarily focuses on third and fowgfeneration
transition pedagogies, however the introduction of all variations will build a foundation for
considering the student service activities discussed in this paper.

First-Generation Transition PedagogyWilson (2010) defined firggeneration
transition pedagogy as student service activi
independently of the classroom contexto (p. 1
centrally run study skilswers hops and academic advisingo (p.

SecondGeneration Transition PedagogySecondgeneration transition pedagogy, as

defined by Wi lson (2010), refers to the domai
practices 010),adhwd aetdi ex@ampd.es i ncluded, fAengag
design, formative assessment tasks, and commu

(2017) defined secongeneration transition pedagoges follows:

A strategy where one deliberately madehnd openly discuss@éso ne 6 s o whn
pedagogical choices . in so doing, the orthodox power dynamics of the classroom are
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breached since the teachero6s intentions ar
purpose of the learning activit{p. 24)

Gallagher and Savage (2020) described chalkdyaged learning as using several seeond
generation transition pedagogy approaches, as defined by Hughes (2017) and Wilson (2010), and
Desierto and De Maio (2021) o bs social mmbstruttitists p hi |
practices and dialogue which conceptualized the student as a diverse and multifaceted being who
requires support for their Ise¢hadrgeneratigndrangiton 6 ) .
pedagogy.

Third -Generation Transition Pedagogy.Third-generation pedagogy has received
significant attention in firsyear experienckterature andefers to a whoklénstitution approach
(Birbeck et al., 2021; Crawford et al., 2016; Gale & Parker, 2014; Kift, 2015; Kift et al., 2010;
Kift & Nelson, 2005; Morrison et al., 2013; Nelson et al., 2012).-f/&at experience programs
aim to integrate separate academic and cocurricular areas by placing the student experience as a
central focus in the program design instead of working from thehmasifo effectively leverage
talents (Kift, 2015; Kift et al., 2010; Tinto, 2005). Hoyt (2021) supported the integrated approach
and argued, Aif a student i StudentAffaasgpegrame and c a mp u
academic support services, theg more successful in their college experience and retained at
the university at higher rgeneratomtran(sifon peBagogy Sever
approaches were described in the literature: discrete experience integration, holisie and
senses.

Approach: Discrete Experience IntegratioriThe more traditional approach to
approaching thirdyeneration transition pedagogy is to simply consider the activity that students
will experience and collaborate across the institution to deliveettperience. There are many

opportunities and spaces available for intentionally designed collaborative activities. Some
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examples include: orientation sessions (E. Greenfield, 2020; Schreiner, 2010); bridging programs

(Cull et al., 2018; E. Greenfield, 20; McKeown et al., 2018) firgtear seminars (Greenfield et
al., 2013; Schmidt & Kaufman, 2005; Schreiner et al., 2012; Wilson, 2010); learning
communities (Hatch et al., 2016; Mayhew et al., 2016; Tinto, 2005; Wilson, 2010). Habley and
McClanahan (2004glaimed there were three categories of practices shown to positively
influence retention:
(1) Firstyear programs: including freshman seminar/university 101 for credit, noncredit
freshman seminar/university 101, learning communities, and integrationdsraica
advising with the first year programs; (2) Academic advising: including advising
interventions with selected student populations, increasing advising staff, integration of
advising with firstyear programs, academic advising centers and centexthatne
academic advising and cardée planning; and (3) Learning support: including

supplemental instruction, a comprehensive learning assistance center/lab, reading
center/lab, summer bridge program and tutoring program. (p. 23)

A further exploratiorof some of these examples will be discusbedughoutsubsequent
Chapter 2 sectian
Regardless of the topic, planning should centre the stutemtgcular experience and
build cocurricular activities to complement and maximize learning (Felix, 2010etal.,
2010) . Felix (2019) introduced the Student

i mprove studentsd6 experience holistically

E x

ac

from applicant t o al umoetabpakitha expefience dowm intoni g h t

discrete activies, as planning large initiatives this way could easily get overwhelming. These
approaches might function independently or in conjunction with the other approaches noted in
the next sections.

Approach:Five SenseOne approach of designing an integrated-fiesir experience

mi ght Dbe wusi nagcitedinz Burnetb&sLarha, @QaLHE-ive Senses of Success

framework, which included fAsense of purpose,;

r

b
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of resourcefulness; and sense of academico (p
senses and stated,

[The Five Senses] prides an ovearching framework for conceptualizing the design of

orientation and transition experiences in terms of fis@nses of succasapability or

self-efficacy; connectedness with other students and staff; purpose regarding reasons for

study aml longterm goals; resourcefulness; and academic culture, which includes

appreciating values such as critical thinking and enquiry, ethical principles fapitia

of curiosity and opennesgp. 3)

Kift et al. (2010) r e meworkasd thitdenerdatiorz zi o006 s Fi
approach that required strategic campuse collaboration. This framework was cited as a
common framework to use courbasedStudentAffairs-based or institutionvide transition
oriented activities (Adam et al., 2010; L. Bett & Larmar, 2011; Coulter et al., 2019; Larsen et
al., 2020, 2021; Lizzio & Wilson, 2010; Morrison et al., 2013; Wilson, 2010). Some institutions
incorporated the Five Senses framework with the student lifecycle (Coulter et al., 2019;
Morrisonetal.,2 1 3 ) . Morrison et al. (2013) <cl ai med Y.
Senses [framework] as a deliberate model for a-veeihded approach to developing social and
academic supports for new students as they enter and progress through their ficst ggap .
Postsecondary organizations are intricately connected systems, and support is provided by many
areas, including areas outside of the organization. This approach is described as a fourth
generation pedagogy (Pemawards & Donnison, 2014), whidhkexplore in the next section.

Approach:Holistic. Thomas( 2012) <c¢l| ai med, AHol i stic model
personal development are effective in making students feel they are supported towards success,
whether these models are delivered acrosstheurr si ty or | ocally in an
(p. 61). One approach is to adjust the configuration of services offered so that there is a single

point of contact for the student. This approach may consider some of the principles of universal

design. Korbel etll. (2011) stated student engagement was enhanced when approaches
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considered the following principles: fAequity
perceptible information, tolerance for error, low physical effort and size and space aperopria
for useo (p. 36). Other approaches might be t
experience. Increasingly, strategies to flatten or integrate organizational structures attempt to
address student needs (Neuhauser & Weber, 2011; Paldpi2628). Galbraith (2014) claimed
organi zational design results from Athe inter
dynamicso (p. 7) and that adjusting the bal an
structure, processes, and rewards fostergies towards organizational success. Crawford et al.
(2016) shared four enabling programs that integrated wellness into their programming, which
enhanced services through integration, stratification, Rleasksd response plan with targeted
colocatedsupport, and studeimitiated contact with the appropriate service provider. While
Crawford et al. (2016) stated each model had different strengths, Birbeck et al. (2021) evaluated
student perspectives of i nt eg rtssvaluedithetsupportsi t i on
services delivered as part of the program mor
Fourth-Generation Transition PedagogyPennEdwards and Donnison (2014)
proposed a fourtgeneration transition pedagogy that is inclusovéhe roles of social and civic
community, and encompasses activities-in thre
centeredo (p. 38). Programs that integrate wi
rounded education for students, @vd ni ng of the wuniversityods knowv
empowering investment in community changeo (T
(2011) recommended that, Ainstitutions must p
partnerships across the univgrghat are intentional about collaborating to design meaningful

programso (p. 40) . Devel oping partnerships wi
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Approach: Partnerships.Petersen and Kruss (2021) emphasized the importance of
forging partnersius that were aligned with the social change aspirations of the institution. Penn
Edwards and Donnison (2014) said partnerships
communitybased problems; (2) the students work in the community for workacaihg and
(3) individuals from the community contribute to program development, and teaching and
l earningo (p. 35). Whi |l e-basedearnihg and demitestrning ns bet
were already discussed, there are some interesting pevegdbtat can be learned from how
institutions leverage community partnerships and integrate service learning into their
organizations (Bintliff et al., 2000). Bintliff et al. (2000) stated,
For students, institutionalization of service learning is dematestrthrough service and
servicelearning scholarships, servitearning classes ™credit options, student culture,
and cecurricular transcripts that document service. Finally, community relationships
provide evidence of institutionalization when agenesources are coupled with those of

the academy to build reciprocal, enduring, and diverse partnerships that mutually support
community interests and academic goals. (p. 275)

The boundaries of the postsecondary are blurred in this fgartaration transon pedagogy
approachHowever,Petersen and Kruss (2028utionediiThe[institutional] framings and

narratives introduced through universggmmunity engagement activities that do not align or fit

with legitimised framings and narratives in the local context are thus unlikely to receive

widespread suppoatthe communityle el 6 (p. 2). Striking a balan
relationship requires ongoing effort to maintéin H. Peterson, 2009)

Another important partnership is the relationship universities have with Indigenous
communities. Universities Canada (2020) repor
Indigenous postsecondary institutionemmunities, and/or organizations to foster dialogue and
reconciliation. Pentiedwards and Donnison (2014) categorized commtlrased partnerships

into three categories: student ymerolment, enrolled student, and graduation-éPn®lment
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partnershipsra established to provide additional education pathways, engage specific student
populations, such as Indigenous populations, and to improve student transition (Britton et al.,
2020; Bruce & Marlin, 2012; McKeown et al., 2018; Pdfawards & Donnison, 2014Vesley
& Bolduc, 2016). Another approach to supporting Indigenous students might be to consider the
incorporation of Indigenous principles in program design, where appropriate. Deer and
Falkenberg (2016) stated,
In an education system that does not pisign, or deliver from a place of balance
between all aspects of a person (physical, emotional, mental, spiritual) or a place of

balance between that individual and all of Creation, fragmentation is ultimately the result
I fragmentation of the person atitkir relationship to Creation. (p. 14)

Both Hunt et al. (2010) and Britton et al. (2020) shared key concepts involved in designing
Indigenous programs. Hunt et al. (2010) offettesl followingdesign principlesi r e | at i ons hi p
building, community buildingindigenous identity development, cultural relevance, reciprocity
and individualized programso (p. 29) . Britton
promot ed sensarecltisl.coneétedness and awarenesarg2pntextually
designed, (3joster relationship, (4onsider programming: teaching and learning strategies; and
(5) have holistic outcomeso (p. 12). These ke
culturally appropriate programs are designed in partnership mdipdnous communities. These
fourth-generation transition pedagogy perspectives invite some further exploration and
discussion.
Process 1Transition as Induction
PrinciPdeparati on

The first stage of transition to postsecondary studies is the ptiepastage (van Herpen
et al., 2020). This stage occurs prior to admission and is a pivotal stage in de@kiog.

Researchers van Herpen et al. (2020) referenced studies from Coertjens et al. (2017) and
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Ni chol son ( 19nahe preparatidphase, stiudents thinkiabout their degree choice

and choose where to enrol and Thomas2012) ch progr
claimed institutions promote student success
improve decision makingleveloped expectations and academic preparation to enhance
transition; and, fostering early engagement t
preparation stage often involves the interactions students have with recruitment, applying for
admission, and seeking clarity on the supports and services the institution offers.

Students are faced with many options, and many feel overwhelmed with the amount of
information they must navigate. Ensuring websites are updated and easy to navigaternsoa
expectation. Students and parents may be challenged to locate insghémfic information on
institutional websites, and a common refrain is that information and terminology varies. The
province of British Columba has attempted to addresdthisvesting significantly in
developing the website, Education Planner B@\y.educationplannerbc.réo help students
navigate the many postsecondary institutions and programs available to them. TagoBdu
Planner BC website also offers links to a common application so that students can apply to
multiple institutions of choice at once.

This stage is marked by an exploration of what the postsecondary experience will be like.

Wi | son ( 20 THheprocesk a studentdengageément starts well before orientation week.
Students progressively form expectations, develop misconceptions, consider aspirations and
generate anxiety and excitement at various stages of their journey towards and into higher

educat ono (p. 13). Students wild/l be anxious to Kk

Students will carry various experiences and expectations about what it means to pursue


http://www.educationplannerbc.ca/

STUDENT-CENTRED SERVICES 46

university studies and they may doubt their ability to succeed, which camegative
implications for their ability to persist (Fairlamb, 2020; Mathern & Toner, 2020).
Making a personal connection has significant appeal (Montsion, 2018; Wilson, 2010).
Interested applicants and their families may also reach out to the instititfomany questions
about the process or specific supports offered and will formulate evaluations based on their first
impressions. It is important that staff are promptly responsiveametrsant in a wide range of
topics as it conveys the quality of education and service the student will receive. Campus tours
and opportunities to engage on campus provide students and their patteo{goortunities to
imagine what their life will be likéLong, 2012). Information on a wide range of topics is shared
including details about the admission requirements, funding opportunities, programs and
services, and pradmission experiences, such as euatit programs, if they exist at the
institution. McKeown et al., 2018). Professor de Lugt (2020) emphasized that accommodation
supports and student rights and responsibilities was an area often not well communicated. Korbel
et al. (2011) suggested that regular opportunities to collaborate with othertseffipes helped
to increase awareness of services and promote seamless transition.
Prindirplog:itizing I ndigenizati on
This section discusses prioritizing Indigenization processes that pertain to supporting
|l ndi genous st udentmraryenwanmentt on t o the posts
Recruit and Prepare. The term recruitment almost feels likengsguidedsales pitch
when you consider Harrisonds (20218symbalizedcept o
by theChetwood or black bear, representing intentibtyaand our values, which help prepare
and | aunch t hHarrigoro(2018% ¢ v dEadd ptageid the journey includes

aspects of nature that c¢ onTheomnectiostothelarhtt e | and
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living organismsas wellasthe relational narrativeendsymbolismexplain the necessity to

think differently when it comes to recruiting Indigenous stud.Indigenousoriented

recruitment provides opportunities to build relationships with future peers and colleagues,

receive nformation about Indigenotspecific student supports, and allow potential applicants to

receive guidance from those who haatidled the watetsefore them (McKeown et al., 2018).

E. Greenfield (2020) stated,
Postsecondary institutions who do not haveeaisting Indigenous recruitment plan
should create thoughtful and extensive strategies for recruitment that specifically focus
on Indigenous communities. This can be done by creating an Indigenous recruitment
team that can plan and implement strategiesevdiso liaising and collaborating with
Indigenous communities. . Creating and maintaining reciprocal partnerships with local,

remote, and urban Indigenous communities would be a necessary function of the
recruitment team. (p. 9)

Recruitment activitigssuch as institutional websites, webinars, informational booklets,
high school visits, community visits, or conversation with friends and family are still relevant.
However, making a personal connection is significant and it has become more common for
reauitment to be led by Indigenous staff membetders,or Indigenous students (E. Greenfield,
2020; McKeown et al., 2018; Miron & Wabano, 2017; Montsion, 2018). McKeown et al. (2018)
noted many postsecondary institutions in BC also partner with the haligeollective,
Strengthening Connections. The Strengthening Connediachidma ndat e A1 s t o pl ar
participate in events that provide Indigenous Peoples and communities with educational and
vocational pat hwayso ( paimportancepf. Cul |l et al . (
helping students feel a sense of welcoming and belonging; sharing information to inform
their choices; supporting their capacity to navigate the necessary systems; referring them
to supports that are culturally and situation specific; hglgiem move to the next stages

of learning to meet their vision of success; showing compassion and actively listening
during interactions and supporting students so they feel confident to move forwad. (p.
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Institutions can create a welcoming campudiidigenous students by promoting
culturally relevant programming, opportunities for funding, and considering some adjustments to
their admissions process, as described in the next section (McKeown et al., 2018).
Apply and Launch. The applicatiorprocess can be daunting for some students. Most
students will not have managed a process that is both administratively complex and anxiety
provoking previously. An application for admission may symbolize their opportunities for a
good future, not only fothem, but also their families. Additional support to ease the application
process was strongly recommended to reduce confusion and increase the accuracy and
completion rate of applications for admission (Cull et al., 2018; E. Greenfield, 2020; McGowan
et d., 2020; Restoule, 2011). A common application question requests that studelasrefyf
if they are of Indigenous ancestry, which is fraught with concern and misinterpretation (Cull et
al., 2018; Restoule, 2011). Maya Chacaby (as cited in, Res#@ll#) shared a story about the
struggle associated with admission to university and stated,
iRe me mber wher ed gnelder toldameeoncé. Aral every day | find out all
the ways that | miss this point! | thought | could just study other Aborigindigénous]
university studentsd stories about Agettin
accesstopossecondary education. I soon realized
wher e | 6 thanwe all stasted @ut in the public school systechraany of the

barriers and misconceptions about psstondary education were rooted in those
experiences. (p. 51)

While some Indigenous students will feel more comfortable pursuing postsecondary
education after completing some additional academic courde wmany others will have met
the admission requirements established for all students (Cull et al., 2018). The challenge with
admissions policies is that they often depend on the use of an official transcript to support
admission to the university. As Resle (2011) pointed out, transcripts do not reflect the
situational or societal factors that disrupt

have sought to counteract these injustices, such as admission access categories, appeal bodies,
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admission committees with Indigenous representation, adjusting criteria to consider cultural or
life experience, reserving program seats, or adjusting admissions practices to prioritize
Indigenous applicants (McKeown et al., 2018). The RRU Flexible Admigsthgenous
Student Access category appears to attend to many of these recommendations. Other attempts to
remove barriers include Aconnecting inadmissi
with a plan of support and to discuss other optiangand] waiving application fees, or tuition
fees for students who are for merileyohemneht i n car
section provides additional supports for Indigenous students as they prepare for postsecondary
studies andalso offersspecific information about the orientation process as transition as
induction is explored.
Appr o@rcihent ati on

Orientation activities expand on the experiences students have had thus far with the
institution. At this stage, however, students have miagie decision to attend the institution and
they are emotionally invested in the experience ahead of them. Greenfield et al. (2013) described
orientation as a fAdcatalyst for building commu
campus c ul. The orierndatioh proces8 begins with creating a positive and welcoming
atmosphere to help students to feel comfortable. Larsen et al. (2020) suggested a welcome letter
should be sent out a few weeks before classes begin to help students mentallyfq@regeateis
ahead. Sharing information about the campus, its history, opportunities, and resources, as well as
conduct expectations remain an important aspect of orientation, particularly for students who are
experiencing postsecondary for the first tifke 1. Greenfield et al., 2013; Long, 2012;

Mayhew et al., 2016; Wesley & Bolduc, 2016).
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With so much information to provide, institutions look to find creative ways to
communicate. It is important to know your audience to design an orientation prograsn that
relatablet o st ude nt @Geenteldptalr, 2083 Wesky and Bolduc (2016) suggested
Indigenous students appreciated transition handbooks that helped explain the range of
community and student wellness resourédthougha tangible guide ay be preferred by some,
many students also expect this information to be easily accessible online and many universities
have moved this information to orientatidedicated websites or have created learning
management systems. Larsen et al. (2020) adeddat faculty and staff to collaborate and
share a presence in learning management systems, whereas Saz et al. (2016) suggested more
interactive and customizable personal learning environments. Online orientation programs allow
for content to target spdim student groups and present information in a structured format, but
students expect an engaging platform to connect with their peers (Korstange et al., 2020). A
coordinated approach to managing communication across campus is critical, otherwise students
will be easily overwhelmed with vast amounts of information (G. M. Greenfield et al., 2013;
Morrison et al., 2013). The other consideration, of course, is that orientation is also a social
experience.

Appr olarcchiigenous Student Engagement

Mayhew et al(2016) described initial orientation activities as supporting student
socialization. McKeown et al. (2018) reported
of fer an |1 ndi genous exepifathelaager postsecosdaryg isstingsn 6 ( p .
althoughinformal activities and a welcome luncteresometimes provided. However, as this

research will demonstrate in a subsequent section, many other opportunities for Indigenous
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student engagement exist. Opportunities to build relationshipdaeitiity, staff and peers create
a sense of connection and purpose (Larsen et al., 2020). Greenfield et al. (2013) stated,
It is critical that during orientation, a student begins to envision himself or herself within

the social fabric of the institution drstart to spin the strands of connection that will
ultimately result in a strong web of support during college. (p. 86)

Creating these opportunities requires that multiple engagement styles be considered. Not
all students feel comfortable in large grogttings and so offering a range of opportunities to
engage will reach a larger audience (Larsen et al., 2020; Morrison et al.,2613)gt (2020)
advocated for finding ways to modify the orientation to manage the sensory overwhelm as many
students areemsitive to the stimulation of a new environment. Greenfield et al. (2013) shared,

New models for orientation practice are emergingincluding different formats for

shared orientation experience such as service experiences or common pezghiams;

alternative settings, including outdoor orientation experiences and online formats; and

engagement of new constituencies such as a
students. (p. 89)

Balancing a realistic pace while engaging, autlcegtperiences may have also
contributedto the recognition that orientation programming is more of a process than an event.
As the school year moves forward, orientation transitions to become a campus affair. Greenfield
et al. (2013) and Schreiner et &0(12) suggested faculty and staff collaborate to host orientation
activities that enhance student experience. While practices vary across institutions, Hatch et al.
(2016) observed, A[Orientation] currileulum va
meeting for students new to the institution to a-ketigth credibearing course substantially
equivalenttofirsy ear seminars and student success cour
orientation processes ad ciubd atmh ainrdd enedan cad retd fbry
In summary, this section discussed the transition process of induction (Gale & Parker,
2014), and summarized the student experience of preparing fesquustdary education.

Orientation activities were explored as atiaty that promoted student success. An intentional
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focus on supporting Indigenous students during the induction process was considered. The next
section exploretransition as a process of development (Gale & Parker, 2014).
Process 2Transition as Development
Prindidelng:i ty
While Pallas (2006) debated whether the transition to postsecondary studies affirmed the
transition to adulthood, Marsico and Tateo (2018) argued educational experiences formed a new
identity, named tdutrbediaefdlons:at i onal sel f, o0 d
The construct of an Educational Self, a specific dimension of the Selrough peer
relationships, the interactions with significant adults, and the school assessments affect
almost every aspect of individual development, praxgdialues, models of behavior,
norms, symbolic repertoires, emotional experiences, knowledge, and practices that are

internalized in the form of Afvoi cesoOo that
which the individual will draw during all hisér life. (p. xvii)

There can be a lot packed into the timeframe when students leave high school and pursue
uni versity studies. W lliams et al. (2020) cl
bring increased contextual changes and idengigvant experiences, such as exposure to diverse
peers, experiences with discriminations, and opportunities to become involved in diverse
extracurricular activitieso (p. 108) , and sha
i ndi cat ed nencens and xidntilyaldvani erperiences may include: agaded
events (e.gleaving high school), historgraded events (e.g., September 11 attacks, double
coronavirus and racism pandemics), critical life events (e.g., job loss), and family life cycle
changes (eegmar ri age, divorce)o (p. 108).

Diversity Inclusive Practices Programs and services that highlight options for diverse
populations are integrated into this section, and, considering identity in this context, are an
important component. Marks al. (2020) shared research that suggested ethnically diverse

populations held positive and negative evaluations of themselves simultaneously, while Williams
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et al. (2020) described the transition to adulthood as oscillating through different stages of
conmi t ment and attachment to oneb6s identity, o
postsecondary environment can provide opportunities for students to experiment with ethnic
racial behaviors that they may not have experienced before (Williams et al., Ko2@ta
(2017) describedis experience delivering social justice education in Student Affairs for several
decades and stated,
Interventions intended to enhance campus diversity have, for many years, been directed
at gender, sexual orientation, race, fielig and ancestry, among other identity
characteristics. The passage of time, the appearance of more nuanced and sophisticated
aspects of diversity, and the emergence of new ways of thinking about identity require
seniorStudentAffairs officers to find nes tools and strategies for supporting and
promoting diversity and inclusion in contemporary higher education contexts.
Intersectionality and its manifestations among students, faculty, and staff offer far better

lenses through whicBtudentAffairs and itdeaders must address contemporary and
pressing issues related to identity, access, and social justice. (p. 69)

Intersectionality is described as recognizing the confluence of multiple socially
constructed identities that evolve over time and hold inh@®méer dynamics which introduce
variances of privilege across structural and political contexts (Dennissen et al., 2020; Jones &
Stewart, 2016; Rosenthal, 2016). Dennissen et al. (2020) claiesgite widespread recognition
that a more nuanced approacinéeded to support differences in all their forms, many
organizationéfocus remains tied to numerical outcomes based on identity generalizations
Perhaps the concept of intersectionality explains the challenge that student services staff find
themselvesn when contributing to the creation of initiatives that facilitate equity and access
only to find out later that a studespecific need is unmet (Long, 2012). Moneta (2017) stated,
Al ntersectional ity cel ebr at e scomplcaesdur st i ncti ve
community and populatiech e v e | approach t o s.Unptijutoonstcanand ser v
leverage this timeframe by supporting identity development to prepare students for future

success (Marsico & Tateo, 2018; Mayhew et al., 2016; Wo8de§er, 2017).
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Pri ndiepmlrenii ng

When Woolley (2018) critiqued the sustainability of postsecondary systems, the
argument was made that the only relevance from an ecomstemidpointvas to help students
devel op Ahuman capi t eefitg) bulding netydk6 @ndl inceeasing he ot he
visibility for employers could be provided in alternate ways. ArgueilydentAffairs
professionals contribute to the economic sustainability of the university by engaging students
outside of the classroom in le@mg activities that enable their success (Dalton & Crosby, 2014;
Kuh, 1995; Long, 2012)Thomas(2012) explained engagement benefits both the institution and
students, fAknowing who or where to go for hel
institution cares about them, their wleing and their success, and tends to strengthen their
relationship with that institution and their

Moore and Upcraft (1990) summarized thirty years of theoretical development into five
generalkcategoriesin per sonal growth and developmento (p.
meaning, and reasono (p. 19), Awhat we know a
environmentso (p. 1 9 Jarq influercted ibyi cdltare, tacet eyhnialtye v e | o p m
gender, age, and sexwual orientationo (p. 19).
perspective and the interactionalist model to understand how both internal and external factors
affect genetics, epigenetidgdentity, personality, emotional affect, behaviour, learning, memory,
and cognition (Boyd et al., 2018; Jones & Stewart, 2016). A core component of growth is
|l earning. Mar sico and Tateo (2018) drew the c
invoo ve changing oneb6és way of perceiving and cr ¢

you are in and [ how] vy o dheaenhgicdosmelafodesighignd!| e t he
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engagement activities arhiee this lofty goalof learning and transforrian is of interest for
most postsecondary institutions.

Experiential learning is oftelaudedf or it s ability to fAi mmerse
energized by new knowledge, skills, and awar e
common strategy is tarpvide opportunities to develop selfanagement strategies, such as
Aanxi ety reducti on, -asctcreepstsa nntaenoa g(eMaeynhte,w aentd asle.
Wilson (2010) argued

[The debate aroundyhether it is best to challenge, or support missesuth@aimental

point .. . we should be less concerned about wheiverare being supportieeand more

concerned about how our approaches help or hinder students to become increasingly self

regulating. (p. )

Wilson (2010) added that students should be pexivith fi e v i ebaseddnéormation about

the predictors of student success, the expectation for mutual responsibiiyd. a safety net

that will support them as they | earn new beha
for most, alsaequirespractice and encouragement (Dalton & Crosby, 2014).

Prioritizing Indigenization. The evolution of student development theories seems to
reflect the history of an increasingly diverse student population and social consciousness, and the
Student Affars profession is dynamic and emerging. The ground swell began in the 1960s with
more interest in diverse student populations (Cox & Strange, 2010; Long, 2012; Moore &

Upcraft, 1990). However, it is not yet clear if Indigenous perspectives have beerohdigered
alongside the weknown development theories often integrate8turdentAffairs literature.

Cull et al. (2018) encouraged an open mind with respect to acknowledging the diversity

of Indigenous peoples, but offered one description to explaiimttigenous worldview:

flndigenous worldviews see the whole person (physical, emotional, spiritual, and intellectual) as
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interconnected to land and in relationship to others (family, communities, nations). This is called
a holistic or wholistic view (p. 20).

Deer and Falkenberg (2016) described the life stages from the Annishnaabe perspective
and offered a description of the life stages often associated with students transitioning from high
school to postsecondary (teen, young adult, and adult). De&adikehberg (2016) described
these three stages as follows:

The teen stage is known as the Wondering and Wandering Life, and is characterized by

figuring out the world, discovering nature, essence, and purpose through a vision of life;

the young adult stage known as the Truth Life, and is characterized as standing on own,

making decisions, determining own truth in life; and, the adult stage is known as the
Planting Life, and is characterized by creating life, busy serving the people. (p. 11)

In contrast to a linear biological approach to moving through life stages, the Indigenous
perspective of transition was described as being in relation to knowledge acquired. Gale and
Parker (2014) might <classify t h738),raherthampecti ve
Atransition as developmento (p. 738) given th
subjectivitieso (p. 738) . Deer and Fal kenberg

The teen stage [the Wondering and Wandering Life] may last until the indivédnal

their early twenties, and is a time of seeking and solidifying the truth of their individual

selves [and] . . the Truth Life [young adult stage] begins in adulthood when the
individual starts to show evidence of what they have learnedi2]p.

The Truth Life is described as a process of |
experiences, connect.ingmowheh édahehhaenttfByeptt
Fal kenberg, 2016, p. 12). The Prlotherstusualty Li fe o
family, and the selfo (Deer & Falkenberg, 201
to understanding the Indigenous orientation for growth and development.

Learning was acknowledged in the transition through life phasedgscribed, and an

important relationship to actieoriented experiential learning was found. Deer and Falkenberg
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(2016) offered the associated actions for each of the lijes&@nd mentioned the Wondering
and Wandering | ife .i sllas,sotchieatTerdu twhi tLhi ffiea rieso a(s
11), and the Planting Life is associated with
stage often associated with actionented pedagogies, which include variations of the-look
reflectactsteps (Coghlan, 2019; Deer & Falkenberg, 2016; P. Reason & Bradbury, 2001,
Snowden & Boone, 2007; Stringer, 2007). Western orientations of these-@géioted learning
theories may have been privilegedhe written word. This realization invites a maancerted
effort to expand perspectives beyond our current level of understanding; myself included.
Petersen and Kruss (2021) stated, ARnThe emer gi
settings shows that innovation and learning tends to be cedléntnature, with tacit knowledge
and informal or experienti al |l earning process
requires developing awareness of the relational aspects of engagement that foster a culture of
learning from and with each ah(Guido et al., 2010). Privilege and baasdifficult to
recognize unless challenged ailfaculty, staff, and students eampus must work together to
demonstratéheyvalue diversity and inclusion (Dennissen et al., 2020; Moneta, 2017).
Engagemenis considered in the next section.
Pri nc&Einmglaeg:e me nt

Education is a social experience. Students connect with their peers, faculty and staff and
learn how to manage their experience. Opportunities to engage start well before students arrive
on campus, r&d often carry beyond graduation. Not surprisingly, engagement in the
postsecondary environment was seen to contribute to student success (Kahu & Nelson, 2018;

Thomas 2012) . Bongiovanni and Balgabekova (2021
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foracti ve |l earningo (p. 90) . Kahu (2013) and Ti |l
academic engagement in a studentodés first year
Student engagement has received a lot of attention over the pastS8® yeaerstand
the behavioural, psychological, sociocultural, and integrated factors that improve student
outcomes (Kahu, 2013). Education offers opportunities to build experience and develop self
efficacy (Kahu & Nelson, 2018). Some students reported struggle with feeling successful
and rationalized that success came with more life experience while others recognized their
relationship to success would evolve over their lifetimes (Hannon et al., 2017).
While students play an obvious role in havingmgy in their engagement, postsecondary
institutions also play a critical role (Burge, 2018; Dalton & Crosby, 2014; Fairlamb, 2020; Kahu
& Nelson, 2018; Korbel et al., 2011). Students may be unfamiliar with what is expected of them,
assessing theperformance,or recognizing a reasonable workload, so regular feedback from
faculty and staff is key (Morrison et al., 20
play an important role by actively fostering student engagementhis commitment iseflected
in the ways in which institutions create a climate of support that helps new students to succeed
and encourages them to become committed to pr
Prioritizing Indigenization. When it comes to offering cuitally relevant information
for Indigenous students, it is best to defer to the wisdom and guidance of the local Indigenous
peoples. However, given the topic of this study, | share some of the literature found. Both Kahu
and Nelson (2018) and Guido et@010) cautioned taking a defi@tiented approach. This
might be a challenging message to convey if it is determined that academic preparation is to be
incorporated in the programming, therefore an orientation teacademic support might be

preferred One might also wonder how engagement opportunities dedicated for Indigenous
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students might be viewed. In the discussion about the educational interface, Kahu and Nelson

(2018) drew my attention to Nakata (2002), a renowned researcher from Australiafevbd of

the concept of the ACultural I nterfacedo and
| see the Cultural Interface as the place where we live and learn, the place that conditions
our lives, the place that shapes our futures and more to the point the place where we are

active agents our own live® where we make decisiodisour lifeworld. For Indigenous
peoples our context, remote or urban, is already circumscribed by the discursive space of

c

the Cul tur al Il nterface. We don6t go to wor

leawe it there when we come home again. The boundaries are simply not that clear. (p. 5)

Nakata (2002) definition of a cultural interface seems similar to Marsico and Tateo
(2018) definition of the educational self. Both constructs offer a socially constaregiowth
oriented view of personal development in the education environment. The notable distinction
being that the cultural interface refers to the idea that culture carries forward, whereas the
definition for the educational self reflects lessonsrledrare internalized, suggesting that the
previous identity is left behind. Therefore, a rethinking of the mindset orientations and spaces for
engagement may further prioritize indigenization aspirations.

Pri ndiedloen:gi ng

Feeling confident and connedteontributes to a felt sense of belonging and-fiestr
experiences can consider this in planning activities (Wood & Breyer, 2017). Kahu and Nelson
(2018) continued to highlight the aspect of student agency in this description of cultural
interface, whit Larsen et al. (2020) had advocated as a key element of successful engagement
programs. More recently, increased awareness has been given toimfarmad pedagogy

approaches to engagement, recognizing the detrimental effects intergenerational and early

childhood experienced across the lifespan and how practices can adapt to create safer spaces that

promote learning (Knoff & Hobscheid, 202Thomas(2012) described belonging as grounded
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in psychological and sociological constructs and argued engageamrehtild stronger

connections to the university environment and increase success. Long (2012) stated,
Building a sense of community between students has many educational benefits,
including: the potential to create opportunities to develop leadershig ghkdtill a sense
of belonging for students who might otherwise be marginalized; instill empathy and
responsibilities for violations of the commur@ystandards; and advance interpersonal

skills through communication and conflict resolution. Othemefits of community are
not strictly educationally meaningful but contribute to a safe and healthy environment.

(p.8)

The transition from high school to postsecondary studies often means relationships are changing
as students are confronted with newengnces. Connell (2013) stated,
Educational encounter fsic] always multiple, in terms of the numbers and diversity of
people involved and the number of structures shaping educational relationships: not only

class structures, but also gender structwisiic and race relations, connections with
region and land, generational relations and more. (p. 105)

Students will meet new people and will develop new relationships that offer
understanding, friendship, and comradery (Hannon et al., 2bibmas 2012) Students make
sense of their new environment by relying on their past experiences to assess how they feel about
these new experiences, so messages that provide assurances help them to develop a sense of
belonging and engage more productively (Killam &esWhite, 2017; van Herpen et al.,
2020) . Researchers van Herpen et al. (2020) s
gradually during the first yearo (p. 863). I n
and meaningful intactions through structured activities that promote growth andbeeig
(Krikorian, 2020;Thomas 2012).

Prioritizing Indigenization. Creating a welcoming space, attending to organizational
barriers, and making positive contributions that address cieuialities and social justice

issues demonstrates that all people are valued (Hughes, 2017; Long, 2012). Cintron et al. (2017)
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claimed marginalization can be counteracted by five forms of mattering, originally proposed by
Schlossberg (1989)

Attention .. . the feeling that someone notices you, importancéhat others care for

your welkbeing, ego extension . that others take interest in your successes and failures,

dependence... that others rely on yoandappreciation . . the desire to wdrio
continue your efforts to receive gratitude from others. (p. 59)

In the Indigenous worldview, welleing is often referred to as being a holistically balanced and
integrated life system (Deer & Falkenberg, 2016; Edara, 2021). Edara (2021) stated,
Thisinnate relational tendency in all organisms, on the one hand, leads them to coexist in

a state of belonging and helps them to thrive in mutually beneficial and supportive
relationships, and on the other hand, it helps each organism to achieve its uendqiiye id

(p-7)

In summary, the concepts of identity, learning, engagement and belonging support the
enhancement of any student service offered duringttaesition as a developmeérdtage (Gale
& Parker, 2014p. 74).
Appr oRaecenr: Me Pr @mgs @impg

Friberg et al. (2021) stated, AMentorship
i mpact oneds academic and professional develo
StudentAffairs practitioners intentionally build community engaging students in leadership
opportunities which extends the influence of institutional culture to student gatherings and peer
networks (Long, 2012, pp. 101). Gale and Parker (2014) provided several activities for the
Atransiti on a&38)phmaseand agechgear meéntoiing programs were an
appropriate fitln this sectionl initially focus on peementorship programs generally, and then
explore peer mentorship programs that supporgkrbus studies.

Peer mentorship programs offer students an opportunity to build meaningful relationships
with others who can relate to their experienideomas( 2012) st at ed, APeer me

semiformal structure to enable students to make the transition hemhéglucation, make friends
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and take advantage of what is on offer academ

(p. 55). Peer programs are diverse in that they can be informal or formal, paid or volunteer, range

from small to significant complexetworks, and are flexible to a range of locations, technical

platforms,and events (de Lugt, 2020; Friberg et al., 2021; Gunn et al., 2017; Kift et al., 2010;

Morris, 2017). Collier (2017) defined mentorship as an arrangement where a person with more

experience would mentor someone with less. However, Morris (2017) asserted reverse

mentorship programsvhich contrast traditional mentoring arrangements by reversing

hierarchicarelationshipsmay offer expanded opportunities for postsecondary institutions

pursue. Another option is to pair mentees and mentors with significant age gaps (Sinclair &

Larson, 2018). The flexible format of peer mentoring programs invites opportunities for students

to access the support they néedbe successful because theg descuss topics ranging from

Amanaging workl oads, being responsible for fi

' iving/living away f Thomms20l®2,me56)f or t he first ti
Design After making the decision to implement peer mentorship prograne of the

first decisions is to decide how formal the program should be, which will be informed by the

program objectives and purpose (Ehrich & Hansford, 1988mas 2012). While formal

mentorship programs are better at supporting diverse comnsymitiermal programs are known

to have more longevity, as relationships tend to be more internally motivated (Friberg et al.,

2021). Wilson (2010) suggested taking a compr

designed to run as a frelttladed intevention across the first half of a semester, but informal

contact is often subsequently maiWiAdalareld bet w

Liva (2021) reported students appreciated centralized oversight, activities, training, and
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resources,rad exit interviews, as it enhanced the quality of the mentorship progreomas

(2012) reported,

Universitywi d e -ofua @t programmes in which peer ment
students are particularly successful because in capturing the whole opofatew
starters peer mentoring is not viewed by s

instead seen and accepted as part of the university culture. (p. 78)

Centralizing the oversight of the program also allows comprehensive marketing, as
coordinated recruitment events and orientation are prime opportunities to enhance the profile of
the programl(. Burnett & Larmar, 2011; Coulter et al., 2019; Rotar, 20Zhhmas(2012)
recommended, ARi gorous ment or neeelteoc tiipoan ra mde ntt
and mentors to ensure a good matcho (p. 80).
support, regular assessment, and improvement (Ehrich & Hansford, THa898as 2012). Rotar
(2021) claimed intentional structuring of activitjgraining opportunities, and incorporating an

adaptable feedback cycle improved student perceptions of program quality. Program assessment

can consider data collected from Astudent s, m
course evaluations,t uden't out comes, and infor mal and i n
p.17).

If the organizational context decentralizes peer mentorship activities in academic units,
the production of common resources could be managed centrally to facilitate acamples
approach (Kift et al., 2010). One benefit of decentralizing mentorship activities might be that
activities are embedded into the program and recognition is given through awarding academic
credit (Thomas 2012). Kift et al. (2010) advocated for detralized peer mentorship programs
in discipline specific programs that extend beyond the gbort buddysystem often associated

with orientation.
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The context and ambition will also inform the roles to implement. It might be helpful to
think about estaidhing roles that will attract candidates, as they will want to use the experience
on their resumes. Further, the role should reflect the activities involved. Roles are described in
many ways, and some examples include: peer mentors, peer leader, leaacimgstudent
learning advisors, student advocate, student ambassadors, orientation facilitators, peer support,
peer tutoring, peer helper, connecting link, resident hall assistant, and, trusted friend, to name a
few (Colvin & Ashman, 2010; Hoyt, 2021; Kkt al., 2010; Mayhew et al., 2016; Schmidt &
Kaufman, 2005). Colvin and Ashman (2010) reported role clarity is critical to mentorship
program implementation so that mentees and mentors know what is expected of their
participation, and Ehrichand Hangflor ( 1 999) menti oned role clarit
the program does not implyo (p. 102). Krikori
may strengthen the quality of didactic relationshipsnd revisiting aspirations consistently
helpst 0 moni t or | earning over timeo (p. 8).

Theories and Frameworks Recognizing the theories that ground peer helping programs
helps to clarify how the benefits amalized anastablishes the alignment to other experiences
offered in the university setting. Griffiths (2012) claimed peer mentorship programs are founded
onmentoring theory, which promotes dialogue and reciprocal learning, and Mayhew et al.
(2016) argued engaged learning drew from personal experiengegsounded i n the pr
advanced by Vygotsky (1978) and Piomecgohtd (p. 2
Tintobés (1975, 1993) theory of soci al i ntegr a
programs offers an ability to build upon matgvelopmentand learning theories that suit the

institutiondbs needs and context.



STUDENT-CENTRED SERVICES 65

Frameworks are alsan extension of the theoretical underpinnings that inform the
implementation of a peer mentorship program. A framework can help provide structure to
various activities planned for formalized programs. Friberg et al. (2021) modified a framework
designed bycKinsey (2016), whichnitially scaffolded activities into a threstage transition
procesofiment oring in, mentoring through, and men
(2021) argued that the mentorship process was nonlinear and nonhierarchaznandtrated
how an inclusive #dAcritical friendo (p. 400) m
dialogue, and unseen moments of enhanced leamitigpughthe example was neixplicitly
designedor first-year students, the takeaway is toagnizethatthe dynamic and contextually
situated relationship experiences benefit beyond any scaffolded leanéhgrogram
development should account for this expansive quality fdll@ving section explorethe many
benefits mentorship programs affe
Benefits In this section, | discuss the organizational benefits, followed by the benefits to
the mentee. | close with a discussion of benefits to the mentor.
Organizational The benefits peementorship programs offer organizations, mentees
and mentas are significant. Ender and Winston (1984, as cited in Schmidt and Kaufman (2005)
indicated institutions create peer mentorship programs for three reasons:
(1) the opportunity to offer experiential learning and leadership opportunities; (2) the
opportuniy to provide more programs at more flexible times for students; and (3) the

ability to allow more effective use of professional staff to those areas requiring
specialized expertise. (p. 249)

This presents a strong rationale for institutionplementingpeer mentorship programs
as they extend learning opportunities to students, expandémeicesand strengthen internal
capacities. Rotar (2021) claimdgd his strategy takes less effort from academic and

administrative staff 18gan Wnlysomh@2010) ceadead,
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systemically about transition leads us to the question of underutilised capacttye answer
more oftenthannotd§st udent sé6 ( p. 15). Senior students
the community buil ding pr otcagpstential mMeqgarswéré ) . Col |
plenty and were motivated to give back, which was a strong incentive to participatersvign
program engagement also builds organizational capacity, loyalty, and communication (Ehrich &
Hansford, 1999).

Mentee Peer mentorship programs have a long history of engaging students throughout
first-year activities, which greatly help studentsotigh the transition from high school to
postsecondary (Burge, 2018; de Lugt, 2020; Horvath et al., 2019; Hoyt, 2021; Lizzio & Wilson,
2010; Morrison et al., 2013; Tsang, 2020; Wilson, 2010; Winston & Ender, 1988). Many
researchers argue firgear peermet or shi p programs increase stud
self-efficacy, and connect students to services more readily, which leads to increases in student
retention (de Lugt, 2020; Schreiner et al., 20l mas 2012; Yomtov et al., 2017). Yomtov et
a.017) conducted research that confirmed fimen
integrated and connected to their university at the end of their first semester compared with
nonmentored studentso (p. 25). Stapdeeasthay may f
perceive them to be dall i n the same boat tog
emotional support, mentees benefit from having role models who can help provide academic
support and offer guidance for goal setting (Coll&&]7; Colvin & Ashman, 2010; Gunn et al.,
2017). Wilson (2010) added mentors also act a
gat herers, and change agentso (p. 15). It see

influence mentors providdat fill the gaps where the organization is limited to respond. Collier
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(2017) suggested this might be because the mentee and mentor share a common perspective of
experiencing the organization.

Mentor. In addition to the benefits for institutions and ne=s, there are also benefits to
mentors. Mentoring offers an altruistic and fulfilling experience, which ensaocdéidence and
life satisfaction (Ehrich & Hansford, 1999; Sinclair & Larson, 2018). Sinclair and Larson (2018)
expanded on the five pillarg gouth development proposed by Lereg¢ial.(2000) Sinclairand
Larsonclaimed peer mentorship programs benefit mentors in the areas of: competence,
character, confidence, connection, compassion. and connection. Mentors
gained leadship skills, gained a chance to share their experiences, and participated in planning
and organizing activities for menteesas ( Gunn
ef fective when they demonstr atceedddiAfHale& i bi | ity
Liva, 2021, p. 7), emphasig the importance of communication and relationdtigding skills.
Thomag(2012) expand#®on the topic of mentor benefits say that mentors benefitted from
practicing in these areas, as communication aifehsanagement were viewed as highly
valuable qualities to have by future employers. Mentors also benefited from the relationships
they built with other mentors (Colvin & Ashman, 2010). Clearly, mentorship programs provide
significant benefits to the orgamation, mentees, and mentors.

Challenges In this section, | discuss the organizatioctallengesfollowed by the
challengedo the mentee. | close with a discussioriwillengedo the mentor.

Organizational There are some challenges to implementiagr mentorship programs to
consider. While the organization leverages students, one widely available resource, it must also
invest other resources to ensure success. Hodges et al. (2013) claimed inadequate investment

impacts program effectiveness, whiauateracts the benefits of student retention. Ehrich and



STUDENT-CENTRED SERVICES 68

Hansford (1999) stated there must be strong organizational support and a culture that encouraged
participation. Collier (2017) described the resources required include: staffing to manage the
program space, technology, resource sites and social media, mentee recruitment and training
recurring costs, program administration costs, costs associated with group activities, as well as
program evaluation and assessment. Furtbeognizingand remuneratingnentors is also
recommended (Hodges et al., 20TBpmas 2012; Wilson, 2010)0rganizationsnaydecide to
increase their investment into existing programs and services, particularly if they are concerned
optimal student engagement will not fealized (Hoyt, 2021). One challenge, which likely
applies to any program, is that there can be challenges with implementing communication plans
and training opportunitied'homas 2012).

Mentee Benefits can also be challenges, depending on how thegreyed. Mentees
may feel uncomfortable when learning something new and may not feel they have the resilience
to entera relationship that introduces them to new ways of interacting. The mentee may have a
different perception of the level of engagemeantthe mentor does, and there may be some
challenges in communicating these interpersonal boundaries (Colvin & Ashman, 2010).
Engaging with the mentor may introduce unfamiliar topics and the benefits may not be obvious
initially. Friberg et al. (2021)cleae d, #fAi t requires participants t
of what often might be unseen opportunities, and become, in turn, transitional learners or
expertso (p. 407) .

Mentor. Despite the many benefits of participating as a mentor, there may be some risks
and challengedg:or exampleColvin and Ashman (2010) noted the time commitment, emotional
investment, lack of reciprocitynd interpersonal challenges were sometimes chailgmhoy

mentors to navigate. Ehrich and Hansford (1999) suggested some of the challenges could be
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mitigated by adequate planning and communication. Prior to implementation, institutions will
need taconsider their unique conteahddiscuss the multiple Ioefits and challenges. The next
section explorelndigenous peer mentorship programs.

Appr olarcchiigenous Peer Mentorship Progr ams

Peer mentorship programs for Indigenous students share many of the same benefits and
challenges previously discussed. Thest®n expanslon these benefits and challenges to
explore program elements that support Indigenous students specifically.

Peer mentorship programs are typically designed to support new students to transition to
the postsecondary environment, meet newétgeand build a sense of community (Hunt et al.,
2010; Loewen, 2018; Malatest & Associates Ltd., 2010; Rawana et al., 2015). Creating
opportunities to experience culturally relevant programming and student support allows students
to feel they belong (Hason, 2018; Universities Canada, 2020; Wesley & Bolduc, 2016). As
discussed previously, the holistic worldview emphasises the importance of nurturing
relationships. Rawana et al. (2015) reported peer mentorship programs were a natural extension
of Indigenows social relationships where elders, healers, and community meshlaeesultural
knowledge and valuefRawana et al. (2015) noted there were a total of 22 programs, 4 of them
located in the province of British Columbia. Universities Canada (2020) statee ar | y 60 % o
universities offer peeto-peer mentoring programs to createommunity on campus for
|l ndi genous studentso (p. 2), suggesting there
mentorship programs in recent years. Appedsummarizesndigenous peer mentorship
programs in case further exploration to inform design is desired.

Design Respecting the diversity of Indigenous traditions is paramount in the activities

planned (Cull et al., 2018; Rawana et 2015). Loewen (2018) claime@dProgramming should
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be purposeful and have clear outcomes for why a program is being offeiadtitutions should

seek to create programming that does more tha
Hunt et al. (2010) and Britton et §2020) suggested pesrentorship programs consider the

following principles in their design: contextually designed, relationshignted, culturally

relevant, fosters reciprocity, considers both individualized and holistic supports, and honors
Indigenouséaching and learning practices.

Rawana et al. (2015) <c¢l aimed, AAboriginal
receptive to mentorship programs, which may counteract historical aspects of colonialism that
Aboriginals [ I ndi gep duHuntetalq2010kirdicated menteosild a c e d 0
help create a welcoming environment by engagi
lateral violence, and the range of resources available both on anchofhipus o (p. 50) . 1
al. (2020) claimed a new environment is conducive to explotimgeracial identity as students
can engage in activities they may not have experienced previously. Some suggested activities
include fist ernytieltleirmg,tilvendsarning, and shar.i
5). Wesley and Bolduc (2016)uggest ed, Ainviting contemporary
sessions to engage students in a fresh and meaningful nigmosrdingarole model and
mentoring opportunities throughout essemt®mal enti r e
feature f@ any community gathering (Harrison, 2018). Both Rawana et al. (2015) and Loewen
(2018) suggested that including family members in activities and celebrations would also
enhance success as family members would relate to their experience. Including famiggns
and other community members as guest speakers utilizes af@mhation transition pedagogy
approach (Penitdwards & Donnison, 2014). Similar to other peer mentorship programs, senior

students can be recruited to be engaged and remuneratedif@ffibrts (Greenfield, 2020;
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Wilson, 2010). Engaging with senior students can help ensure activitiedearant anctan also
Afassist students in creating a stronger bond
p. 43). Thefollowing section expires the benefits of Indigenous peer mentorship programs, and
then the challengemreconsidered.

Benefits Peer mentorship programs improve wating and resiliency, honor Indigenous
traditions, strengthen cultural identity, foster belonging, and proleateing (Bruce & Marlin,
2012; Loewen, 2018; Rawana et al., 2015). Mentees appreciated having the opportunity to
di scuss a wide range of topics, which include
crises and the mentors were able to providegspor t or refer them to the
(Hunt et al., 2010, p. 51). Both Hunt et al. (2010) and Stahl et al. (2020) emphasized the most
impactful time for mentees wonnectwith mentors is within the first month studies andre
especially imprtant after the orientation activities conclude. Loewen (2018) mentioned the
mentorship programs also offered opportunities to connect with other students also being
ment oredo (par a.-lagingfrierdshipsh created | ong

Challenges Hunt et al. (201Pshared some challenges with implementing a peer
mentorship program as part of theE,NONET research project in Victoria, BC, and noted that
while the oneon-one support was helpful early in the transition to postsecondary, the informal
group eventswemnor e popul ar . It was also noted that t
positivelyi mpacted the perception of the programods
Approach:l malveesisvmed yEngagement Activities

In this section| introduce two models thapromote sekknowing, sensenaking, and
community buildingthelifespanmodel ofethnic-racialidentity (Marks et al., 2020) and the

compassionactive listening,learningcommunity,mindfulness(CALM) contemplative model
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(Krikorian, 2020). Bottmodels offer a framework for scaffolding learning activities that
promote holistic welbeing (Krikorian, 2020; Marks et al., 2020).
Both Marks et al. (2020) and Mezirow (1997) emphasthatthe affective, cognitive,
and behavioural processaifow individuals tomake sensef their lived experiences and form
new connections with the worl@helifespanmodel ofethnic racialidentity (Marks et al., 2020)
and the CALMcontemplative model (Krikorian, 2020) promote salfareness, intersectional
awarenesgglational skills, and hea an orientation to building community through leveraging
sharedived experience (Dayton & Rogoff, 2013; Krikorian, 2020; Marks et al., 2020).
Adopting an ethnigacial framework to create engagement activities npgbinote
respecting diversity and becoming more inclusive (Marks et al., 2020). Marks et al. (2020)
outlined possible applications using afective, behaviairral, andcognitivego a I(ABE)
engagemerftamework and suggested activities for specificdif@ges. For emple, activities
could be designed for thiée stagefi st ar t i ng a r(Manks et al. 22820l 1160)to o d 0
Afcombat experiences of marginalization (e.g.
hi gher educat i o(p. 160yTHegorls oftkis astieity dlignnvigheach element
of the ABC frameworkfibuild ethnicracial behavioral competencies (B);. counteract self
stereotyping, reduce implicit biases (C); create and maintain supportive and responsive
systems to endystemic discriminatory policies and procedy®®/C)0 ( Mar ks et al
pp. 159 160). Kahu (2013) presented an extensive analysis of student engagement literature and
introduced an integrated and holistic model alongside the more renowned empladfgEstpn
behavior, and cognitiors€e als&ahu & Nelson, 2018)\While Marks et al. (2020) ABC
frameworkwas not published in time fétahuto consider irheranalysis, Kahunay have

categorized Marks et al.62020) ABC framework as one of the more insggdengagement
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models. The suggested applications seem to contribute to both the process of engatptinent
outcome (Kahu & Nelson, 2018; Marks et al., 2020).

In contrast taViarks et al. (2020) ABC framewoyKrikorian (2020 suggestethe
CALM contempative model can be structured around the CALM principles to achieve
competencies related to s&liowing, community learning, and navigating difference. While
Krikoriands (2020) CALM contemplative model d
cognitive, and behavioural constructs, the suggested activities could realistically achieverthis.
example, several activities promoted compassion, listening, learning in the community, and
mi ndfulness, as follows: the ikmemAaEssdonat e R
promotes compassion; the -iyYOnmo& no tCloanmu n2 @ AQ )i ¢
promotes active |istening; the ADidactic Rel a
(p-9) , and AMut ual-Lydng&rPetlam20) s( f .Crobo®)k promotes |
community; and AStorytelling (Pal me-Bhalat al . ,
2009)0 (p. 10) promote mindfulness.

In summary, this section discussed the transition process of development (Gale & Parker,
2014) and summarized that it included the concepts of identity, learning, engagement, and
belonging. Peer mentorship prograamsl diversityinclusive engagement activitiegere
explored as an activity that suppmextsecionst uden
explores transition as a process of becoming (Gale & Parker, 2014).
Process 3Transition as Becoming
Pr i n cEinploenver

Empowerment requires a balance of encouraging high standards and nurturing strengths

in a relationally supportive mannes that students are actively engaged and thriving (Fairlamb,
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2020; Hrabowski et al., 2019; Mathern & Toner, 2020; N. A. Peterson, 2014). Korbel et al.
(2011) outlined research that claimed academic success was enhanced when students were
provided opportutties to practice independent decision making and personal awareness.
Exploring what brings meaning ® t u d levesis sn@ way to promote empowermé¢Berger,
2019; Wilson, 2010). Students improve their ability to-setfulate and take empowered action
when they Aidentify personally relevant 1issue
(Wilson, 2010, p. 14). Finding meaning can connect thigir intentionsvhenenrolling in
postsecondary education, for example.

Kahu and Nelson (2018) argued institutiafenapproach student support programming
with a deficitmindset andimit their focus to providing a combination of either skillilding or
socialization activitiesTheyclaimedempowering diverse identities and experierstesuld be
given more attentiarKuh (1995) suggestefiEncouraging [students] to develop more
complicated views, b(@.tl46)syppeortes mtagiad leeeanmgt ac ad e mi ¢
promoted an open mindnd ashift away from thinking too rigidlyPostsecondary institutions
can empower students by giving space to issues that matter to them and engaging them to thrive
by including them in dialogue, important institutidrol@cisionsand cocreating services and
programming (Damali et al., 2020; Schreiner, 2010). Sometimes empowering attereiging
asafe space for students to learn about themselves and come to terms with their identities.
Fitzsi mmons ¢éflaciob Eequires active engagemént of the heart and how this
heart relates to a more wholesome |ife world
explained iStudentAffairs professionals accept that college is a critical period of life during
which students discover a meaningful identity and develop core values for how they will

perceive and experience their adult liveo (p.
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Williams et al. (2020) and Marks et al. (2020) advocated for enhancing-etuiat
identities to improethequaly of studentsdé | i th&seatindsappdktsto et al
counteract internalized negative belief systems improved academic sacdessated healthy
psychological habits and other positive effects long after the studies had been completed.
Fitzsimmons (2015)lescribpednt er nal i zed bel i ef systems as fbl
oppression because of their own fear of freedom in learning situations or a lack of knowledge of
what exactly t2R2)Mezifow (@997 knawn foslereloping theories
associated with transformational learningntented learning requires supgad increase
critical reflection of personal experience through discourse and imaginative prebldnyg, as
Al earning is a soci al process, and discour se
Engagement activitiehat promote reflecting on identityith others, thereforesupport
transformative learning
ApprescBr iPdrgoignrga ms

Bridging programs can help students at all levels as they allow students to experience
their institution of choice, while building confidence in a supportive environénto (2005)
stated,

It is unfortunately the case that more than a few students enter the university

insufficiently prepared for the rigors of university study. For them, as well as for others,

the availability of academic support for instancéhie form of developmental education

courses, tutoring, study groups, and academic support programs such as supplemental
instruction is an important condition for their continuation in the university. (p. 3)

Postsecondary institutions have adapted to rhéeheed by delivering a range of
programs These programisclude summer bridge programs, Adult Basic Education programs,
accelerated learning opportunities, workshops, experientialtdésmsniliarize withthe campus
as well as supplemental instructittnprepare students to advance in their studies (Crawford et

al., 2016; de Lugt, 2020; Desierto & De Maio, 2021; G. M. Greenfield et al., 2013). Many
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institutions schedule these opportunities in the months preceding formal studies (de Lugt, 2020;
G. M. Greenfield et al., 2013; Hatch et al., 2016; McKeown et al., 2018). Greenfield et al. (2013)
noted transition progrant®uldbe disciplinespecific, engage specific populations and support
networks, and vary in timing and duration. The varietpriadging programsis vast andnay
intentionally support all transitioprocesses related taduction, development or becoming

(Gale & Parker, 2014). The next section faesspecifically on transition programs that support
Indigenous student populations.

Approach: Indigenous Bridging Programs Returning to Harriso@s (2018) stages of
the indigenization journey as analogous to the learning experience of transitioning to
postsecondary studies, tinieageryof | aunching a boat and having
totedace where we will discover what we need to
fitting introduction to the purpose of Indigenous bridging programs. For this research, bridging
programs have been defined as curricular@uirricular experiences which prepare students
for the next stage of their educational experience. The term next stage was intentionally vague as
the level of student varies from puaiversity level to firstyear university level. It seems there is
no ore way.

Bridging programs appear to be diverse, as they support a range of students with diverse
academic and social needs. According to the Universities Canada (n.d.) website, a survey of
Indigenous Education members in 2015 reported that 69% of uniesrsitered transition
programs, defined as fAoutreach programs in I|In
mentorship for Indigenous students tdd s ear |l y as the el ementary s
numbers section, para. 6). Malatest and Associategf. ( 2010) <cl ai med HAAboOT

[Indigenous] access programs last approximately 8 to 12 months, with options for extension if
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neede doHo(gverin mybréview there was greater diversity founsthich | explored
next.
| have gathered a small samplioigbridging programs that serve Indigenous students in
Canada. This list is available antable inAppendixB. The program samples vary in the entry
requirements, duration, cocurricular activities offered, tuition fees and funding supports, and in
the anount of credit earned for transfer to an undergraduate program. The programs have been
roughly categorized, starting with no academic content, moving tamversity level studies,
and then finally, universityevel academic content. The common threadugh each of these
program types is they all include culturally and contextually specific programming and support
for Indigenous students. The categoiiethetablepresented in Appendix Bre (a) Indigenous
holistic support programs; (b) Academic Pnggi@mn and Cocurricular support, and (c) Transition
Support programs. The following section explores each of these categories, starting with
programs thathaveno academic content. Thdrexploreprograms with academic preparation
and cocurricular contenFEinally, | discussprograms with universityevel and cocurricular
content.
Approach: IndigenousHolistic Support Programs. The first category of Indigenous
bridging programs is categorized as Indigenmlstic support programs. As outlined in the
pre ous section, supports put in place for I ndi
and contextwually relevanto (Greenfield, 2020,
Integral to an Indigenous worldview is the value placed on preparing to undertake a
significant journey. Preparation typically involves ceremony, such as smudging or

praying, to provide safety and guidance for those involved in the journey. The ceremony
also provides time to reflect and consider the purpose of a journey. (p. 8)

The two prgram examples noted the &ablein Appendix Bdescribe distinctive and

welcoming opportunities for Indigenous students to be acknowledgeclitugally supportive
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way. In addition to beingulturally supportivethe programgncourageelational and holistic
wellness. Wesley and Bolduc (2016) acknowledged that each student will connect to their
cultural practices and ancestries differently. Wesley and Bolduc (2016) elaborated on supports
often offered and s tithadeqiately@duippedcultaral npenttega r e me d |
variety of cultural events, and regul ar acces
perform a requested ceremonyo (p. 34). Rawana
contemporary issuesaght Abor i gi nal 6s [ | ndpregaavingand peopl e s ]
strengthening their ethnic and cul tural i dent

Cull et al. (2018) and McKeown et al. (2018) claimed Indigenous programs and services
enable communitynembergo developsupport students in feeling connected to their Indigenous
identities and improve student success. Engaging the Indigenous community is paramount in the
planning and implementation of these programs. Miron and Wabano (2017) noted the
i mportancg pht hwagatt hat are relevant to I ndi
needd0 (p. 16). A unique feature of I ndigenous s
surrounding communities in contrast to other student service areas (Malatest&atessbtd.,
2010). Educational institutions can demonstrate Indigenous students are welcome by creating
space, supporting culturacttivities,and programming (Cull et al., 2018; E. Greenfield, 2020;
Harrison, 2018; McKeown et al., 2018; Tinto, 2005; Wgst Bolduc, 2016).

Approach: Academic Preparation and Cocurricular Support Programs The second
category of programs in Table 1 show programs categorized as academic preparation and
cocurricular support. These programs enable Indigenous learners to teoagulgional
education to prepare for universigvel studies in a supportive environment. These programs

mi ght Dblur the | ines of Gale and Parkeros (20
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Atransition as becomi ngo dgntpto salisfy BigschooBo me pr ogr
graduation requirements, while others allow students to refresh their academic knowledge. Other
programs allow multiple academic achievements to be completed at the same time. Access
pathways improve the ability for Indigencsisidents to achieve postsecondary education (Cull et
al., 2018; E. Greenfield, 2020; McKeown et al., 2018; Miron & Wabano, 2017; Restoule, 2011).
Mc Keown et al. (2018) described access progr a
introduction to thgostsecondary institution or an opportunity to gain the necessary
gualifications to enter their program of choi
are available for local high school students, creating pathways for them to gradusgtehngh
and earn credit towards their postsecondary education. Dbmxedson et al. (2017) noted the
geographical proximity to the South Island Partnership program is a likely factor in Dual Credit
enrolment patterns in the province of BC, particularlyft@nSouth Island.

Approach: University-Level and Cocurricular Support Programs. The third category
includes programs that provide univerdigyel and cocurricular support and enable Indigenous
learners to pursue postsecondary level education in a swepamivironment. While it might
seem this category of programming offers an experience no different than if a regular academic
program with access to Indigenous support services, it appears the programs offevassdrt
programming. While this might bénsilar to the approach taken at RRU, it suggests a
contextually specific adaptation for the universities offering the program. Each of the program
samples offer different levels of cultural support. While the Indigenous cocurricular
programming appears nmeoprevalent in the programs offered at Nipissing University and Simon
Fraser University, all sample programs allow students to obtain credit towards their subsequent

programs. Miron and Wabano (2017) noted that the growth in Indigenous pathway programs is
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rapidly growing, so this list of available bridging programs is sure to expand Hoemext
section exploreother approaches to student support services.
Appreac8tudent Support Services

In addition to bridging programs, other approaches to stisigpiort services engage
students and facilitate t hei(Gaeg&Parket, 2014 owar ds
p. 738). The student support services explored in this section are academic advising
methodologies and methods, as well as two overarcipipgpaches to student support coaching,
life-coaching and performance coach{B@lton & Croshy, 2014)

Approach: Academic Advising This section includes the purpose, which is followed by
the designThe section closes with a discussionamvising methodologies.

Purpose.The advisor is an accessible practical resource for students at a postsecondary
institution. While academic advising has been
Parker, 2014, p. 738), academic advising practices are situated on a dimemsiorfiffor ansi t i o
as developmento to Atransition as becomingo (
orientation of the role varies, depending on the organizational context, needs and overall student
support strategy. L oefpgtudertsGdéndify chacesaahdendke fadvi s o
responsible decisiofdsan inescapable facet of so many dimensior&udentAffairs, from
residenti al l'ife and financi al 4di3dAdvising,esar eer
a profession has evolvewsificantly over time (Cook, 2009; Shaffer et al., 2010). Greenfield et
al. (2013) noted RAadvising approaches and str
into a developmental and holistic processas [students] forge, explore, and purthesr
academic and career goals, thereby making academic advisors critical advocates for student

successo (p. 37). Keston and Goodridge (2015)
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advising practice, Aprescri pmene d develR8BMentS
popular advising methods are provided using these broad categories as a guiding framework in
this section.

Design Organizationally, academic advising can be accomplished in several ways.

McFarlane (2017) claimed institutions shoulahsider the means they have available to

Afconceive the most integrative and holistic s
desired advising outcomeso (para. 2). King (1
considered in the designofwwd si ng practices, fAthe mission of

student population, the role of the faculty, and the programs, as well as policies and procedures

of the institutiono (p. 47). Cook (iBgD09) argu
curricula, students and faculty roles have all affected the means in which students have been
advisedo (p. 18) . King (1993) claimed there w
empl oy e d-on fi(fy. 843, i Whickstudents are assigned toiadividual faculty

me mber ; A s u(pB4).enmbichgemeralyinbormation is presented centrally but faculty
have oversight (p.84),indvieicbcerdral advising mamages la portion of the
population or a specific period of tim@&;d u @.34)in whicheach student has a faculty and
central i zed ntdépki3ddn whichMiereaceéntadlized advisors manage for a
specified period of ti me onp. d)mwhidheachdagultyior e me nt
programmanages their students with rondeantnreadldi z e c
(p- 34)in whichall students receive centralized advising support for the duration of their studies.

King (1993) and Long (2012) recommended the centratiziadtintakemodel as it provided

accessible higlguality management in a resowekéective manner, where professional staff

coordinated with other parts of campus to ease faculty workloads and provide students with
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current information. Long (2012) and Shaffer et ab1(@) added a centralized office may assist

to mitigate the perception of biaBhomas(2012) shared how thetal-intake dualandsatellite

delivery models proposed by King (1993) could be combined when an institution expands to

multiple campusedhomag( 2012) st ated, ARAt | east one stude
faculty, and where a faculty is located on more than one campus, it will have a student advisor

| ocated at each site. The role is man#®&ged cen
an institution grows, finding a mechanism to manage advising consultations demands intentional
development of technological solutions that can serve as conduits for many campus stakeholders
(Afify & Nasr, 2017; Keston & Goodridge, 2015).

Methodology There are many methodologies and methods of academic advising
practice. These methodologies and methods are explored in this section.

Prescriptive Keston and Goodridge (2015) defined prescriptive advising practices as
activities wher dheiired addoe giversby aduisors,making ddwsors solely
responsible for the decisiitma ki ng processo (p. 233). Prescrip
the program curriculum or institutional policy more than the actual advising practice itself. In
these casespandatoryadvising (Karp, 2016; Makin&anehiro, 2018; McFarlane, 2017) or
Studervat-risk (Steingass & Sykes, 2006) advising practices may be employed to help students
at risk of withdrawal. Making<anehiro (2018) shared practical experientienplementing
mandatory advising and argued it may be more of an integrated approach than it appears on the
surface. This suggests that some advising practices need to be classified by their practice and not
title, as these advising practices might bepmed agprescriptive wherthey are instead

engagement or integrathariented. Butler et al. (2016) affirmed this analysis by confirming that
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both the student and institution have obligations, which contrasts the prescriptive advising
definition offeredby Keston and Goodridge (2015). Butler et al. (2016) stated,
It is the responsibility of the institutions to provide advising, counseling, services and
programs that help students clear academic probation and persist to graduation. However,

it is the resposibility of students to put in the effort and time required for clearing
probation and improving academic performance. (p. 1)

Therefore, it seems prescriptive advising might be an elusive, and perhaps dated practice.
It instead refers to the overarchimgiitutional mandates that require specific requirements to
qualify for graduation, and therefore be a policy rather than a practice.

DevelopmentalDevelopmental advising is aligned with the Student Affairs vision of
transforming the studettirough ouof-classroom learning (Cook, 2009; King, 1993; Long,
2012). Keston and Goodridge (2015) defined developmental advising practices as activities in
which Athe advisor directs the smakingeraocessiso t he
shared between both parties with more responsibility being placed on the student, thus fostering
a higher | evel of st ud e gingdevelopreeptaiadpmeessalso ((p. 2
suggests the definition for developmental advising is too sigitted. Therefore, some of the
examples presented are likely more aligned withetigagement advisingategory; however,
they are presented here as some activities might be achieved in shorter durations (Keston &
Goodridge, 2015). Some examples incluglgdoratory advising(Spight, 2020; Workman, 2015)
andcareer advisingMenke, 2016; Vasold Fischer & Nelson, 2018).

Developmental advising is a popular practice that is continually evolving. Cook (2009)
noted developmental advising became popular forty y@gsand Donaldson et al. (2020)
indicated they were still used but often integrated with other advising practices. However,
Gordon (1994) contested the developmental approach was overly ideal, and countered logistical

issues, such as high advising wodds, limited professional expertise and/or training
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opportunities, student perceptions, inadequate resourcing, optional service arrangements,
autonomous and decentralized delivery structures, limited philosophical campus integration,
limited awareness otbdity to support atrisk or diverse populations, and limited time to conduct
research and improve service practices. Regardless, learning about how students are
experiencing their education provides an opportunity to offer suggestions and referrals (Young
Jones et al., 2013). Workman (2015) suggested one area often overlooked, particularly for
students who were undecided in their academic
in a studentodés | ife and theewbBbys pacestsnsmay( |
Although this can be a challenging position to navigate, it may be useful to expand the topic
areas developmental advisors attend to.

EngagedKest on and Goodridge (2015) defined en
of developnental advising, with increased studentt vi sor meetingso (p. 233
include:first-year advisingChojnacki & Emmanuel, 2018; Ellis & Rangel, 2018; Wilson,
2010);proactive or intrusive advisin(Kitchen et al., 2021; McPherson et al., 200&rtham,
2014);appreciative advisingAppreciative Advisingn.d.; Butler et al., 2016; Workman, 2015);
problembased advisingMuneno, 2021); andyroup advisingg Acevedo Gi |l & Zer qu
Donaldson et al., 2020; Karp, 2016).

Firstyear advisors forman enduring relationship with incoming students, particularly if
there are many opportunities to engage, and for this reason | have categorized the approach in the
engagement at egory (Keston & Goodridge, 2015). Wil
respond to student needs and concerns, providing commencing students with a local, predictable,
nonjudgmental and accessible point of contact at the most critical and formative phase of their

university experienceo ( p-yearZajlvisingwauld kenmaproved 2 01 5)
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by integrating individual meetings at the start of the term and by providing structured resources

to Ahelp the student think through their inte
connecti ons t 00).Eiratyearadvisdrsioffet adange of(agtivitieslthat promote
sustained engagement with thstitution andhave a positive influence on student success

(Young Jones et al ., 2013).

Intrusive advising has been a practice sib@é5 andvas originally intoduced as a
retention strategy (Cook, 2009). Kitchen et al. (2021) clarified intrusive advising was the same as
proactive advising, which may be a better term to use today. Kitchen et al. (2021) concluded
proactive advi sing wa stsoflpeescriptive dnd Oeyelopnemanb i ned e
advising, and typically includes discussions about course selection, choice of major, career goals,
college adjustment, academic planning, personal issues, time management, and strategies for
achieving successo (p. 32) .

Appreciative advising is a strengiased approach based on the aetidganted research
methodology, appreciative inquiry (Appreciative Advising, n.d.). Kitchen et al. (2021) stated,
AStudents over wh el middiigtbrigntedapgroach staffdobkevlent he non
of fering interpersonal support and it appeare
abilities to improve and do well o (p. 38).

While limited studies can be found that support problesed advisingsaa wellused
approach, the connection to this study invites some acknowledgement. Muneno (2021) shared a
problembased activity conducted at t hseggedted, ver si ty

Problembased Advising can be an effective platform for adkg to orient new students

to campus in an engaging and empowering way. It is also an innovative approach to

fostering collaboration and camaraderie among new students and developing group
facilitatorsdé | eadership skills. (para. 18
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Group advising is sekéxplanatory, however many of the other practices described above
can be implemented in a grofgrmat. Group advising can be cost effective and service
oriented.
Integrated.Keston and Goodridge (2015) defined integrated advising practices as all
other pactice categories, prescriptive, developmental and engagement combined. Contemporary
practices involve integrating various activities to provide cordpecific and studergentred
advising approaches and aiming to select the methods most suited tadhiersiSome
examples include enhanced advising programs (Donaldson et al., 2020; Karp, 2016); storytelling,
narrative, or dialogic (Lieberman Colgan, 2016; Pizzolato, 2006; Snyder & Zona, 2019),
technologymediated advising (Afify & Nasr, 2017; Donaldsetal., 2020; Hu, 2020), and, as
mentioned previously, mandatory (MakiK@anehiro, 2018; McFarlane, 2017), and stuesnt
risk advising (Steingass & Sykes, 2006)0w consider ach of these approaches separately.
Donal dson et al . rced@adiBing programs typicalleirtlude fhée n h a
assignment of a specific academic advisor to each student, required student participation in
advising activities, and intensive advising sessions that address both academic and nonacademic
devel op me Karpd(20{6pprovide® gn example of an enhanced advising program at a
community college that enrolled a higher minority student population and indicated the program
integrated the following:
Streamlined curricular options aid in program planning while samebusly focusing
advising conver s atéermacademicand cardeiugdatgsaldos 6 | on g
includes mandatory advising aimed at creating strong relationships among students and

advisors and an early warning system to identify struggling studertsat advisors can
connect them to jush-time services. (p. 39)

Storytelling, narrative, or dialogic advising takes an empowered and stetered
approach. Pizzolato (2006) claimedstorye | | i ng advising practices

construted, and relativistic learning arfstudents would bedimultaneously pushed to become

W (
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critical thinker s, act autonomously, and func
Storytelinge mp owe r s s-knovdeege sl hay deeal chilturaliyppropriate method for

the I ndigenous student community (Deer & Falk
2015; Pizzolato, 2006; Williams et al., 2020).

While notimplemented on its owriechnologymediated advising practice is seen as a
complementgy and expected service aisbften integrated to increase the quality and offset
resourceantensive faceo-face services (Donaldson et al., 2020). In many ways, technology is
seen as the solution to many of s(l99é)critiqugaf st i c a
developmental practiceaised previously n t he A Met hodol ogathbugsect i on
Hu (2020) stated it was fimost effect iporson when
or synchr oni 915) Tehnalogymediated gracticésgncompass: tfsendly
web-based information, studemtformation systems, degree audit systems, engagecaphire
or transaction management systeraageising systems, learning management systems,
personalized learning pfatms, virtual engagement platforms, communication management
systemsartificial intelligence systems, early alert systems, social media systems, and the
innovations increase every day (Afify & Nasr, 2017; Ekman et al., 2020; Hatch et al., 2016; Hu,
2020;Ipperciel, 2020; Schmidt & Kaufman, 2005). Hu (2020) recommended advisors use three
strategies in the postpandemic world to enable equal access to techfiologyr t ual connec
pre- and postadvising reflection and #person or virtual synchronisticad si ngoThére. 916)
are many opportunities to deliver studeehtred advising experiences to studeres/ing
discussd advising opportunitiesn the next sectiohintroduceanother complementary roléat

of success coaches.
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Approach: Success Coachekike advisors, success coaches promote student success
through intentional engagemeAithoughthere are many similarities to the advisor role, success
coaches provide a more personalised approach to supporting students while minimizing t
perception of authority. Neuhauser and Weber (2011) clarified,

The student success coach modekdghasizes the need for students to receive

permission from the coach (as an advisor) to enroll, or change courses, and instead

creates a relationship thatovides guidance and support at multiple interactions, both
formal and informal. (p. 48)

Success coaching is grounded in psyshoial development theories and aimed at
improving the quality of life and complements the overarching premise of suppbeimgble
student (Dalton & Crosby, 2014, P. Gi bbs, 201
psychology and | earning theory have converged
(p- 5). In many ways, coaching seems bBlgpreciative advisig (Appreciative Advising, n.d.) or
dialogic advisingLieberman Colgan, 2016); however, coaching focuses entirely on the student
experience and dialogic advising moves fluidly between institdftionsed objectives, using
dialogic advising as a tool togride studententred advice (Keen, 2014; Lieberman Colgan,

2016).

ApproachesThe context matters when planning the focus of success coaching efforts.
Success coaching is not a common service offered at most postsecondary institutions, but some
researcherargue it is an emerging practice (Cintron et al., 2017; T. Gibbs & Larcus, 2015;

Griffiths, 2012). The role of a success coach can be adapted to support specific student
populations, portions of the student life cycle, and can focus discretely onellioypic area or
be expansive to be all encompassibglton and Crosby (2014) observed two interconnected
categories of coachintife coachingandperformance coachingnd these categories frame the

discussion of each of the coaching areas introdudsmde areas dffe coachingfocus include
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recruitment coachingHoover, 2011)|ndigenous student coachifBruce & Marlin, 2012;
LHall & Wil kes, 2015; OO0 T bdisticenpnacaderi&cpactihgwana e
(Felix & Lerner, 2017; TGibbs & Lacus, 2015; Karp, 2016fyst-year transition coaching
(Cintron et al., 2017; Dalton & Crosby, 2014; de Lugt, 2020; Donaldson et al., 2020; Farrell,
2007; Mathern & Toner, 2020peermentor coachingBettinger & Baker, 2014; Freedman et
al., 2018; Griffths, 2012; Rawana et al., 2015), and some areas of performance coaching include
academic coachinf Acevedo Gil & Zerquera, 2016; Al 1l en
2011), andstudenat-risk coaching/Avant et al., 2021; Cintron et al., 201 Thesedifferent
approaches to coachimgeexplored in this section.

Life-Coaching.Dalton and Crosby (2014) described4iffeo a ¢ h ibeirggcoaching i
which refers to the emotional, spiritual, and
(p. 61). Coaching supports reflective, experiential, and aaitnted learning (Griffiths, 2012).
A success coach can suggest resources, provide dmagitgd guidance, orient students to
develop their personal goals and provide authentthermoment feedback to students (Dalton
& Crosby, 2014). Lifecoaching can have many different orientations, such as Indigenous
orientation coaching, holistic nona&adic coaching, firsyear transition coaching, recruitment
coaching, peecoaching, and technologgnabled coaching.discuss hese different orientations
in this section.

First-Year Transition Coachindhe first year of postsecondary education providagsy
new experiences and postsecondary education institutions offer many different approaches to
support st ude n tyéastrarsition coach mle offéarhamotherioptientto add to the
first-year student service repertoire. Coaches can abeésst pointof contact to help the

student navigate other supports and resources (Cintron et al., 2017; Dalton & Crosby, 2014; de
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Lugt, 2020; Mathern & Toner, 2020). Figte ar tr ansi ti on coaches act
resourceneutral to other relatieships the studemingageg¢Dalton & Crosby, 2014).

Depending on the institutionbds strategy, t
enrollment, acting as a recruitment coach (Hoover, 2011), or work in parallel to othgedrst
experience activities (Maern & Toner, 2020). Cintron et al. (2017) mentioned-frestr
transition coaches help students adjust preconceived expectations and create action plans through
regular engagement, which resulted in increased academic performance and retention. Farrell
(2007) noted critics may contest that coaching displaces the independent learning central to the
first-year experience, but countered that receiving feedback is a valuable skill to learn. The
argument countered by Farrell (2007) was substantiated by &if#012) research, which
positioned coaching as a strategy that supports transformational experiential learning.

Holistic Nonacademic Coachinblolistic nonacademic support coaching attends to the
cognitive, behavioural, and social dimensionsdafudent s6 | i ves (Gibbs, 2C
argued four key mechanisms need to be holistically integrelafying aspirations, enhancing
commitment, developing college kndvow, making college life feasible and fostering the
creation of social relatiohgps. Gibbs and Larcus (2015) referred to holistic models as having
nine interconnected di mensions: fcareer, crea
intellectual, physical, soci a-basedapprdactswili r i t ual
nurture the coaching relationship and promote student success and a thriving community (Gibbs,
2017; Schreiner, 2010). Gibbs and Larcus (2015) described the activities involved as follows:

Coaches facilitate opeended conversations with students to help theake progress

toward theirseh dent i fi ed goals while simultaneous|

create the life they would prefer to be living. Coaches may augment the work occurring

within the coaching sessions by providing additional resourcastér-session work
(e.g., TED talks, online articles, evidergased interventions from positive psychology).
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Coaches also facilitate referrals to other campus services to complement coaching in
supporting studentsd develgogsni28 and accom

Implementing holistic coaching can be managed by creating a wellness coach program (Gibbs,
2017), integrating wellness coaching into a student wellness centre (Felix & Lerner, 2017), or
outsourcing to an external vendor (Keen, 2014). Agaminstitutionalcontext matters when
making this decision.

An Indigenous Orientation to Coachiribhe distinctive feature of Indigenous coaching
programs is that they honor Indigenous knowledgepaactices andre proficient at sharing
relevantandmpr opri ate resources (Bruce & Marlin, 2C¢C
discussing Indigenous success coaches seemed to use the terms mentor more readily than coach,
which may support the claim coaching activities are an emerging student servicél Hlsole
that mentorship is more aligned with cultural practices of reciprocity and the importance of
community relationships. O6Toole (2015) state
the course of study, acting as a support and a safety nettn s pi r e, moti vate, ar
(p- 10), and emphasized the relationship continued until the goal was met. This description
seemed similar to what a mentorship program m
described the mentor relationship aguéde to navigate new experiences and environments.
While this definition was more suited to Indigenous mentorship programs in the work
environment, the suggestion did allude to sharing personal experience. Lim (2015) clarified,

Both coaches and mentonsceurage selimprovement and provide a safe setting for
honest shar i neceatdauntibnablefsteps,aanbefermatlyengaged, and

are professionally trained, and strategize
Ament or s pehasedionpersoaal expeiences, are experienced in a specific role
or industry, help based on goodwill, usual

|l diddé approach. (par a. 1)

| explore tirther consideration of Indigenous mentorship progranassubsequent section.
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PeerCoaching While peer mentorship programs are more prevalent in the literature,
peer coaching was also mentioned. Griffiths (2012) claimed there were two forms of peer
coaching, expertoachingand reciprocal coaching, distinguished by relational authority and
formality. Reciprocal coaching seefiilee peer mentorshifyutthere might be more structure in
interchangingeedback (Griffiths, 2012; Hoyt, 2021). It could be argued that mentorship
programs also provide feedbagskaking the mentorship and coaching approaches similar. Tsang
(2020) acknowledged the diversity in mentorship programs contribuédadk of clarity. Keen
(2014) debated the challenges of implementing-pased coaching pregms and noted the
risks related to fireliability, supervision, a
confidentiality and other di mensions that prof e
students are best situated to infloemtherstudents anglay a key role in fostering an engaged
culture (Keen, 2014). TGibbs and Larcus (2015) outlined the training provided to student
coaches, whichincluda combi nati on of #fAclassroom | earnin.
mentorshipad ¢ o n s u | 23)aRegaadless of thp approach, Freedman et al. (2018)
recommended five lessons for buildingapees ac hi ng pr ogr am: Ado your
things, |l eave it open, make it accessible and
PerformanceCoachingDal t on and Crosby (2014)..stated,
refers to the outer | ife such as career, soci
explores academic coaching and stuetsk coachingwhich are approaches dgsed to
i mprove studentsodo academic performance
Academic CoachincAcademic support is the more traditional role associated with
supporting student success. The use of the term coach might not be as prevalent as academic

support, supplemental instructidn;class tutors, or even, remedial instruction in the literature
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(Dalton & Croshy, 2014, Griffiths, 2012; Schmidt & Kaufman, 2005). However, several
references were made which invite some exploration of how academic coaching could be of
benef it [ &Zerguea,@L6; Bruce & Marlin, 2012; Dalton & Crosby, 2014; Gamble

& Crouse, 2020; Griffiths, 2012; Keen, 2014). Tinto (2012) arguedyf@at success was

enhanced when academic support was Adaligned a
classroom ( p. 5) . -eAcfa dceanciyc dseevlefl ops over time thro
influenti al individuals and allieso (Kitchen
An academic coach is positi on eeddstobaveonwretineemi | i a

than instructors, anchnencourage the studentiset hei r st udy pl an (Acevec
2016). In contrast to a defiaitrientation more typical of remedial instruction, academic
coaching can build on treet u d grangteg&chmidt & Kaufman, 2005; Schreiner, 2010).
Academic coaching may be just one tool to leverage among a wide range of support services, but
it does have many benefits to consider.

Studerdat-Risk CoachingCoaching studemsatrisk emphasizes intentionalgport
delivered to students who are struggling or belong to populations that experience additional
barriers. Cintron et al. (2017) described it
academic success and engagement on campus by using mgderhework of sel
assessment, problem solving and goal settingbo
from multiple support services, and Hoyt (2021) found the more supports students accessed, the
more successful they were able to pergust lae successful in their studies.

In addition to the benefits of the coach approach discussed thus far, a-aitrisnt
coach might be better positioned to identify more serious concerns, be well versed in crisis

management, specialize in a broader eapigappropriate resources, and provide follgato
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help students move past unique circumstances. Avant et al. (2021) advocated for dedicated
resources to help formgouthin-care students navigate through the many systems they interact
with and the trasitions they experience. Rotar (2021) argued reducing the time between
identification of a problem and working to design an intervention improved retention. Uink et al.
(2019) identified
[Students were at risk if theyg) were disengaged from their coai study (ascertained
by checking whether the student has |l ogged
system to access course material and checked university email); (b) not attending the
Centre and/or classes and (c) have psychological and/orcphlysiitations to studying
and no current equity/disabilities/medical support plan; (d) had not submitted course

assignments or submitted late; or (e) were studying in a psychosocial context (e.g., living
away from home) that requires additional supp@t6)

These identification markers rely on collecting information from a broad range of sources and
tend to solicit formal program initiatives to help students get back on track. This requires the
ability to coordinate with multiple areas across campus.

A topic that is prevalent in the literature pertains to Indigenous students at risk (Baxter &
Meyers, 2016; Bruce & Marlin, 2012; Rawana et al., 2015; Uink et al., 2019; Wesley & Bolduc,
2016).Althoughseveral strategies are discussed, it may be thatutlerd¢at-risk coach is well
positioned to service Indigenous student populations given the additional barriers that persist.
Therefore, in addition to any form of coach being well connected to the campus resources, the
coaching focus can adapt to what taenpus most needs.

In summary, this section discussed the transition process of becoming (Gale & Parker,
2014), and summarized that engaging with others and empowerment were key concepts.
Transition programs, both cocurricular and curricular, as welkagesmic advising
met hodol ogi es and success coaching were explo
transition as a process of becoming (Gale & Parker, 2014). In thehsptier | presenthe

methodology and research methdaisthis research project
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Chapter Three: Methodology

This chapter presents the inquimethodology andnethodsof my research project also
discuss the project participants, data collection methods, study coratachnélysis and
validity, ethical implications, and inquiry outputs.
Methodology

The context of RRUGs st thatthis reséarclec mag inflyjercea nd t
student services for this new challeflggsedearningundergraduate prograimfluenced the
methodology selected for this research. Tésearclproject wsedthe appreciative inquiry (Al)
approach to acticoriented change to allow RRU faculty and staff to socially construct the
desired future through a cyclical and phased conversaappabach known as thelcycle,
with the following stagesdiscovery, dream, design, and desiiByshe, 2012; Cooperrider,
2013; Stavros & Torres, 2018; Watkins et 2011).Al is actionoriented as it combines three
necessary elemenitgarticipationreflection and actio (Hersted et al., 2019).ewis (2011)
positioned Al as a wagytsoemoPdsgiveengrgyBsg . Al i vi ng
generated through the inclusive engagement of all levels of the organization, which builds
relationships, basts morale, and promotes collaborative learning and action (Grundy et al.,
2017; Ludema, 2003; Whitney & Trost&loom, 2010). Engaging a diversity of stakeholders
and creating the conditions to share perspectives fosters system change by bringingcesperie
together so that senseaking and readiness for change can occur (Senge, 2006; Stroh, 2015).
Di scovery and Dream

The first phase of research was situated in the discovery and dream stagds of Al
included eight semistructured interviews that sought to discover the significance of this

challengebasedearningprogram with key institutional stakeholders and invited stories that
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described the desired future statehefstudent servicedn addition, | wanted to hear from
participants directly to become more familiar with the research topic, and semistructured
interviews offered an opeended approach that encouraged participants to speak (ideklns,
2010; Saldda & Omasta, 2018)'he output from the discover and dream ssagggminated in
analyzed and themed data fmarticipants to conder in the actiofplanning meeting, which
representethe design and destiny stage

In preparation for the second stage of research, the interview data were themed and
presented in a Word Art Circle infograplippendixC). The Word Art Circle Infogralpic
presented several select phrases shared by participants in a creative Trrenéord Art
Circles allowed second stage participants to view select phrases of the semistructured interviews,
categorized in themes and subthemes. The intention of presémise results was to transfer
information from the first participant group in a creative way and provoke a discussion about
what it means for the SAS portfolio of the organizatibime expansive depth of data collected
required me to think through how present data in an easily digestible forrhatas introduced
to artsbased methods in my program residency and appreciated the beheditsgating
through complexityEisner (2002klaimedart r ansf or ms consci ousness al
our imaginative capacities so that we can envision what we cannot actually see, taste, touch,
hear, and andielelfd n(ep .o ulr9rabiityte experience the wordtis made
more compl ex amhe artsbased nethad of(cneating Werdl Art Circles enabled
me to identify the subthemes and concepts arising from the first stage of research.
Simultaneously, the creative expressof first stage data was selected to support a

transformation of consciousness.
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Design and Destiny

The second stage of the research furthered aspirational visioning as the discovery and
dream stage transitioned to the design and destiny stage ofséesaie inquiry (Cooperrider,
2005).1 developed the design and destiny stage to support-seigag and action planning to
imagine how the studemtentred delivery model might support RRCooperrider, 2005)
Program and service delivery aspirations idiextt in the semistructured interviews were
articulated in the initial research results, which were distributed in advance of the collaborative
action planning activity. The action planning actiwgsthe first dissemination of knowledge
arising from ths research, but also allowed for additional data to be collected to further inform
the research findings.

The action planning activity used_&eratingStructure activity to engage RRU student
and academic leaders who have a vested interest in deligenviges to students who enrol in
the challengédasedearningprogram (Cooperrider & Whitney, 2005; B. Reason et al., 2015;
Stroh, 2015; Varvasovszky & Brugha, 2000ke the action research engagement methodology,
this stage fiis designed to enhance organi zat.
c h anBosv@et 4l., 2013. 8). It is essential to engage key stakeholders early in this planning
stage as theideas are valuable, and early engagement increases the likelihood of successful
change (Kotter, 2007). Participants engaged in conversation that guided them through
articulating student services that addressed student needs and program aspirationsc&he serv
design appr oa c-impefispeatikeg dgivermthroughudaldusitess objectives, while
considering the organi zati on d?). Thealgsieed outcomei e s 0

of this action planning activity is to provide RRU Stut8ervice staff the opportunity to
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explore possibilities and further early thinking on potential research recommendatiemsext
section details the data collection methods for the inquiry.
SystemsAnalysis of the Inquiry

A closer look at the RRU orgarational systems that supported this initiative revealed
several possibilities to influence change. My research was designed to engage participant groups
in a way that resembles Oshryds (200ffolesr el at i
in theorganization.tiremoves the burden of action from the top and the feeling of powerlessness
from the middles and bottoms. A systems analysis map that details the context of this project is
provided in AppendiD. The systems map presents two stages efreh, defined by the
participant groups and engagement activities. The first stage is presented on the left of the
diagram and the second stage is presented on the right. The flow of the research design moves
from the topleft to the bottordeft and carmes on to the bottofright and up to the tepght.

As | am external to the organization, my awareness of internal processes was limited,
which | viewed as an advantage because it enabled me to ask legitimately curious questions. |
chose to conducttwoitert i ve cycl es in this p,avijafocdedds di sc
me more time to learn the organizafi®eontext. My location in the system and the
organizatioal context suggested data collection methods begin by sensing and exploring before
pursung the literature review on emerging topics or more substantial engagement methods.
Therefore, my research plan included a set of multimethod sequential priorities to form a
research model that oriented me to the context and enabled me to disseminattavemne

research to the organization (Morgan, 2014; Rowe et al., 2013).
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Inquiry Participants

| engaged representatives from different employee groups across the institution to
encourage dialogue on a topic of shared intdéoeghis inquiry. The partigpant groups varied
for the two stages of the research procéhks first stage of research engaged eight senior leaders
out of a total of approximately 450 RRU staff. Fissage participants included the following
RRU members: Associate ViggesidenSAS (Project Sponsor); members from the academic
team who developed the challeAggsedearningprogram, and the remaining participants were
Student and Academic Service leaders. fEsearchparticipants havavested interest in the
program implementatiomnd my organizational partner indicated an interest in their
perspectivesThese eight firsstage participants were identified by the organizational partner as
having information and expertise relevant to the inquiry due to their positions at theitnivers
After participation recommendations were made, | managed all email communication about this
study to solicit their participation. While a broader participant group would have been beneficial,
| maintained a sample size of eight participants to be findl my availability.l considered the
first stage of the research as an opportuaityain insight into the philosophy and aspirational
vision of senior stakeholders before progressing to the second stage of research.

Thesecond stage of research inxed a larger participant group, which encompassed
staff who work more directly with students andluded anyparticipants from the first stage of
research who indicateghinterest in the second stage of researtls broader participant group
provided & opportunity to those who were not identified for an interview previoustyited
participants who engaged in the first reseatayeto recommengbarticipants for the second
researclstage. RRU staff who work in ancillary service areas, sutbagsservices, the

bookstore, housing, or other areas of the organizatiere out of scope for this study but may
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be considered ifuture researctSimilarly, potentialor actual studen@andother community
partners, organizationer agencieswere notsolicited for engagement in this studtill, any
initiatives planned directly impact these stakeholders, and they might be ideal candidates for
future researcH.wasmindful that a smaller group would more easily converse at the action
planningmeeting andl wasinitially worried that many participants would be recommendled.
received recommendations for a total of 17 participants. Without eliminating any of the
recommended participanissentl7 emailinvitations to potential participantdline partcipants
expressed interest, but one participant was not able to attend, so a eggatpéarticipatedThis
resulted in a meeting size that was appropriately sized for the meeting agenda and time allotted.
The meetingds pur po sdata ookested thos fameokaborategands e o f
recommend options for action.
Inquiry Team

Additionally, | was supported to complete this inquagycolleagues from mivlaster of
Arts in Leadership prograjmvhol refer to as my inquiry team throughout this thesig.inquiry
team voluntarily contributed their time to provide advice on study conduct and offered support
throughout the data analysis and creation of this thieseéslvance of engaging with this inquir
each inquiry team member signedimquiry team member letter of agreememhich includes a
confidentiality statemer{fAppendixE). The inquiry team members incluti&u Nicholls
Gaertner, Natassja By, Simon Kardnyaid Jules Andr8rown.
Data Collecton Methods

Both the organizaticad context and the current reality of COI® influenced data
collection methods in several waysthough | discusshte ethical implications the subsequent

section|| feel | should mention here thgitzen the pandemicelatedpublic health mandates, the
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RRU Research Ethics Board preclddaceto-face engagement. Further, early discussions with
my organizational researgartner emphasized the need to conduct research promptly, as
COVID-19 had increased workloads acrtss organization.

The data collection methods included a series of semistructured intemigvesfirst
stageofresearchnd an action planning meeting that wus
(2014) W liberating structureactivity. Liberating structure ar e fia constell ati or
principles...desi gned with Athe practical idea that ¢
interaction make it possible for everyone to be included, engaged, and unleashed in solving
problems, driving innovatora nd achi evi ng e X tLippaoawids& nar y out co
McCandless2014 p. 4. TheWiact i vity stands for ..Gawhcat , So Wh
help groups reflect on a shared experience in a way that builds understanding and spurs
coordinateda ¢ t i Lgpmamow{cs& McCandless2014 p. 196). h addition to theengagement
methods) also wrote regularly in a research jourtimake sense of the research procdssch
of these data collection methadsxplored in this section.

Semistructuredniterviews allovedfor contenirich qualitative data to be collected
through the creation of opemnded questions while a natural flow to the conversatms
maintainedAdams, 2010; Salda & Omasta, 2018) chose to conduchdividual interviews
because they providextheduling flexibility andenabled me tsolicit as many participants as
possible witin the parameternsf this study In contrast to soliciting responsésough a
structuredsurvey, | also wanted to hear diredilgm participantso that | could ask followap
guestionsWhile | recognized the interviews would be tiinéensive to condugctmanaging the
accuracy and analysis was also laiatensive Adams (2010photed semistructured interviews

contended with thesane- and labowintensivechallengeshowever without direct experience,
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the commitment required was initially vagues & novice applied researcher, the volume of data
collected was an eyapening surprisand | ended up with 144 pages of transcribed interview
content.The semistructured interviews were recorded and transcribed using the transcription
software otter.ai. Whileotter.ai is proficient at transcribing datgch interview was reviewed
multiple times and adjusted to capture the interview precisely before each participant validated
the content.

The liberating structure Wactivity wasmanaged virtually using the technology
GroupMap.coml modified theWs liberating structure questions to use GroupMap.com to
structure the collaborative actids The details of the activity are outlined in Appené#ix
GroupMap.com is highly configurable, boththre content display, buildable activity process
workflows, and inqiiry design.The activities constructed for this inquiprovided an
opportunity for secondtage participants tmake sense of first stage datdjdeate the
importance of topic areaand establislafoundation fororganizationathangel gathered dta
from the virtual collaborative activities and recorded and transctitgdctionplanning meeting
usingotter.ai. The datagatherednformed thditerature review topics, which subsequently
formed the basis for ndatens.r esearch projectso r

In addition to the data collected from engaging with participants, | captured my
reflections of the research pSaddaas®©Omastai ng At |
(2018)claimed fiObservations are best documented in some.wafor recall and analytic
refee n c e 0 Nopell etal829017)addedRe f | exi vity is central to
Writing memos of my research process was particularly hedysfliinalyzed the data because |
wassimultaneouslyeaching myself Atlas.easndwas able to retracmy steps to ensuceding

consistency across multiple semistructured interviéesurning to my reflections also helped to
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identify the research themes, zoom in and out of my dagdure topic areas for literature
review,make sense of my reseanqutocess an@xperienceand prepare this thesis. The next
sectiondiscusseshe study conduct.

Study Conduct

In the early phase of thisquiry, while | waited for approval of the ethics application, |
practised my data collection methods with my inquiry team members. After the ethics approval
was in place, | began the discovery phase of Al and | sent out the individual semistructured
interview email invitation (AppendixG) to solicit engagement. This email invitation included the
attachments, research informatietter AppendixH), and the individual semistructured
interview consent form (Appendly. | contacted potential participants at tHRRU email
address. As an external researcher, | had no direct poxeeissues to consider when
circulating these research invitations and was able to manage communication with the
participants directly. | disclosed my organizational partner in case thay be perceived power
over issues with our partnership. | clearly stated participation was optional and decisions to
participate would be kept confidential. The semistructured interviews were estimated to take 1
hour, and the action planning meeting weaimated to take 75 minutes. The semistructured
interview was scheduled at the participantos
scheduled approximately 2 months after completing the semistructured interviews.

In this first stage of research, | sought to understand the aspirations for the challenge
basedearningpr ogr a m. Felix and Lerner (2017) argued
with their philosophy, teams have a chance to align and gelaroundanmrn zi ng i deao (
The individual semistructured appreciative interview questions (Appdhdiplored desired

project outcomes and the ideal state at greater depth (Lipmanowics & McCandless, 2014; Stroh,
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2015). Recording each interview allowed fatal transcription. | confirmed consent before
recording each interview. Before proceeding to the agilanning meeting, | completed the
initial data analysis and outlined the key themes of my findings in an infographic. This
infographic presented in bo#monymized and themed data for the next stage of research.

The second stage of research engaged eight individuals who were recommended by first
stage participants. This f&inute action planning activitgllowedparticipants to make sense of
the data codicted and recommend actions. | circulated the initial data analysis and key themes of
my findings in advance of the activity. The action planning meeting was held virtually and
utilized GroupMap.com, which allowed the participants to contribute both Wedyal virtually
(Lipmanowics & McCandless, 2014). To initiate the meeting, | sent the collaborative action
planning meeting email invitation (Appendfy). This action planning meeting email invitation
included the attachments, research information |@ppendixL), and action planning meeting
research consent form (Appendi®. | contacted participants at their RRU email address. Once
the invitees agreed to participate and submitted the action planning meeting research consent
form, | replied to each pacipant with the meeting Zoom link and the action planning meeting
agenda (Appendiil), which included the reflection question for the Part 1 activity to establish
the groupbs shared pur posatage Gatnarialyssandyant s al s o
themes of my findings to assist with orienting their independent reflection and preparation for the
meeting (AppendiO) . I started the meeting with an intr
oriented participants to the virtual space and our timetbay. A copy of the action planning
meeting exercises is provided in AppenBjand the participant contributions are provided in
AppendixO and AppendixP. The action planning meeting included three steps. Step 1 created

an opportunity for the group teflect and share a positive experience of student service
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(AppendixO). Step 2 provided an overview of the approach to data analysis. Step 3 offered the
collaborative W activity to interpret and make sense of the fitsige research data and enabled
paticipants to formulate top essential ideas (AppeJixTo ease the transcription of data, the
session was recordedopsent forms and verbal permission was soughy.first
Data Analysis and Validity

After conducting the eight semistructured interviewgviewed the interview content
through multiple iterations. | first corrected transcription errors generated by the transcription
softwareotter.ai. | then returned the transcript to each participant for review, providing 2 weeks
for them to send me revisionsensured participants were informed that theyld withdraw
their contributions if they no long&rishedto be included in the resehr projectl also informed
participantghatif either a request tavithdraw participationor to revisethe transcript were not
received, the data contributed would become part of the reséaeckived two transcripts back
with correctionsandreceivedno requests for withdrawal.

Next, | began coding the dataach validated transcript file was uploaded into Atlas.ti.
For each iteration of coding, | approached each transcript in the order in which the interviews
were conductedt first, | attempted ta@wode the data using &N VIVO coding method, which
captures direct statements from participaB&ldania& Omasta2018) My initial attempt at
coding withIN VIVO was so precise, | generated over 600 codes for my first tranédyipt.
initial attempt alN VIVO codingwas overwklming as | was learning Atlas.ti and had
unknowingly created codes for every comment that was of interest without categorizing all the
comments into categorieBhrases ranged from single words to large paragraphs, and | ended up

undoing my initial codingo start afresh.
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As my initial approacho codingdid not work for me, | revieedeach transcripa second
time, creating codes initially by thematic stakeholder categories and then crdedicrgptive
subcategories to capture the essence of #atdmentThematic analysis is a flexible approach
that does not require significant expertise and is useful in evaluating multiple perspectives
(Nowell et al., 2017)The broad categories initially included student, service, program, and
institutional. Then, these broad categories were further delineated. When participants mentioned
something about the challerbased program, | coded the statement with a broad thematic
stakeholder category titlefiprograno that was further delineated with a descriptubcategory.
For example, codes included prograimlosophy, prograndistinctive features, program
challenges and concerns, and progi@re competencies, to name a féy. approach to data
analysis is alsan example of the constant comparison analysthodeas the coding categories
evolved | gainedperspective of how the datgerecontextually relatedCorbin & Strauss,
2008) GlaserandStrausg2004)claimed the constant comparative method is proficient at
Afgenerating a theory that iIs integrated, cons
time is in a form clear enough to be readily, if only partially, operationalized for testing in
guantitative researcho (p. 103). After coding
descriptive subthemes were most prominent by taking note gfélaeng frequency count for
each coddl. also used the word cloud option in Atlas.tztmom out of the data &ee if any
wordswere frequently referencelmanageé my codes into code groups using the code manager
feature in Atlas.ti on a regular basiskeep myself organizetithenwroteabout these themes in
my Atlas.ti memaoreflections While the thematic stakeholder coding and constant comparative
method of analysis were helpful in familiarizing myself with the breadth of topics covered, after

coding eight interviews totalling 144 pages of content, | noticed thsignificant overlap in the
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stakeholder group perspectiyesquiringsome statements be assignetb multiple descriptive
categories. tesired more clarity from my dagmalysis and my growing proficiency with
Atlas.ti gave me the confidence to trial an additional coding schema.

In the next iteration of codindg sought to keep the five overarching research questions in
mind. With a significant amount of dathfound myelf lost and | wanted tbind an approach
that clearly aligned with my research inquiry questi@ser and Lewins (2014) advisglhe
dig picturedis always relevant to your consideration of the detailed nualoeS). | returned to
each transcript and added new coded,@&l, so that | could categorize responses according to
each research question. | followed the same coding framewetkpreviously, however this
time, the Q1 Q5 was the broad category, and within eacih@8. broad category, descriptive
subthemes were created. | then exercised the constant comparison analysis metl{Gaoidgain
& Strauss, 2008although this time, | was more careful to return to previous transcripts if |
uncovered a descriptive subthethat required a new descriptive code to be created irs Aitla
In addition to creating descriptive subtheme codes, | also uséd ¥i&O code functionality in
Atlas.ti to simultaneously capture participant phrasdé®r each transcript was reviewed, |
checked the frequency for each descriptive subthemenae memo notes in Atlas.tithen
produced a word cloud for each of the five research questruhgeate a word cloud for each
sulthemeif the descriptivesubthemeshowed a high frequenc€oding the data with the QQ5
broad categories was helpful as it provided more contneihnthemingthe data. To analyze the
data, | usedhe querytool functionality in Atlas.tito search various combinations of descriptive
subthemed-or example, | would write a query that seattfar codeResearch Questidhand

Impact
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At this point, | tooka more holistic view. | did this in two ways. First, | reviewed the
code frequencies in Atlasfoir each of the QQ5 code groupand selected the most prominent
subthemalescriptors partipants discussetlwrote down the overarching thenfes each Q1
Q5 themeon separatesticky notesand thersorted thesticky notes into grouping&yan and
Bernard (2003¥lescribed this apawingd ( p a theadata, dntatedfiby living with the
data, investigators can eventually pemniahe interocular percussion t@sivhich is where you
walit for patterns to hit you between the aygmra. 41)Next, | reviewedny memo notes in
Atlas.ti to refresh my memory of observations that arose during my inquiry and coding process. |
returned to my sticky note groupings and iteratively collapsed groupings to arriveegehech
themes described later in the Chaptemdifigs.l thencreated a spreadsheet in Microsoft Excel
for each of the themesgueied Atlas.ti using both the thematic stakeholder code groups, and
the QX Q5 code groups and the subtheme descriptors captured on the sticky notesNo find |
VIVO phrasedor each of my research themésxported my query report into a PDF file so that
| could transfer interesting select phrases to the Microsoft Excel spreadisbesd it easier to
categorize my subthemes in Microsoft Excel, as | was able to useténéuiiction andcompare
differences in subthemes aodmplete comprehensive queries for select phrases in each research
theme

Once lhad captured comprehensive list of select phrases for each research, theme
created a blank page @anvacomand copedall the 30 subthemes onto one pa@anva.com is
a graphic design platform that supports the creation of visual comtestanalysis approach
mirrored t(Ryan&Berream,i2008, para. 4dpproach used with the sticky notes,
except | was nowvorking towards making the data available in a presentable format. As |

moved text boxes that included the subthemes around thel pageed there were four
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overarchingcategories ofubthemesBy arranging the subthemes, | was able to create four
categries.| then sent a request to my inquiry team to review my themes and subthemes, and
exchanged ideas for different ways | could name each of the concept categories, and the
presentation using the fogblor quadrant circld.integrated their feedbadk create titles for
each of the four categorieBhese overarching subthemes formed the four concepts introduced in
Chapter 4.

Finally, | usedcanvacomto produce an infographic. | was inspitedusethe circle as it
represented wholeneskhis circle metaphoricallgymbolized all perspectives as belonging,
which seemed appropriate given that participants had often referenced their approach to serving
studentsandrespected the many facets of theipesence. Essentially, they wemdole beings
themselvesl found a circle image in canva.com that had four colours for the categories of
subthemesSimons and McCormack (2003fated iworking with metaphorwe can see how
themes and patterns form an integrated whole and carry a messagd foynal explanation,
reshaping the text from a unidi mensilasoal form
wanted to share the select phrases captured in the data awélygiarticipantsand creat&Vord
Art Circlesas a creative expressioheach research them&s | created both the Word Art
Circles and theircle desigrfor the four concepts, | reflected how the circle desigmbolized
my experience ofisingathematic stakeholder approatchcodingas perspectives overlappied
the dataanalysisand became integrated as one.

It was helpful to shift to a visual representation of my data to change my perspective.
While Word Art Circles might be a subjective form of art, they achieved the same objective as an
atsbased met hodobesadskefetefne ways oSimoksn&o wi ng e

McCormack, 2007, p. 292) discovered that while Atlas.ti providevord cloud functionality, it
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does not allow select phrases to be strung togetherllédrseeveraweb-based word cloud
generators to settle on wordclouds.com as | was able to configure the sizefsitaped text
colour to creataNord Art Circles by copying the select phrases from Microsoft Excel for each
research them&achWord Art Circle is aproduct of many iterations to reduce the number of
select phrases to the most essential representations for eachThenikerative approach to
creating the Word Art Circles illustrates another example of using the constant comparative
method(Glaser & Strauss, 2004) wh i | e (Riyam & Rarnard, @003, para. 4theIN

VIVO selected phrases during data analysis.

For eachNord Art Circle, | calculated the frequency sélect phrase®r eachsubtheme
category and concept category. A further calculation pratiineepercentage for eashbtheme
andfour concepts. The percentage calculations were used to produce pie charts in Microsoft
Excel. EachWord Art Circle followed this same caldation method, and | created two pie charts
for eachWord Art Circle, one with a subtheme view, and the other with a concept Before
moving the data into the infographic, | adjusted the colours to retain consistent subtheme and
concept colours throdmputthe infographicWhile the colors have relevance, the font size and
angle of each select phrase result from the wordcloud.com generator. The creative process
required finding a balance between legibility and meaningful phrases in a visually appealing
way. The infographic was an initial research output that captured the data analysis from the first
stage of this research inquiry.

For thedata analysis following thaction planning meeting, I utilizdd\ VIVO and
process coding to make sense of the data gatlfrenadthe participant discussig¢Baldafia &

Omasta, 2018)As discussed later in Chapter 4, the -ddsed presentation of Word Art Circles

did elicit participant reactions and information was gathexeldl,i c h af fi r med Ahow

t
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arts can elicit and portray the essentalesof a program to promote usable knowledge and
under s t(Simodsi&MMgGormack, 2007, p. 294)he process coding approach framed the
datacollected intcactionable ideas, whereas iiNVIVO approach helped participants

recognize the trustworthiness of the data (Saldafia & Omasta, 2018). Presenting the initial data
analysis and key themes of my findings to both participant groups allowed for member checking
and supported the institutional chamgecesdy helping participants validate and contribute to

the direction of this resear¢Birt et al., 2016). | also reviewed my journal to mitigate my

interests and biasé&&forefinalizing the data analysis process. Similarly, | called upon my

inquiry team to support my data analysi¢hile the data analysis process was iterative and
lengthy,my detailed research notegggest my data analysis has good reliability. Further, the W
activity validated the outcome of the first stage data analisiwever,giventhatthe analysis

arose from participant perspectives, an expanded group of stakehmigbtpresent new
information to consideiThese research outcomes will be expanded upon in the future.

The application of both a qualitative and quantitativeraach to the data analysis
presented an interesting perspective that solicited conversation at thepdantioimg meeting.
Presenting the select phrases and their associated subthemes and concepts allowed participants to
take amore conceptualiew of the data and hopefully inspire new ways of thinking through
what potential next steps make sense for SAS at RRU as it relates to the cHzdissdearning
program and the future West Shore campus.

Ethical Implications

As an RRU student pursuing reseamyoiving humans, | submitted a Request for

Ethical Reviewfrom the RRU Research Ethics Boawhich was approved before | undertook

this research. | demonstrated that my proposal adheredToitBeo u n c i | Policy St at
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principles of respect for all persons, concern for welfare, and justice (Canadian Institutes of
Health Researchetal.,2018)s a resear cher, |l recognize it

(Saldafia & Omasta, 2018, p. 192) and only provide positive benghite the research did not

involve vulnerable popul ations, giving approp

relationships demonstrated respect for all persons. The participants are colleagues and share a
common interest in contributing expertiesvard the vision of this projedtwas careful in my
engagement with them @msure they could provide informed consent and were aware they had
the right to withdraw. | also maintained the confidentiality of their contributibine.risks

involved in paticipating in this inquiry were minimal, and the benefits outweigh the risks.

Demonstrating good relations starts well before the research begins. In residency,

Professor Teara Fraser explained thathopr ocess

you are demonstrating good relationso (T. Fr

sought to proceed thoughtfully to support positive change while being transparent in my actions
and respeatg the opportunity and privilege bestowed upon mefdrmed participants
adequately and gained their consent before engaging them in the inquiry process. | also
considered details such as the power dynamics of participants and their roles in the hierarchical
organizational structure before sending outitivgations. Prior to running the action planning
meeting, | confirmed that no powever relationships existed for attendance. Following the
advice of researchers, | planned thoughtfully to mitigate ethical dilemmas and create conditions
for authentic ad expressive conversations (IDEO, 2015; Lipmanowics & McCandless, 2014;
Saldafia & Omasta, 2018).

All participants submitted completed research consent foafecontributing to this

researchand verbal consent was sought before recording using Zoartiduality. The research

a
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consent form specifically referenced that baitier.ai and Groupmap.com store data in the
United States using Amazon Web Services. It also conveyed that Groupmap.com required their
email address to access the softwarel they mgp deregister after the meeting if they choose to.
It was also conveyed that those contributions were configured to remain anonymous to other
participants and me, as the principal investigator.
Chapter Summary

In summarythis chapter discussed the acti@search engagement methodology, using
an appreciative inquiry stance for the first stage of research for the semistructured interviews,
and service design framing in the second stage of research for the action planning meeting.
Inquiry participants, dataatlection methods, study conduct, and data analysis and validity were
also reviewed. | closed this chapter with a discussion of the ethical implications. The next
chapter discusses the inquiry findings, conclusions, as well as the scope and limitahens of

research.
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Chapter Four: Inquiry Findings
In this chapter, | describe the research findings and conclusions that are based on the
analyzed first and second stage data collected from this inquigypfiihcipal inquiry question
for this research topic vsaHow might RRU design innovative and studesatred services to
complement the competendyiven and challengbasedearningundergraduate program for the
West Shore campus? The subquestions for this research were as follows:

1. What are thestories staff and others tell about successes and innovations in student
centred services they have experienced at RRU?

2. What is particularly innovative about this challedggsedearningprogram?

3. What might be the relationship between the competencitke ahallengédased
learningprogram and the potential designaofesponsivetudent services approach
for RRU?

4. How might Student and Academic Services best be designed to complement the
challengebasedearningprogram?

5. How might RRU pilot innovative student services specifically for the challbaged
learningprogram and prepare for the future West Shore campus?

Interview Findings

This study gathered perspectives from key organizational stakeholders that had an
interest in the success of the student services offered that complement the new ehaliedge
learningprogram. This section details the results ofahalyzed data which was described in
Chapter 3. The first stage of thimgjuiry engaged eight key stakeholders in ssmictured
interviews and the results were made available to sestage participants in an infographic

(AppendixC). For the second gia of researcheightparticipants engaged in an actiplanning
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meeting that produced additional data to further inform these research firlditigs.sectionl
initially present the findings of the first stage, and then conclude with the findiniys sétond
stage action planning meeting.

The key themes arising from the first stage of this research are presented as Word Art
Circles on separate pages of the infographic $iele 4in AppendixC) as well as the Table 1.

The themes directly relate te research inquiry questions and the Word Art Circles include

direct snippets of phrases from participants in the first stage of the inquiry. While some themes
obviously follow the research questions, such
1), ChallengeBased_earningProgram (Research Question 2), Pilot Ideas (Research Questions 4

and 5) and West Shore Campus (Research Question 5), other themes emerged from the data

itself. The themes | had not anticipated were Shifting Demographic (Res@aeskions 2 and

5), Engaged Communities (Research Questi®ob3, Btudent Transitions (Research Questions

21 5), Learning Environment (Research Questidits) 2Design Considerations (Research

Questions B5), and Building for Change (Research Questidb) 4These unanticipated themes

emerged as frequently coded topics using the descriptive coding method.

The subthemes for each theme were determined by further analysis of the select phrases
in each Word Art Circle. Each theme generated four to six subthermdesas evaluated
independently without the intention of finding similar subthemes across the themes. The
subthemes are bulleted and nested under the themes in the table below and shown under each
Word Art Circle of thenfographic. The subthemes offer asdeptive word that summarizes the
category of select phrases in the Word Art Circle and do not attempt to respond to the research

guestion directly. This qualitative interpretation distances the subthemes from the themes while
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the select phrases refledrficipant®words. Table 1 presents a summary of the key themes and

subthemes.

Table 1

Themes and Subthemes

116

Theme and Subthemes

Theme Description

Proud Moments
1 ldentity

1 Impact

1 Resilience

1 Relational

1 Indigenous

Challengebasedearning
program

1 Impact

1 Opportunities

1 Community

1 Experiential

1 Resilience

Student Transition

1 Resilience

1 Awareness

1 Experiential

1 Student Community
1 Critical Thinking

1 Respect

Shifting Demographic
1 ldentity

1 Community

1 Opportunities

T Impact

1 Indigenous

Highlights positive stories that Student and Academic Service
leaders tell about their experiences at RRU.

Affiliated with: Research Question 1.

Distinguishing features that describe the Challelngsed
learningprogram at RRU.

Affiliated with: Research Question 2.

Perceptions of the experiences students will have as they enr
the Challengdasedearningprogram at RRU.

Affiliated with Research Question$ 2

Perceptions of institutional change that the Challevaged
learningprogram will have on RRU.

Affiliated with Research Questions 2 & 5.
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Theme and Subthemes

Theme Description

Learning Environment
1 Experiential
1 Opportunities
1 Collaboration
1 Finding balance
1 Safety to be
vulnerable

Engaged Community

1 Student community

1 StudertRRU
community

1 RRU community

1 External to RRU
community

1 IndigenousRRU
community

Pilot Ideas

1 Activities
1 Values

1 Processes
1 Roles

Design Configuration

1 Engaged community
1 Integration

1 Respect

1 Strategy

Building for Change

1 Engaged Community
1 Experimental

1 Considerations

1 Needs

1 Strategy

Perceptions that describe how the learning environment will £
experienced.

Affiliated with Research Question$ 2

Highlights the various configurations of people and communit
that will be engaged as the Challedggsedearningprogram is
del i vered. I n other words,

Affiliated with Research Question$ 3.

Describes various student service pilot ideas that might
complement the Challendmsedearningprogram, and/or
prepare for the West Shore
activities make sense. 0

Affiliated with ResearclQuestions 4 and 5.
Describes potential opportunities for how various activities ca
approached as Student and Academic Services supports the

implementation of the Challendgmsedearningprogram. In
ot her words, fiHow should we

Affiliated with Research Qustions 35.
Presents the perceptions of how Student & Academic Service

might build capacity and grow their services in preparation foi
West Shore campus. Inothgro r d s AHow do

Affiliated with Research Questions 4 and 5.
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Theme and Subthemes Theme Description

West Shore Presents the opinions and perceptions of how Student and
1 Engaged Community Academic Services might approach tresrvice delivery model
1 Innovation for the West Shore campus.

T Inclu5|o_n Affiliated with Research Question 5.
1 Humanity
1 Strategy

Di scussion of First Stage Findings

The findings from this study focus on the significance of the challbagedearning
program as well as the perceptions and ideas of how SAS services can best complement the
challengebased learningrogram. Participants in the first stage of researate wbviously
dedicated professionals and were keen to contribute as much information as possible to further
this initiative on behalf of the university. Their extensive contributions covered a broad range of
topics, which provided meith a lot of data t@analyze As| was not a membaeaf the
organization, this was both a gift and a challemgkelped me become familiar with the culture
of SAS and its relationship to key faculty membeérg challenging as the span of information
was comprehensive and aoge theme could become a research project in and of itself. As a
result, the presentation of my findings arises as if looking through a mirror shining back towards
the organization.

Another key observation is that the theraestightly knittedtogether ad affiliated with
multiple research questions. Visually, | imagirke Word Art Circles forming a network posted
on a large mural to represent their interconnectivitypléeof a large mural, | opted to present
the overlap of the themes using the nfayered circle diagram as shown on the infographic in
AppendixC. One example of this interconnectivity relates to the Engaged Community Word Art

Circle. It was clear to me that RRU has a strong sense of community from my engagement with
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first stage partipants in that each of the research questions touched on the Engaged Community
themesomehow The Engaged Community Word ACtrcle highlights the different types of
communities that exist inside and outside the organizaliwns, &en when not specifidis

referenced in a subtheme, there is a connection to the Engaged Community Word Art Circle.

In thefollowing section, | discussie 10 themes supported by one or two relevant
guotations from participants. These quotations were obtained from the setmistiunterviews
conducted in the first research phase.

Theme 1: Proud Moments

The Proud Momenttheme highlights positive stories that SAS leaders tell about their
experiences at RR{$ee Slide 5 in Appendix CThe following subthemes were: relational,
impact Indigenousidentity, andresilience These subthemese presented from most prominent
to least promineniThe Proud Momenttheme is affiliated with: Research Question 1.

Subtheme 1A: Relational.The most prominent subtheme in the Proud MomentsdWo
Art Circle was Relational, and this subtheme captured any phrase that referenced the relational
connections in esteemed storiesategorizedl6 phrases with the Relational subtheme in the
Proud Moments Word Art Circl&ometimes esteemed stories pnése themselves outside of
the specific research question and arose when participants discussed the CARE team service
of fering, which was customized to work well a
[being a smaller organization] allows us éally leverage the relationships and connections that
we have across campus. 0

Subtheme 1B: Impact.Participants shared they felt proud of the impact they had while
working at RRU. The subtheme of Impact was the second most prominent in the Word Art

Circle for the theme Proud MomentsategorizedL1 phrases with the Impact subtheme in the
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Proud Momerd Word ArtCirclePar t i ci pant #4 noted, AThe tur nce
have [with applied I earning] is almost instan

Subtheme 1C:Indigenous. Thenext most prominergubtheme for the Proud Moments
themearoser om a topic that seemed to form a commo
which seemed to appreciate opportunities to honor and serve Indigenous communitieslat RRU.
categorizedive phrases with the Indigenous subtheme in the Proud Moments Wo@ir&ld.
Therefore, references to honoring Indigenous communities were categorized with the Indigenous
subtheme. A participant stated,

The Four Feathers Writing Guide..which takes the process of academic writing and

situates it within arindigenous perspective, specifically for Indigenous students, but also

for others to reflect on how writing and knowledge transfemarries up within and

between the Indigenous world and the university world. So, | think that is something that

studes dondét necessarily get in other places
own context. (Participant #8)

Subtheme 1D:Identity. As an outsider to the organization, | was struck by the positive
stories that SAS leaders shared. They shared stbaekighlighted appreciation for pursuing
ambitions that were unique and perhaps nontraditional. Further, | got the sense that SAS leaders
felt they could be authentic and pursue meaningful work of significant impact to their
community. This led me to cagerize such sentiments with the subtheme, RRU Idemttych
formed another subtheme for the Proud Moments theoagegorizedour phrases with the
Identity subtheme in the Proud Moments Word Art CirBlarticipant #3 stated,

Student Services has dosmme amazing stuff... very much again, rooted in where |

feelthebest.. and the parallel to this program w
things that really speaktous.. s o t hat we arendt copying wk

Subtheme E: Resilience.Of course, it is expected to hear positive stories when
conversing with participants about what makes them proud. However, it was interesting to hear

those challenging experiences also hinted at the qualities of strength that they appreciated. One



STUDENT-CENTRED SERVICES 121

strength that stood out was the quality of Resilience, which formed another subtheme for the

Proud Moments themé categorizedwo phrases with the Resilience subtheme in the Proud
Moments Word Art CircleOne parti ci pant noted, déshhngthp eopl e
services would not even be working here if th
i magining creative responses t olInshenextsentibn, i ssue
| present the findings for the ChallenBased_earningProgram theme and each of the

corresponding subthemes.

Theme 2: -KEdsldaaernfgreogr am

The ChallengeBased Learning Progratheme captured the distinguishing features that
describe the challenggasedearningprogram at RRUsee Slide én Appendix C) The
subthemes that arose were Impact, Experiential, Opportunity, Resilience, and Comnnasiéy.
subthemes are presented from most prominent to least prominent, however Opportunity and
Resilience has an equal number of phraBks.ChallengeBased Learning’rogramheme is
affiliated with: Research Question #2.

Subtheme 2A: ImpactThe most promi nent shasedearminge i n t |
programbé Word Ar ltcat€goricedlb phrasesavath therimgpactstubtheme in the
ChallengeBased Learning Program Word Art Circlewas clear the programould offer a
unique learning experience for students, but it also afiRRU to distinguish itself from other
universities while promatig and realizing efforts that support the sustainable development goals.
Considering the many layers where impamtild occur, starting with changing the mindsets of
youth and extending meaningful change to both the university and the broader community
highlights the significant opportunity this program presents for systems change. Participant #1

stated,
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A

|l tdéds focused entirely on..andtersiungottei nabl e d
undergraduate program, to my knowledge, that hagxpkcit focus as the centerpiece

of learning. So that kind of civic action citizenship piece becomes an important part. So

how do you use your education to build a better world?

Subtheme 2B: Experiential. The second most prominent subtheme for the Clgalen
BasedLearningProgram Word Art Circlevasrelatedto Experiential learning opportunitids.
categorized O phrases with the Experiential subtheme in the Chall@eaged Learning Program
Word Art Circle.What | appreciate about the participant quotalietow is it describes the
experience that students will have, which may help SAS staff consider helpful student services to
complement the learning needs. Participant #1 noted,

A lot of the learning is really quite autonomous. | mean, there are thoseflaueck

study orientations to the Sustainable Development challenge at the beginning of each

challenge, but when it really gets down to doing the work, you as a student are expected

to get out there and learn about this, and talk to people in the cotyrtminnderstand

the local relevance of each issue sometimes interviewing people in important
positons.. and i f you dondét do that work, you |

Subtheme 2C: Opportunity. The following three subthemes were of almostatqu
proporti on i-basedebreingdrChgnd drmdm gWord Art Circle. Tt
Opportunity identified new territory that was open for explorati@mategorizedix phrases with
the Opportunity subtheme in the Challef@gsed Learning Program WordtACircle.
Participants often described the program model as stepping away from dissjjauitc
learning to instead approach learning across multiple disciplines without traditional boundaries.
Given the operended definition, the possibilities for nevays of thinking and creative
exploration seemed infinite which gives rise to new opportunities. Participant #4 stated,
The difference between projdeased and problefnased learning, all of it is challenge
based learning as the larger umbrella, but thilybasically never attend a specific

subject course. So, everything they ever do is intentionally interdisciplinary or
transdisciplinary.
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Subtheme 2D: Community.Another key feature of the challerbasedearning
program was itso6 g wohchfermeédiarmmther subthe@eatagorizadixt
phrases with the Community subtheme in the Challd&aged Learning Program Word Art
Circle. Connection to community was described as both a feature of learning, but also as an
identified need to sustathe institution as enroliment in the program increases. Participant #1
stated, Alt has a very strong orientation tow
integrated with the community, with community stakeholders being part of the leardrgart
of the context setting. o Another participant
The challengdased learning model is very much involved with commubéged
projects, close and positive relationships with the community are going to be critical,
especially since we have rtm¢en a local university option for local, first and secpedr

students before now, and many of our third and feyedr students have not even
necessarily been ezampus. (Participant #2)

Subtheme 2E: ResilienceThe least prominent subtheme of the ChalleBgsed
Learning Program theme was the subtheme, Resiliécagegorizedive phrases with the
Resilience subtheme in the Challeriggsed Learning Program Word Art Circleke the Proud
Moments theme, the ChahgeBased_earningProgram theme also included the subtheme
Resilience. In contrast to the Proud Moments theme, where resilience often referred to SAS staff,
resilience in the Challengigased.earningProgram theme referred to worries that participants
had for studentsdé ability to persist and feel
to persevere through challenging topics, deal with uncertainty and faihdaccess supports to
manage collaboration effectively. Recognizing that tlegyram has not yet launched, these
concerns represent perceived concerns that will be tested in the years to come.

While this subtheme refers to student resilience, there is an underlying message here for
SAS staff. The program represents an opportunigufiport a new demographic of students

whose resilience will be tested due to the nature of the transition from high school, and this
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transition may not be as integrated as readily as other student populBtisapport these
students, sustained effottsbuild student supports will be required. This may, in turn, test the
resilience of SAS staff. Participant #1 noted
to be able to be immersed in important, but also a little bit depressing globahgesllon a day
indayout basis for two years. o Another particip:;
different needs... |l suspect webOre going to see a heavi
younger studentso (PPaarrttiicciippaanntt ##43 )s.t aSiendi,| afirWey
challenges are going to be that they are going to take on or the projects that they are going to do.
So, they need to be open to that and some t hi
next section, present the findings for the Student Transition theme and each of the
corresponding subthemes.
Theme 3: Student Transition

The Student Transition theme arose from perceptions of the student experience as they
enrol in the challengbasedearningprogram &RRU (see Slide 7 in Appendix CThe
subthemes that argse the order of most prominent to least promineateResilience,
Experientia] Awareness, Studemmommunity, Critical thinking, and Respect.aBtudent
Transitiontheme is affiliated with Resech Questionsi.

Subtheme 3A: ResilienceWhile it may seem that this is becoming a common pattern,
Resilience was the most prominent subtheme of the Student Transition kloamegorized.5
phrases with the Resilience subtheme in the Student Teem8word Art Circle As mentioned
previously, each of the Word Art Circles were agatyindependently, and the subthemes arose
naturally; there was no intention on my part to arrive at common subthemes across the various

themes.
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When participants spoke ofsilience, they often described the challenges students
experienced when they transitioned from high school to postsecondary while simultaneously
experiencing social and personal changes. One participant commented on how these transition
challenges woulthe amplified given the social inequities of the population the challeaged
learningprogram intended to serve:

Most Student Services areas at other insti

focused mainly on the firsand secongear undergraduatexperience because that is

where attrition happens, particularly in that first yearbecause they are going through

atime of transiton.. t heyodre wusually bet wettey high scl

between teenageood and adulthood..sot hey 6 r e undergoing all K i
personal adjustments. (Participant #5)

Anot her participant sitSahod QistrictBZl.rhascbeenoneoftheé | v, t
lowest, if not the lowest in the province in terms of ratesaofsition from high school to
postsecondary, especially to universityo (Par
Subtheme 3B:Experiential. The next most prominent subtheme in the Student
Transition Word Art Circle was the subtheme, Experientiehtegorizechine phrases wittihe
Experientialsubtheme in the Student Transition Word Art Cirdlee subtheme Experiential
highlighted the embodied experiences students have as they transition to postsecondary studies.
The transition to adulthood posed its own unique experientiabpso Participant #1 referenced
the experiences that arise from changing educational contexts and the support required to
manage this successfully. |l was also struck w
to adulthood, as it highlightetidt transitioning to adulthood may very well be the predominant
experience that filters all other experiences. Another participant noted,
|l think there are some fairly significant
Oneofthemis..andlthn k 1 t 6 s pr obabl y..ishdpmgstudenta | | un

from high school sort of navigate the new expectations around autonomy, and self
discipline that are expected at university. (Participant #1)
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Furthermore, Participant#3 statéddT her e 6 s s o much gyearstgdensn f or t
thereds the transition to adulthood. 0
Subtheme 3C:Awareness.Thethird most prominent subtheme of the Student Transition
Word Art Circle was the subtheme, Awarendssmategorizeceightphrases vih the Awareness
subtheme in the Student Transition Word Art CirElarticipants referenced that students may be
self-conscious and quite aware of their connection to their environment and Gtineys.
believedexperiences of the challen@pased learningrogrammightintensify this sense of
awareness given the emotional resilience required to endure. One participant stated,
Thisisanage.. we o0r e t a-lorki9yragolds.b. whete mayBe what your
peers think about you is pretty much as imgot as it gets. So being willing to be

vul nerable in that kind of context, t hat 6s
(Participant #1)

Subtheme 3D:StudentCommunity. The next most prominent subtheme of the Student
Transition Word Art Circle was the Btheme, StudeEommunity.l categorizedive phrases
with the StuderCommunity subtheme in the Student Transition Word Art Cithe
experience of orienting to a new community of peers is a part of experiencing transition. The
StudetCommunity subthemarose from references to this community of peers. Participant #6
described SAS initiatives that were designed to engage students in developing themselves and
connecting with each other to make the most of their university experience:

Engaging students impportunities where they are taking the learning and applying it into

different kinds of extracurricular experiences, particularly in the areas of service where

theydre generating those opportunities to
relaionship and to build a network.

Subtheme 3E:Critical Thinking. The next most prominent subtheme in the Student
Transition Word Art Circle was the subtheme, Critical Thinkintategorizedhreephrases with
the Critical Thinking subtheme in the Stud@nansition Word Art CircleA major part of the

transition to adulthood is the heightened awareness of choice. Choice can significantly affect life
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trajectories, and students may need some assistance in making good choices in this regard.
Thinking throughthese options requires discerning attention and critical thinkingjttmakes

sensahe subtheme for Critical Thinking wasesentWhen Participant #3 spoke of the
competencies for the challengased learning program, they emphasized promoting ¢ritica

thought alongside emotional intelligence. Participant #5 suggested that SAS support continues to

help students think through their decision to withdraw from the program. Another participant

noted,
So, the sort of Bl oo mdrderthinkingaroundpyblemt uf f , t h
solving and synthesizing . beyond memorization and comprehensionhut at the
same time, therebs -sebutaionandseengagdmans,i s on t he
communication skills and teamwork are part of it as wedrt{fipant #3)

Further, Participant #5 stated, AThe most obyv

help them with that exit decision [iIf the stu

Subtheme 3F: Respecdtfor the human experience) The final subtheme in the Student
Transition Word Art Circle was the subtheme Respeztegorizedhreephrases as Respect,
and this subtheme was tied with the Critical Thinking subtheme in the Student Transition Word
Art Circle. As participants spoke of stewt transitions, | noted a real honouring of the
significance of that experience. | labelled this subtheme as Résp#wd student experience.
What | appreciated about the sentiment noted beldlatst highlights reciprocity in this
celebratory experience. It showed benefits for both students and SAS staff members while
promoting positive esteem and energy for persistéifoe emphasis on maintaining positive
momentum through the student journey higjiis respect for the student experience and seems
to underle the mindsets of SAS leadef3ne participant noted,

The welcome ceremonies that are done, wherd gives us a sense of welcoming you

... and that is all really thought through. .like celebrating your coming, celebrating

that youdve made it through your first bat
just an afterthought. (Participant #3)
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Respect has shown itself as a repeated subtheme across Theme 3F, 7C, 8B and 108/ (Human
In the next section, | present the findings for the Shifting Demographic theme and each of the
corresponding subthemes.
Theme 4: Shifting Demographic

The Shifting Demographic theme arose from the perceptions of institutional change that
the ChallengdBased_earningProgram will have on RR{(kee Slide 8 in Appendix CThe
subthemes that argsieom most prominent to least prominevitre Identity, Opportunity,
Impact, Indigenous, and CommuniBkternal to RRU. Té Shifting Demographitheme is
affiliated with Research Questions 2 and 5.

Subtheme 4A: Identity. The most prominent subtheme for the Shifting Demographic
theme was the RRU Identitycategorizedl3 phrases with the Identity subtheme in the Shifting
Demographic Word Art CircleEvery participat referenced feeling a sense of pride for serving
the current midcareer demographic and all participants emphasized the pnagrighattract a
demographic of students they had not yet supported previously.

Considering the student demographic will chaaggounger students enter the program,
| was struck that there will be a period of time as SAS staff adjust and adapt to new ways of
thinking about the RRU identity. | wondered if there are opportunities to expand their sense of
identity by seeking out exaples to formulate new frames of reference to ground the work,
develop shared vision and formulate a renewed identity. Participant #6 commented on the impact
this would have on the services delivered. Participant #7 observed the impact to the RRU identity
directly. Participant #6 also stated, AFor RO
traditional age students on a traditional student path. That in and of itself is very unique for us.

And s o, ités a shift frsemvewersy tamionnghdwe Amnrdt a
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noted, #fAlt will changet hawf wedamenbal sleével.
mostly a graduate program university, with some completion programs for undergraduates, but
not manyo (Participant #7).
Subtheme 4B: Opportunity. The second most prominent subtheme was labelled as
Opportunity, which represents some opportunities for SAS to consider as they adapt their
services to meet needs that may not have required as much attention prelveaistyorize
eightphrases with the Opportunity subtheme in the Shifting Demographic Word Art Circle.
Al t hough Participant #40s statement referred
shift in behaviour that may actually become more prevalent with a yodegegraphic. This
may be a new experience for RRU to contend with as the student demographic changes.
Participant #8, while providing a specific example about navigating academic literature, touches
on another key opportunity for SAS to be aware of agldmographic changes, in that naturally,
everyone will have assumptions that transcend the different demographics and generations.
Participant 4 stated, A[] For our <current de
helicopter parents coming inand tryimgt f i x somet hing for their kid
concerns, with a completely different demogr a
| think [being aware that students, faculty and staff may not have the same understanding
of reliable informrat i on sources] thatodéds the | eap that
intergenerationally ... is those assumptions about the format and credibility of sourcing
reliable information . . it is a piece that changes over time and that intersection of
how the libray, as well as instructors provide the context of what is reliable information
and what the expectations are of an academic environment.i t i s somet hing

done a lot of as an institution because we have so fewewerundergraduate
prograns. (Participant #8)

Subtheme 4C: Impact.The next subtheme that emergeohsideredheimpact the
shifting demographic will have on RRUcategorizedevenphrases with the Impact subtheme

in the Shifting Demographic Word Art CirclBarticipants referexed that firstyear entry and
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pathways to complete an entire undergraduate degree at RRU represented potential to have great
impact given that relationships could be sustained for longer periods of time. Participant #4
stated, fAWhat weaabttiweneforgeahad Beflotbereds ti me
depth with s onrimeostuéentfohyodasr a. ¢ ul |

Subtheme 4D: IndigenousAnother significant shift in demographics formed the
Indigenous subthemeécategorizedhreephrases with the Indigenous subtheme in the Shifting
Demographic Word Art CircleRarticipants shared the hopes for increasing enrolment to serve
local Indigenos communities in the West Shore region of south Vancouver Island. The
significance of this statement is not so much the increased enrolment, but the requirement to shift
mindsets to connect to students in a different way. One participant stated,

[In contrast to supporting the international student populationjthe students that will

be coming into first and second year will mostly be from here, and deeply connected here

and | think wedbdre going to hawems]areo s hi f

connected to the community as we are not introducing these students to a new
environment. This is their community. (Participant #2)

Subtheme 4E: ExternatRRU Community. The final subtheme for the Shifting
Demographic theme refers to the ExterttaRRU Communityl categorizednephrase with
the ExternaRRU Community subtheme in the Shifting Demographic Word Art Citcke the
subthemes above, where there is an external focus with a sometimes subliminal and
consequential internal shift in thiimg required, thé&xternatRRU Community subtheme
accounts for an expansion of relationships, which support the demographic changes that require a
need to adjust priorities internally. One participant noted,
Wedre going to need buiddinglowerthe nexbdouplenaf years ¢ 0 mmu
to have people begin to think of RRU as a local university for their children graduating
[from high school] . . we have to change the perception of not being an educational

institution for high school graduates, lastwell, we also need to change, or expand, our
RRU community. (Participant #2)
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In the next section, | present the findings for the Learning Environment theme and each of the
corresponding subthemes.
Theme 5: Learning Environment

The Learning Environmernheme arose from the perceptions that describe how the
learning environment might be experien¢see Slide 9 in Appendix CThe subthemes that
arose in the order of most prominent to least promingate: Finding Balance, Safetg-be-
vulnerable, Oppounities, Collaboration, and Experiential.el'hearning Environmerheme is
affiliated with Research Questions32

Subtheme 5A: Safetyto-be-Vulnerable. The most prominent subthemes in the
Learning Environment Word Art Circle were equal in relative propor| categorizedseven
phrases with the subthemes Safietpe-Vulnerablein the Learning Environment Word Art
Circle. While the analysis of the Word Art Circle is qualitative and subjective, the grouping of
the two subthemes pose an interesting thotaybbnsider. To support students to become their
best selves, the learning environment must create the conditions that allow students to have
courage to share parts of themselves that they may feel uncomfortable dfarithg. subtheme
Safetyto-be-Vulnerable, Participant #2 offered an approach that helps reframe challenging
experiences so that students develop courage to endure challenging learning opportunities:
AEmphasi zing that every failure, or elgaemry Kkin
and grow. 0

Subtheme 5B: Finding BalanceTied with the Safetyo-be-Vulnerable subtheme, the
Finding Balance subtheme alsontainedseven phrase¥he subtheme Finding Balance

illustrates some key considerations to service delivery which maydstgr a productive
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environment for sharing personal experience and learning. Participant #4 questioned how to best
strike this balance for students:
Do we try to counterbalance what theyore n

helping them mor&vith study skills, organization and setting deadlines because their
courses arendt going to have that as much.

same structure.. or do you try to match the serviec
anddob | e down on that? This is |ife. 't is v
how fast do we want to push them to do thi
Participant #5 referenced the need to remain resilient to achieve success:

The way the program isedigned . . ités going to be..anddahal l en
IS going to keep us on our toes which | guess is really good to keep us alive. | hope

we donodot settle into the old conventions,

and | etdbs hope everyone can stay with that

keeps the program really vibrating with this intensity of the learning process.

Subtheme 5C: Opportunities.While the first two subthemes were equally represented,
the subtheme Opportunities was not too far behind and was supported by six phrases in the
Learning Environment Word Art Circle. my review of these six phrases, three categories
emerged: time, space, and choice. The following quotailiostate these three categories and
are shown in respective order. One participan
going to be doing a little more of your exploratory: Who am 1? Why am | here? What am |
doing?0 (Partdrcipparntti c¢ti6p a nithathdoethautal envir@ment pl ac e
and the campus itsélfcan contribute significantly to the overall learning and community
experienceo (Participant #2). Finally, Partic

We may need a new approach to stu@eivising, to find a clear way to serve as guides

on their academic path . and still to allow them as much flexibility as possible so

theydre making the decisions, but wedre pr
the opportunities sthat they can make reasonable decisions along the way.

Subtheme 5D: Collaboration.The Collaboration subtheme of the Learning
Environment theme emphasized opportunities to collaborate at different times andiplaces.

categorizedive phrases with the Coll@ration subtheme in the Learning Environment Word Art



STUDENT-CENTRED SERVICES 133

Circle. Participant #5 emphasized the different types of collaboration the learning environment
provides. Students learn from each other, both inside and outside the classroom and there was
recognitionthat context sets the stage for both formal and informal collaboration. Further,
Participant #5 suggested opportunities for SAS engagement do not necessarily have to follow the
traditional formal arrangements of service delivery often seen in large sitizerThis

suggestion may expand the reach and impact that student and SAS collaboration might have if
time and place were considered more broadly.

It has a lot to do with having a community hub for students, because they will be in the

design lab, or iran innovations lab... t hey 61 | be in these cl ass
learning something about economics and other supporting subjects or courmad .
then theyo6ll also have time between these

interact wih each other and have lunch together. It is in this shared experience outside
the lab or the classroom where you can have a kind of informal Student Services
function, wher e vy oudtheside. ¢Particpant#5or e of a gu

Subtheme 5E: Experienial. Perhaps connected to the previous subtheme of
collaboration is the subtheme Experientiaategorizedour phrases with the Experiential
subtheme in the Learning Environment Word Art CirBlarticipant #4 acknowledged it is not
just the students vghare situated in this learning environment; staff and faculty are also

navigating their way through their experiences too. Reflecting on this sentiment allows me to

ponder the question, Ahow might studeets, fac
their i1 deal |l earning environment?0 This perha
noted, AA | ot of our instructors wono6t have t
are all l earni ng. Th e¥).Imtheamextaséction, | peeaentrthe findings ( Par

for the Engaged Community theme and each of the corresponding subthemes.
Theme 6: Engaged Community
The Engaged Community theme highlights the various configurations of people and

communities that will be ermged as the Challendgased_earningProgram is delivere(see
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Slide 10 in AppendixC) I n ot her wor ds, AWho should be i n\
in the order of most prominent to least promingate: IndigenouRRU Community, RRU
Community, StdentRRU Community, Student Community and ExtesttaRRU community.
The Engaged Communitheme is affiliated with Research Questioins.1

Subtheme 6A: Indigenous Community and RRU communityThe most prominent
subtheme for the Engaged Community Word @ircle was the relationship between the
Indigenous community and the RRU communiityategorizedl1 phrases with the Indigeneus
RRU community subtheme in the Engaged Community Word Art Ciftle.dashi() between
IndigenousRRU symbolizes thpartnershigelatiors between the two communities. The
prominence arose from references from most participants, but in selecting the phrases for the
Word Art Circle, | felt it was appropriate to represent the different territories in the region, as
well as noted effds already underway. | also appreciated that the relationship with Indigenous
communities were a source of commitment, as shown previously in the Proud Moments Word
Art Circle, and | was struck by the possibility that prioritizing relationship buildirtly wi
Indigenous communities might enhance positive regard and esteem for SAS staff, and perhaps
RRU more generally. One participant noted,

So, as part of the West Shore community, | think that greater relatieimsifaiing is

going to be essential between BRRnd the wider community. . like community

institutions, such as the schools, community centers, organizations, sports groups, arts

groups, music groups . any kind of extracurricular engagement that students might be

involved with within the commuty . .. as well, there is a fairly large Indigenous student

population in the West Shore..so we will need to do a lot of outreach with Indigenous
students . . and families. (Participant #2)

Subtheme 6B: RRU Community.The second most frequent subtheme in the Engaged
Community Word Art Circle is referred to as the RRU CommuiitategorizedlO phrases
with the RRU community subtheme in the Engaged Community Word Art Clileleelled this

subtheme RRU Community to @mpass any members who were either faculty or SAS staff,
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mostly because | am still getting a sense for the organization and how everyone works together
as an outsider to the organization. Interestingly, several participants highlighted a similar interest
in figuring out how to best work together which is highlighted by the following quotation from
Participant #6: Altéds al ways hel pveardnottust conne
engaging students, but also engaging staff in the warka how do you work with us? How do
we work with you?d06 Participant #2 suggested o
more in terms of whole campus activities. o
Subtheme 6C: StuderitRRU Community. The third most prominent subtheme in the
Engaged Comomity Word Art Circle was the StudeRRU Communityl categorizedine
phrases with the StudeRRU community subtheme in the Engaged Community Word Art
Circle. The dash-) between StudefRRU symbolizes the relation between the two
communities. The padipant quotations below offer some ideas for how SAS might best
complement the challengemsedearningprogram. What | extract from these sentiments is that
the desire to create a student experience that is relationally supportive, as all threergarticipa
referenced shared experience. Yet, Participant #1 suggests making resources more focused:
AMaybe ités more about there being key aspect
a more enduring relationship. As opposed to just making rescunaadly available .. maybe
it is just a |little bit more focused. O
Participant #6 references challenges with scalability:
| think the challenges, are probably just the scalability. agai n, wedre a | i1

And we leverage that with our cohonbdel .. . where can we help create community in
different ways and different spaces?

Both Participant #6 and Participant #3 offered an approach to manage this scalability challenge.
Finally, Partici pant # 8adisoh, adtie asteepedysiodgybrui | d t h

boring way, but it is in those things that cr
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Subtheme 6D: Student Community.The nextsubtheme for the Engaged Community
Word Art Circle was the Student Community. This community consitierstudent population
more generallyl categorizedsix phrases with the Student Community subtheme in the Engaged
Community Word Art CircleThe quotations Participant #3 offered highlight the emotional and
social needs that support student engagemerdand cess: ASo being with p
boat and finding support for one another. o Th
students moving through these four years, there should be a sense of community and different
peopleyoucanmeet,andl ubs and organi zations and things
Subtheme 6E: ExternatRRU Community. The final subtheme was titled, External
CommunityRRU-Community.l categorizedhreephrases with the Extern®RU community
subtheme in the Engag&bmmunity Word Art CircleThe dash-) between Externand RRU
symbolizes th@artnershipelations between the communitiegsernal and external to RRU
Relations with the external community seemed to fit into two categories. Participant #2 offered
an nitiative that may more appropriately align with SAS initiatives or a student recruitment
function more generally: AWe need to start ©bu
also, the parents. The parents are still pretty influential in tefrdeciding where their children
go to school and what they do after theyodve ¢

Participant #4 explained the support provided to students in the challasgdearning

program, which may be of interest to SAS as a potential argador t ner shi p. WATher e
responsible for finding the challenges and liaising. whet her 1 tos community
government to structure the challenge. and most of them wil/ be dr

next section, | present the @iimgs for the Pilot Ideas theme and each of the corresponding

subthemes.
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Theme 7: Pilot | deas

The Pilot Ideas theme describes various SAS pilot ideas that might complement the
ChallengeBasedLearningProgram and/or prepare for the West Shore cartgaes8de 11 in
AppendixC) | n ot her words, AWhat activi,inthes make
order of most prominent to least prominemre:Processes, Activities, Values, and Roles. It is
important to point out that the Pilot Ideas theme iselpintegrated with the following themes:
Engaged Communities, Design Considerations, and Building for Cliseg&lidel1l as well as
Slides 10, 12, and 18 AppendixC). The Pilot Ideagheme is affiliated with Research
Questions 4 and 5.

Subtheme 7A:ProcessesThe most prominent subtheme for the Pilot Ideas theme was
Processed.categorizedl9 phrases with the Processes subtheme in the Pilot Ideas Word Art
Circle. The labels for the subthemes Processes and Activities are closely connected, but
Proceses seemed to represent ideas that required ongoing attention whereas Activities are more
discreet. Granted, there is some variability between the two subthemes depending on how
extensive these ideas truly are to implement and further consideration oeachatould entail
is advised.

Participant #6 expressed a desire to collaborate and feasibly support the pfogram wa s
our way of saying . . . Okay, what resources do we have now? How do we make this work? How
do we embed our s el Vhssonyeisatidnal process may bewigiteda m] ? 0
regularly, although how best to approach collaboration sustainably is a more critical question to
raise before the program launches. Participant #1 emphasized a process for shifting the
responsibility to student® ar t i ci pant #1 stated, #dAlt is real/l

it i s up to them to map the course to their o
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one process that SAS could develop, which may simultaneously respond to Pagidgpans
concern.
Subtheme 7B: Activities.The second most frequent subtheme of the Pilot Ideas Word
Art Circle was Activities] categorizedl5 phrases with the Activities subtheme in the Pilot Ideas
Word Art Circle.As previously mentioned, icontrast to processes, activities seemed more
discreet. The distinction between the two is that activities may offer some ideas that could be
broken down into quickvin ideas that require less effort to implement. Participant #4 offered an
activity that mg solicit direct feedback from students which may address the lack of student
voice in this study:
| dislike that kind oftopd o wn approach to design. And so
person [to ask about pot en ttaaathallyPeguireothesel d e as

services. | 6d much rather sit down with a
what are the kinds of supports you would need?

Participant #1 shared an activity that is planned which might be leveraged or expanded with SAS
partnership:
Wedbve tried to provide opportunities for t
survival around dark topics. But , I me an,
a few topics, and maybe angtesolvenhe prdbled.s or p

This will be hard for some students. And it will, it will largely depend on the level of
resilience that they bring in with them.

Subtheme 7C: ValuesThe third most frequent subtheme in the Pilot Ideas Word Art
Circle were valued.categorizedl 4 phrases with the Values subtheme in the Pilot Ideas Word
Art Circle. Reviewing the phrases in the Word Art Circle, | see the values are adaptability,
community, empowerment, innovatidaarning, respect, and wellness.

Value: Adaptability .Rel ati ng to adaptability, Partici
i mpl ementation of this idea, | think that the

Participant #4 noted, Al see us asking our st
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nontralitional structures, and | think we have to do the same in terms of how we deliver our
services. 0
Value: Community. In reference t@ommunity Participant #2 noted,

Explore opportunities to meet with people, older students, maybe more mature students,
graduate students perhaps, or even third and fourth years that are doing work in areas that
younger students are interested in. Having opportunities to meet, having opportunities to
talk to them.

In addition, Participant #6 stated,

[The pilot] wouldinclude dedicated advisor resource that would really support the

student experience and the journey that would be connected overall to the Student
Services team... and be really dedicated to that learning community in that first cohort

... really engaging students on the Royal Roads campus, in that space and place, outdoor

and indoor.

Value: EmpowermentRe |l at i ng to empower ment, Partici |
our students, we can empower them to make the

Value: Innovation.Regar di ng innovation, one particip
program would be to | ook at where wedve done

what other people doo (Participant #3).
Value: Learning. About learning a participant stated,

|l could do away with grading. |l just donot
demographic of students. | 6d much rather f
the difference between a 75 and a 78, or an 83 and an 80. (Participant #4)

Value: Respect(demonstrating). Aboutrespect, Participant #3 asserted,

Thereds one whol e ar ea.Buthdoivantto nakewswelldada s p o k
this in a good way. And thatdés that indige
needstobpart of their [studentso6é] understandir
do that in the coursework, but ways to engage with, our Heron people Circle, with the

elders and old ones, with knowledge keepets. t hat [ engagement] doe
weird, special event thing.

Respect has shown itself as a repeated subtheme across Theme 3F, 7C, 8B and 10B
(Humanity).
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Value: Wellness.About wellnessParticipant #1 stated,
Letds not just be oriented towar dsatewhat t o
structures . . everything from curriculum to student services that are supporting the kind

of culture or wellness as a basic orientation, or a mental wellness orientation as opposed
to the mental illness orientation.

Subtheme 7D: RolesThe fourth mat frequent subtheme in the Pilot Ideas Word Art
Circle was rolesl categorizedix phrases with the Roles subtheme in the Pilot Ideas Word Art
Circle. Participants discussed responsibilities, networks, student service leaders, and student
leaders. Particpant #1 st ated, 0lcteétiag nptwodks, eobnkecfionspand e a b ¢
attractors. o Participant #3 noted, AThe i1 dea
Student Services mentor, coach, personal contact. d o e s nwiadt it isna you eall them,
and theyoll hel p you. o
In the next section, | present the findings for the Design Considerations theme and each
of the corresponding subthemes. Select phrases in the Design Considerations theme can be found
in the Word ArtCircle infographic (se8lide12in AppendixC).
Theme 8: Design Considerations
The Design Considerations theme describes potential opportunities for how various
activities can be approached as SAS supports the implementation of the Challsede
Learnirg Program(see Slide 12 in AppendixC) I n ot her words, fiHow sho
together 20 The ,anthb drdercofmeost prontinant to leastprersineate
Integration, Respect, Engag€dmmunity, and Strategy. It is important to point out that
Design Configuration theme is closely integrated with the following themes: Pilot Ideas,
Engaged Communities, and Building for ChaKggeSlides 10i 13 in AppendixC). This theme

is affiliated with Research Questions 3, 4, and 5.
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Subtheme 8A: Integration. The most prominent subtheme for the Design Configuration
Word Art Circle was Integration.categorizedlL3 phrases with the Integration subtheme in
Design Considerations Word Art Circleonically, the data analysis produced thistotheme
before | realized that the overarching Design Configuration Word Art Circle resembled the
guestion, fAHow s h derhags thises asymptdm ot geting loshie the. data
analysis butealising the connection betwethie frequency tothe subtheme and how the theme
addressethe research question gave me assurance that my approach to data analysis was getting
me somewherdRarticipant #6 offered an approach to integration of SAS services for the
challengebasedearningprogram:
Whenwe know therebds certain themes.thathat t he
challengebasedearningtheme where they all come together for a period of time on a
project .. . well, we can be doing some extracurricular andwweicular programming

around that theme.... We saw ourselves as collectively responding but in a very
intentional way.

Subtheme 8B: Respedtfor the human experience) The second most prominent

subtheme for the Design Configuration Word Art Circle was Respeategorizedive phrases

with the Respect subtheme in Design Considerations Word Art Clildesubtheme Respect

follows sentiments to honour people and the social environment of an educational organization.

The following statement from Participant #6 highlights dsitgrand relationships and situates

learning in the past, present, and future:
So where are we celebrating different oppo
of diversity and understanding intercultural competence, understanding without a doubt

our history, and ties to our first nations, relationships with local community, or on a
broader level, larger issues.

The same participant went on to state that although the work of SAS may provide many
opportunities for growth, it respects the inhereitwvae t he students bring wi

forever facilitating, wedre not creating, the
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journey of changemakers that are going to mak
Respect has shownél$ as a repeated subtheme across Theme 3F, 7C, 8B and 10B (Humanity).
Subtheme 8C: Engaged CommunitiesThe next subtheme for the Design Configuration
Word Art Circle was Engaged Communitiésategorizedhreephrases with the Engaged
Communities subtheme in Design Considerations Word Art Ckdleseen in previous
subthemes, this study has highlightee ifmportance of how various communities engage with
each other. Connecting this subtheme with Theme 6: Engaged Communities defines the different
communities mentioned by participants. Participant #3 suggested that consideration should be
given to equip anémpower students to pursue clubs and organizations. This phrase may also fit
in the Strategy subtheme for the Design Considerations theme, as it might offeetiemtiste
resource while fostering engaged communities. However, | have included this phiiais
subtheme as it emphasizes that design considerations do not always require extensive support
from SAS. In response to what student services are needed for the future West Shore campus,
Participant #7 indicated that one of the most important dgsigciples was presence. Given the
phrase, another design principle may be the combination of presence and opportunity. Participant
#3 stated, fAWedbre going to have to walk a bal
which is an awesome thing,amde s houl dnét get in the way of g
started. 0 Another participant noted,
| think that presence means. .students get to know someone through visits in the

classroom, they know where the office is, and how to get adfigddople . . and those
people are readily available when students are available. (Participant #7)

Subtheme 8D: StrategyThe final subtheme for the Design Configuration Word Art
Circle was Strategy.categorizedwo phrases with the Strategy subthem®esign
Considerations Word Art Circl@he two phrases below emphasize an interesting common

strategy, which aligns with the most prominent subtheme for this theme: integration helps the
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key stakeholders define a united approach to serving studertsip@at #6 suggested the best
way to do this is to engage with SAS early, and this sentiment deeply resonates with my
professional experience as implementing initiatives requires careful planning. Participant #7
suggestdthat SAS and faculty membersudd be united on having consistent messages about
how to normalize and deal with conflict. This strategy suggests that conflict may be used as a
design consideration in fostering innovation, which was one cfulitbemes of the themeRilot
Ideas Participant#6 noted,

We want to make sure that we [SAS] are considered in the design stage, or this early

proactive stage sothat. when it comes to supporting th
taking us down afterwards, right? Like.. i t 6 s a cirttent@rlalldgsig)m mor e

Participant #7 stated,
[In dealing with conflict] .. . there are different techniques that can be taugtgtudents
need to be given practice and coachingand Student Services can have a role in that,
as do the instructotiemselves ... and consistent messages well, diverse points of
view, sharing of ideas, being open, listening all of those skills are critical, in terms of

diffusing and maximizing the benefit of conflict, rather than trying to bury it, abd no
experience it at all.

In the next section, | present the findings for the Building for Change theme and each of
the corresponding subthemes. Select phrases in the Building for Change theme can be found in
the Word Art Circle infographicsée Slide 13 ilA\ppendixC).
Theme 9: Building for Change
The Building for Change theme presents the perceptions of how SAS might build
capacity and grow their services in preparation for the West Shore césepuSlide 13 in
AppendixC) I n ot her worteseyefibgw?doTtve , nithe trdkee me s t
of most prominent to least prominemere: Strategy, Considerations, Experimental, Engaged
Community, and Need3he subthemes Considerations and Experimental were tied with an

equal number of phrasdsis important to point out that the Building for Change theme is
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closely integrated with the following themes: Pilot Ideas, Engaged Communities, and Design
Considerationgsee Slide 10i 13 in Appendix C) The Building for Chang¢éheme is affiliated
with Resarch Questions 4 and 5.

Subtheme 9A: Strategy.The most prominent subtheme in the Building for Change
Word Art Circle pertained to different strategies that could be employed to build capacity and
find leveragel categorizedl1 phrases with the Strategytsheme in Building for Change Word
Art Circle. Each of the participants below had something to offer in this regard. Participant #6
identified that initiatives with high impact need to be prioritized. Similarly, Participant #4
supported focused effort, bemphasized the needs of the student needs to be met. When
disclosing a concern about the transfer credit complexities for the challesgdearning
program, Participant #5 emphasized the need to be transparent with students prior to admission
to mitigate the risk of students withdrawing before the first two years of the program is complete.
Mitigating the risk is a sensible strategy to consider for any innovative initiative. Participant #1
provided a more direct response in how to build capacity tpastiphange, indicating that a
strategic allocation of resources is key for supporting change endeavours. One patrticipant stated,
AHow do you | everage a small team? | think a
i mpacto (Par tiipcanptan#t4d4 #n6o)t.e dParfithisc | ong as wedr e
and wants of our consumer, then weoll be al ri
Similarly, Participant #5 asserted,

We try to mitigate the risk as much as possible, so that the sicamieieave with

something valuable... that they can translate like academic currency into an advantage,

and advance in some other program that they wanttoenter.and her e, t hat 6:
be difficult to do unless they finished the first two year

Finally, Participant #1 noted, ASo how does i

hire some people. o
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Subtheme 9B: ConsiderationsThe second most prominent subtheme in the Building
for Change Word ArCircle was tied with the next subthent&periential. The subthemes,
Considerations and Experimental each had six phrases in the Word Art Circle. The
Considerations subtheme referred to topics that participants felt should be considered as Pilot
Ideas. Participant #4 suggested the need to adajpibe mindful of processes that create barriers
to successand statediy We candt be ov. aeHhaye tolbeagie anoughtat i c
respond, to quickly respond and adaptarticipant #8 implied that more conversations are
needed to refine thepproach desired by the institution, suggesting the desired state may
determine how student services are constructed. Particidatatéed,

The inperson thing is challenging . so what can you do-person or online? What can
you do asynchronously? V@t can you do synchronously

onl

service support... whet her or not those meet student

willing to put in the time and effort to do that sathining and stepping them through

that. And whetherornohtat 6 s an expectation that they d

more handn support. | mean, that speaks to what are we trying to achieve as an
institution .. . are we trying to make them se#fliant, and to what level do we expect
them to be selfeliant? | think those are more robust conversations depending on the
outcomes youodre trying to achieve.
Both statements suggest the philosophy of the roles between staff and students invite further
consideration.
Subtheme 9C: Experimental. The third mosprominent subthemé&xperimentain the
Building for Change Word Ar€ircle was tied with the last subtheme, Considerati&ash

subtheméiadsix phrases. Many participants referenced experimenting with new ideas as they

built out services that would coement the program. Participant #1 indicated the need to start

earlyto be prepared for enrolment growth. Participant #4 referenced the need to resource it, but

then also provide latitude to change plans if needed. One participant stated,

If the numbers we increasing pretty quickly, having some really good solid structures in
place is quite critical ... | think that this kind of programming needs to be in at the
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ground floor. And build and learn at the same time that the program as a whole is
building. (Participant #1)

Another participant n.ovemreedto rdsdlitaittppedyrandee desi g
the same time, be prepared to change it as quickly as possitile.absolutely flexible and
agil e, ni mbl e andpaet#d).r epreneurial 6 (Partici
Subtheme 9D: Engaged CommunityThe fourth subtheme in the Building for Change
Word Art Circle was the Engaged Community subthehwategorizedive phrases for this
subtheme, and all phrases emphasized that relationship building was a kgyoiisg building
change. Participant #1 suggested relationship building was key to moving the institution forward
towards shared vision. Participant #6 explained that the focus on building relatiomabglso
efficient and cost effective. Participart # st at e d, Ailtés probably more
connections, attractors. t hat wi | | have the potential to g
i magi PRarticppnt#®notedi Rel ati onship buil ding .vadtl hi n t h
think thatodés how we stretch our | imited hours
partnerships happen, so that we can get to students qgaickly
Subtheme 9E: NeedsThe final subtheme in the Building for Change Word @ircle
was the Neds subthemd.categorizedour phrases with the Needs subtheme in Building for
Change Word Art Circléwhile resourcing and planning are more obvious needs, the other needs
articulated by participants include a more nuanced approaeBdarcing, prioritization, being
mindful around capacities and impacts to other services, as well as starting planning
conversations early. Participant #1 stated,
Budget is probably going to be our biggestissue. at t he s ame hkei me, we
accessible, which means web6re trying to re
we possibly can. So, this is where itgetsreally tricky. i t 6s easy to come
of really great ideas around additional services to put into flatehe fact of the matter

iI's, the more we put into place, the costli
less able to achieve our mission of increasing enrolments.
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Anot her participant noted, Al dm woservicesed about
unf ortunately being compromisedo (Participant
actually going to connect with the student, given the whole experienoeake sure you put the
time, effort and energy into building it right beforeth st art 6 (Partici pant
In the next section, | present the findings for the West Shore tfemadlide 14 in
Appendix C)and each of the corresponding subthemes.
Theme 10: West Shore
The West Shore theme presents the opinions and perceptions of [®mi§lht
approach their service delivery model for the West Shore caapeasSlide 14 in Appendix C)
The subthemes that emergadthe order of most prominent to least promineete: Inclusion,
Humanity, Strategy, Innovaticemd,Engaged Communityl he subthemes Inclusion and
Humanity were tied witkeightphrases for each subtheme, and the subthemes Innovation and
Engaged Community were tied wiiur phrases for each subthemé .the time of the
participant interviews, it did seem the West Shore camjassin the early stages of planning as
many participants indicated there were still many uncertainties. Therefore, the quotations offered
here illustrate early thinking. BhwWest Shoréheme is affiliated with Research Question #5.
Subtheme 10A: Inclusion The most prominent subtheme in the West Shore Word Art
Circle was Inclusionl categorizeceightphrases with the Inclusion subtheme in West Shore
Word Art Circle.Although the subtheme Inclusion was tied with the next Subtheme, Humanity
with eight phrass each in the Word Art Circle, | have ranked this subtheme highee
phrases can extend over multiple subtheraed those statements coeldsilycategorize in the
Inclusion subtheme. While both Participant #7 and Participant #3 suggested a fieiidieeb

the two campuses, Participant #7 emphasized the conceptual connection that joins them together.
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Participant #3 relayed the hope of retaining that the Hatley Park campus remains open and
welcoming and that access to services at the West Shore ilobatfrioritized so thdahe
l ocation of the service did ndbeeds®staympatofa barr
Royal Roads conceptuallyo (Partiacwgcamet #7) . A
there, thats their campus too, but serving them[we need}o provide as much access as
possible to things at that West Shore |l ocatio
Subtheme 10B: Humanity.The second most prominent subtheme in the West Shore
Word Art Circle was Humanityl. categorizeckightphrasesvith the Humanity subtheme in West
Shore Word Art CircleThis subtheme is very close to the subtheme for Reffjpe¢he human
experience)but | chose the word Humanigy the time of coding the subthentecause it
suggested a compassion for the student experieheé. not reflected that the subthemes of
Respect referred to the student experience asRaflicipant #3 indicated a desire for students
to feel comfortable expressing the help they neetdedgel that they mattered enough to receive
the support they needed with@éttinglost in navigating their way through the organization.
Participant #5, when describing potential ways to manage staff configurations across two
campusessuggested the befits of staying in touch with the student experience and how all the
different service areas connect. One participant noted,
We want students to be able to come to one place just to say to somebody in a

confidential way, this is what | need help with and then to talk to someone and get
referred and supported and not feel like they got bounced around. (Participant #3)

Another participant stated,

[In pondering the benefits of generalist positions that learn specialities, rather than

managing a complemeof staff who specialize]... it helps us remember, as service

delivery people, that students are actually whole beings themselvesand it 6s eas
remember that when theeother partswbthesenditeatwe | i ar wi t
provi diepant#5pP ar
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These statements highlight the importance of maintaining the perspective of a ftedpett

has shown itself as a repeated subtheme across Theme 3F, 7C, 8B and 10B (Humanity).
Subtheme 10C: StrategyThe next subtheme for the West Shore tart Circle was

Strategy| categorizedive phrases with the Strategy subtheme in West Shore Word Art Circle.

Given the uncertainties around the future campus, one participant stated,

I n other places where | 06ve tewaekionakesures at el |
that theyo6r e al waynaking, and soiom 8o lehthk..they deci si on
[Student and Academic Services] need to be, it needs to be fully integrated. (Participant

#7)

Participant #4 asserted,

If Student Services forthe Wet Shore campus reside at Hatl
to be certain structures that continue to exist. | think you need to move everything out.

Use the new campus. Develop a ndweceldsur e
nothing wrong with the cture that they currently have.. 1t 6s jJ ust been bl
developed for the students and the programs that we have. The chhbseggearning]

program is different enough that [it] requires a rethinking of the services that we provide.

Similarly, Participant #2 stated,

[ Creating a hub of activity and innovation
outreach, ités a respectful engagement wit
support that might be needed We need to ask ¢hquestions: what do we have here?

What can we take advantage of in terms of where we are? And really commit to

generating excitement around being in the West Shore and what kind of amazing

opportunities are, and c o ukatpub ouldoeus . It
and probably more so than we do in our current location, which is absolutely stunning .
but itds not in the center of the town. So

engagement, and a sort of a more immediate intew#behe new campus in a more
urban setting.

Subtheme 10D: Engaged CommunityThe Engaged Community subtheme has shown
up in many different themes so far; however, the West Shore theme emphairemunity
that reaches further afieldcategorizedive phrases with the Engaged Community subtheme in
West Shore Word Art CircldRarticipant #2 referenced the complexifyengaging arowing

community but conveyed a desire to create an aaivgagingand inclusive environment.
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Understanding thidesire may allow SAS to develop services that further this vision. One
participant stated, AWebre dealing with a par
compl ex because the West Shor ethefastestgwangl vy chan
pl ace i n BC, maybe in Canadao (Participant #2
All of those design elements take community into consideration.t her eds a bi g
emphasis on... making that connection, or that interplay between the university and th
community more fluid . . | think the atmosphere that we are hoping to generate would be
that of open doors, inclusion, and active participation, and local people coming in and
students going out, and to have this as a real hub of activity and inmovatand so

whatever it would take to really establish that as sort of the modus opesauid
involve Student Services too. (Participant #2)

Subtheme 10E: Innovation.The final subtheme for the West Shore Word Art Circle is
Innovation.l categorizedour phrases with the Innovation subtheme in West Shore Word Art
Circle. Participant #4 suggested that the West Shore location could be used not only as space, but
as a fresh start to trial new ways of delivering services. Participant #2 spoke of a previous
planning session for the West Shore campus and shared that flexible space supports innovation.
Hearing the opportunities to use the new space in innovative ways may inspire SAS to consider
spatial factors as having an impact on culture and innovationp&@tieipant stated,

|l tds not just the desi gn..butfthere ireemBeddedl ent Se

norms in that Hatley Park campus. So, you can use the West Shore as an incubator, where
you dondét have the s amePapicipamt#4) ces and nor m

Participant #2 noted,
There will hopefully be ample space for collaboration, innovation, and communication
... when we were envisaging the building/campus, we wanted to ensure that a common
space or a universal space something thatould morph into different things for
different purposes would be central.

Concepts and Model

In addition to the themes and subthemes found, another key finding is the development of

the four concepts which form a model for SAS to use as a discussionspgd8lide 16 in



STUDENT-CENTRED SERVICES 151

Appendix C) As mentioned in Chapter 3, the concept model was produced by organizing the
subthemes of a similar nature into a fouiadrant circle. The four concepts preseiatiex

individual congruence, active learning, collective advare®, and conceptual communities.

The descriptors for each concept were developed by considering how each subtheme grouping
might be described. The concepts came together as | was creaiinfpgnaphic orcanvacom

and so once | had figured out therere/four categories, | sourced a circle diagram and found an
image that had the four colors. Using the fquadrant circle as a guide, the concept titles came
together throughwo Whatsapp chatiscussions witltwo inquiry team members$.sent draft

images of how | had grouped the subthemes together and sought guidance on some descriptor
phrases that captured the essence of each concept. Initially each concept had one word. Although
since | was engaging two simultaneous discussions, the creative enefgytistic play

emerged. | knew | had arrived on the correct concept titles when a sense of positive energy and

satisfaction appeared in both conversatidie concepts are defined in the table below.
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Table 2

Four Concepts Arising from the Data Gathered

Concepts Concept Description

Individual Congruence  The Individual Congruence concept encompasses the subthe
Identity, Values, Respect, Humanity, Safetybe-Vulnerable,
and Inclusion.

This concept conveys how individuals might align themselves
with the identity and values of the organization.

Active Learning The Active Learning concept encompasses the subthemes:
Awareness, Findingpalance, Resilience, Experiential, Critical
thinking, Experimental, and Innovation.

This concept conveys individual active engagement with appli
learning.

Collective Advancement The Collective Advancement concept encompasses the
subthemes: Impact, Roles, Activities, Considerati®ational,
Processes, Needs, Collaboration, Opportunities, Integration, ¢
Strategy.

This concept conveys collective engagement, reflecting differe
processes and social systems to pursue shared endeavours.

Conceptual Communities The Conceptual Commities concept encompasses the
subthemes: Engagé&fommunity, Studer€Community, RRU
Community, StudeARRU Community, Indigenou€ommunity,
and Externato-RRU Community.

This concept conveys the various communities which are
conceptually defined as uniggeoups for the purposes of this
researchnquiry.

The proportions for each concept presented in the infographiSliges bi 21 in
AppendixC) were derived from the frequency of phrases in the Word Art Circles; each phrase
was mapped to subthemdsee Slide 17 18 in Appendix C)and then each subtheme was
mapped to one of the four concefdse Slide 19i 20 in Appendix C) The four concepts form a
modelthatsummarized all themes (see Slide 21 in AppendixT@¢ calculation of the

propotional weight of each subtheme and each concept were managed using a simple formula in
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Microsoft Excel, and then a pie chart was created for each theme, as thellresnes
collectively (361 phrases). The assignment of the subtheme to each phrase Waitsvgua
however the pie chart calculation was quantitative as it used a mathematical approach. While
seemingly quantitative in its presentation, visial presentation of the proportional concept
circlewas designed to solicit reaction rather than taaa precise metric, since fundamentally
the data analysis itself was qualitative in nature.

The concept model serves as an alternative perspective for understanding the data
collected in this study. The presentation of the concept model encouragessatoneand may
act as a guiding interpretive framework to explore how the different concepts might be
considered in the planning of the activitigghile it is interesting to think about each concept
proportional,individualsview and apply conceptifferently. Nonetheless, a quantitative metric
may support general estimation of the emphasis placed on different activities. Further discussion
of potential applications for this concept model is detailed in Chapter 5. An overview of the
participant reactins to the concept model is detailed in the next section.
Di scussion of Second Stage Findings

This section details the findings from the second stage of the inquiry where the action
planning meeting allowed for discussion of theagraphic and the use tfe virtual
collaborative tool, GroupMap.com. The actiplanning meeting was an opportunity for
participants to receive some information about this study, discuss the results of the first stage of
research and decide what actions make sense. After nairgheparation, | was excited to learn
which direction the project would go.

The meeting began with an opportunity for participants to share a story of a time they felt

proud of being part of SAS, a time when they felt students received innovative séhvice.
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guestion was also asked of participants in the first stage of the study, but the activity was
different this time as the second stage participants were invited to use GroupMap.com to
anonymously post a story for others to see. The purpose of tivityagas to allow participants
to identify a source of energy that inspired their work which helps to provide some insight into
areas that could be expanded as the challbagedearningprogram is launched.
Share a Story

There were 19 statements postedGroupMap.com, and although GroupMap.com only
allows for abbreviated statements, it struck me that the sense of pride was related to access and
connection. Participants shared appreciation for opportunities to gather resources and deliver this
support hrough various modalities when students most needed assistance. For example,
participants shared that the LaunchPad fulfilled an orientation need faramadr professionals,
volunteer opportunities coordinated to supplement the academic experiendes Ardigenous
StudentS n e q @wné E é Wwas written on GroupMap.corprovided occasions for students to
connect and learn about the broader commusSity.e q 6 w dahe ee&wWungan,term fahe
Blue Heron Housdj iosrgathering and resource space faigenous students, faculty,
associate facultyand st af f . ltés also where we come tog
university community for learningharingand bui | di n RRU,@.0.gara. D)nshi pso
Whether the spaces were physical or virttred, information provided was varied rather than
providing access to specific information across multiple physical or virtual spaces.

However, it was clear that delivering service meant more than a basic tramsdcti
delivering information as it was more about directly connecting with students to offer
personalized support in times of challenge. It seesagéidfactiorstemmed from the ability to

rise to the challenge for the unexpected events that arise inearstudd s j our ney, such
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students navigate through interpersonal conflict, being present and accessible to find mental
health supports or coll aborating with coll eag
issue became too complex for onegom alone. When | invited participants to reflect on what
they saw posted on the GroupMap.com collaborative board, Participant #5 offered the following
statement, which highlights the need to make space for the unexpected needs of students that
could potatially encompass a wide range of topics:
Il té6s so important that we see students as
messiness that that brings. There are best

things that we can understand aboutsiudents as a whole. But that individualized
service really comes down to seeing students as individuals, as whole individuals.

This reflection presented a picture of inclusivity and acceptance yet also acknowledged

an openness to not having a set forntlnié assumed to have all the answers. Participant #2

reflected on this willingness to persevere through uncertainty when commenting on their

experience in reaching out for support from SAS:
| have no trouble being heard when | need help for a studerall 8bthe services, even
I f 1tds not something that | think is wher
there. | get heard in this process of looking for innovation for students.I t hi nk it 0
beautiful that | can make a phonél ca send an email or jump on Microsoft Teams. And
get a response from a colleague, a peer, a friend and mentor, a boss, a dirédotoe .

are so many people listening..it certainly is a little bit unique from my past
experiences at some othéages.

Participant #206s reflection of feeling hea
essence of services offered by SAS. Whether SAS offers support broadly to a cohort or
individually, the source of pride seems to be the ability to be attentiveegpdnsive to the
needs of others, regardless of the modality usédatprovide support. Given the challenge
based learning program's unique needs, SAS will have many opportunities to leverage this

source of energy and satisfaction.
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|l nfographbasRefl ect

The source of satisfaction shared by participants during the gq@ioning meeting
aligned with the interviews conducted in the first stage of this resewryainy (see Slide 5 in
AppendixC and Appendix Q The infographic was presented to papiarits with an 8ninute
overview of my approach to data analysis using Atldsirst, | shared my process for
completing the data analysis with participants to help them interpret the Word Art Circle themes
and subthemes.intendedto create the conditits to empower participants to make their own
decisions by providing information rather than providing advice and diredios.approach is
consistent with thé&l methodology taken for this stugBushe, 2012; Cooperrider, 2013;
Stavros & Torres, 2018; Vikins et al., 2011 )Participantsthenshared their initial reflections,
which centred on two main topics: a question around the opportunities in the cascading
initiatives for the involvement of Career Services and the expressed desire for Pilot Ideas to
emphasize community.
Rol e of VWiacesr Ser

The first topic centred around how the work of Career Services fits into supporting
students enrolled in the challergasedearningprogram. The question stemmed from an
observed absence of relevant references in the Word Art Circles, appearesktd fhe
intention for exclusion rather than inclusjavhich upon reviewy this participantlt was an
astute observation as it was not an overly prevalent topic that arose during the interviews in the
firstresearclstage Par t i ci p a the cliettén clraleagbasddileamngis i T
communi ty. | ;iobs6monhoe mplt iogered towards hel pinq
organizations.lisabout making a difference in the c¢commt

the organization, tould notclarify the intentions for the institutid@s plan for the involvement of
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Career Serviceas my knowledge was limited to the data | had collected thus far. There appeared
to be differences of opinion and not enough time to give this topietharedattention Upon
hearing the deliberation, | appreciated Participant #2 sharing an example of their own experience
of supporting sustainable development goals in another program at RRU. This participant
suggested that although much of the support for camtgnengagement was integrated into the
program, they observed that students often maiedtrat relationship after the course wavks
completed. Participant #2 stated,

What we saw was that they [students] went Haxkheir community contacgven

outside of the curriculum, and they went back and offered their time, again, to keep those

connections because they wanted to. So, | think that that holistic piece is.thidte we

put it in the curriculum, they did their work, they were guided and g, but then
they went back and did it again on their own and continued to do so.

Without knowing the plans for integration of Career Services supports with this initiative,
this perspective may offer an alternative viewpoint to consider in futuresdisos as it may
counter assumptions that pertain to perceived time constraints when considering student service
offerings that complement the challeAggsedearningprogram. The next topic that arose
during the infographic reflections relates to theresped emphasis for community to be more
present in the Pilot Ideas identified for this study.
Emphasis on Community in Pilot |1 deas
The Pilot Ideas Word Art Circle describes various SAS pilot ideas that might
complement the Challengmsedearningprogram and/or prepare for the West Shore campus.
I n other words, AWhat activities make sense?0
Initially, actionplanning meeting participants expressethe confusion around what the
Pilot Ideas represernthe confusion arose through a review of the conceptaal of Pilot Ideas
(see Slidel8in AppendixC) and not the Word Art Circle viegsee Slidel1in AppendixC).

The conversation focused on the conceptual view suggested that the pilot ideas, shown as select
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phrases in the Word Art Circle, did not elicit a reaction as much as the desired emphasis on
community, which seemed less prominent on the conceptual vievadiggeveral participants
asked for further clarityand | offered a detailed explanation of my approach to data analysis in
response. | hesitated to offay interpretation of the firsstage findings as | did not want my
assessment to influence their mpiestation of the datdnstead) viewed my role as a facilitator
supporting the group through sensaking, and | intended to create space for the group to move
through the divergent procedabelled by Kaneet al. (2014past he A gr oan,whidhne o ( p
refers to groupso6 participatory dyonergawds as t
find a solution While the actiororiented Al methodology supports positive change, the
participants needed the time and space to work through theisepaspectivegHersted et al.,
2019;Senge2006 Whitney & TrosterBloom, 2010.. As it turns out, presentintpe conceptual
view of data in the infographic contributeddalivergent discussiaat the actionplanning
meeting.Presenting the conceptuaéw allowedthe group tdear from other participants who
viewedthe problendifferently. It would have been valuable to allot more time for this
discussionk aner et al . (2014) stated, ADi scovering
forinsightfuli nnovati ve c ol Thadonversation wasstow (0 ptart, akhbygh
some key messages were shared.

One key message that participants expresspdrplexing surprise was in response to the
presentation of the concept ratios in thietRdeas Concept view pie chasgee Slidel in
AppendixC). Interestingly, it was my observation that the concept views for Pilot Ideas, Design
Considerations, and Building for Change presédiffering ratios of each concept. | noted that
the Pilot Ickas Concept View did not include the Conceptual Communities or Active Learning

conceptswhereas the other two themes had. Withougthe o Ueedback, itvould not be



STUDENT-CENTRED SERVICES 159

apparenthat something was missing from the logic. When | presented this obseritatian,
merely a curious observatigand | struggled to retrace the steps of my data analysis to provide a
more comprehensive explanation as to why this was so. Unanswered quedtgiimsudate my
curiosity, and | was able to follow up with participaatter the meeting.

While some participants struggled to get past the missing concept of Conceptual
Communities in the Pilot Ideas Word Art Circle, Participant #3 offered a reflection that helped
expose mydata analysiprocess prompted the perplexing casation. Participant #3 stated,

One of the things that | noticed, looking at the Word@irtle concept views... those

| ast couple slides, ités that you very rar
view]. Like some have two... mostoft hr ee, thereds only a coup!
items that touch on all four. . I 6m |l ooking right now to see

Advancement] that sticks out the most? One is Collective [Advancement] and one is
[Conceptual] Communities. Shdse are very group [oriented]..So, the right side, the
green [Collective Advancement] and the pink [Conceptual Communities] is all aimed at
the group and the other side? | guess Active Learning [blue] and Individual
Congruence [orange] seemsve | ndi vi dual . So, youbve got
group side [to the Concept pobart]. And trying to see quickly, which ones resonate the
most. And, green [Collective Advancement] and pink [Conceptual Communities] look

| i ke t hey dr e65% dtketatagcircieb. Say tor SGudent and Academic
Services . . we just finished talking about how everything is individualized. Yet most of
the items seem to go towards groups [Conceptual Communities and Collective
Advancement] .. So, | wouldhave expected more of the individual type things
[concepts] to show up.

Participant #3 offered an interesting observation because they identified the contrast of
the concept presentations for each theme with the expressed source of pride that pahadpants
shared at the start of the meeting. Tdliservatiormay be an interesting followp conversation
for SAS to consider. For me, this reflection clarified the importance of framing the subject when
discussing the concepts. While personalized serviceaadsess specific individual student
needs, | had initially envisioned the Individual Congruence concept to be more reflective of how
SAS team membedsictions aligned with the identity and values of the organization as they

serve students. In other wordise subject for the concept staff members and not students.
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Granted, | had not reached the point of making sense of this distinction at the time of the action
planning meeting. So, while Participan #30s
consider further, the remark encouraged me to solidify my sense of the definition for this
concept.

Despite the findings for the actigrlanning meeting thus far suggesting unfinished
conversations anchy initial impressiorthat the presentation of firstage findings might not be
as relatable as | hoped, | have come to realize there is an alternative perspective to take.
Receiving feedback from the phase two participants was helpful as several potential next steps
were revealed. In addition to continuitige conversation about how Career Services might be
included in this initiative, | felt the need tmderstandhe disconnect between the Pilot Ideas
theme and the Conceptual Communities and Active Learning concept. Further, the need to create
a descripton for each concept was identified to help frame the subject for each concept.
Regardless of whether sufficient clarity existed in the data collected thus far, the presentation of
the Conceptual model functioned as intendéte conceptual model provoked a conversation to
assess if further adjustments were required and identified that community was an important facet
of any pilot ideas that further this initiative. Given the reactions tontiographic, the meeting
served itpurpose. This feedback allowed me to return to the data to consider this new
information and reflect on whether additional clarity could be offered. An alternative suggestion
for Pilot Ideas was calculated after the acipd@anning meeting, using data finathe Word Art
Circles: Pilot Ideas, Design Configuration, Building for Charagel Engaged Community. A
copy of this reconfigured concept view is found in Appendix €xplore his topic further in

Chapter 5.
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W3 Activity Findings

The W2 liberating struatire-activity guided participants through semsaking of the
infographic and facilitated brainstorming to define the top essential student service ideas to
complement the challengmsedearningprogram. The Wactivity was managed virtually
through Zoomand GroupMap.com, and participants had the opportunity to discuss with their
colleagues or share their thoughts anonymously in written form using the GroupMap.com
collaborative board. The activity had three parts: what, so what, and now what? An infage of t
contributions made to the YMctivity is presented in AppendiR.

What ?

The first part of the activity requested that participants share what observations they
made in theiinfographicreview. Given the abbreviated statements posted on GroupMap.com, it
is a little challenging to discern when comments redi@atfirmations ofthe infographic content
versus content that suggests information is missing. However, given the conversation described
inthepr evi ous Ch a pfageaphicReflestiens whooh @i scussed part.i
immediate reactions to the data analysisifitbe first research stagehave deducted that the
affirmed topics relate to three categories whibtlade labelled as: Holistic, Transitipand
Meaningful Education. The fourth category includes miscellaneous topics, which I labelled
Future Consideratns, that do not necessarily affirm content initifegraphic but rather suggest
potential gaps.

Holistic. The first category presents the observation that taking a holistic approach to
student support was important to participants. Anonymous contrilsytiosted to the

GroupMap.com coll aborative board in this cate
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beyond the c¢l| as s-bengand resiliénéepbaildisg personawesduices for
thriving, 0o and APeer connections. o
Transition. The secod category affirms that student transitiomsrean essentiahspect
for SAS to focus omvhen implementing thehallengebasedearningprogram.The anonymous
contributions postetbt he Gr oupMap. com coll aborative board
for sureo and Al mportance of supporting trans
Meaningful Education. The third category affirms the significance of the challenge
basedearningprogram as providing opportur@s for students to be engaged in meaningful
learning.The amonymous contributions postéalthe GroupMap.com collaborative board
i ncl uded amaznglpannm@aapmodunifiitev ol ut i on o mea@ngfulc at i on, O
learning, authentic engagemenivhile the last anonymous contribution could fit into the
Holistic category]i ncl uded t he fi nal contribution, Agen
and weltbeing and collaboration acro$theluni ver sity to do this, o0 gi vV
ambition oftheuniversity to distinguish itsedismaking a meaningful difference in the world.
Future Considerations.The fourth category captures miscellaneous comments that
suggest observed gaps in the presentation ofsfiegfe research. As mentionetiavededuced
that these statements reflect missing elements given the meeting conversation. The anonymous
contributions posted on GroupMap.com included
fiempl oyer involvement, 0 Awher e aoached torlwasthise s pons
notinthescop® and fAmi ssing an lecanahlysarhisethatthef r esour c
comments referencing industry and employer involvement pertain to the conversation described
in theinfographicreflections section. Given my lingitl knowledge of the intended role, this is a

potential conversation to exploretimefuture. The other two comments seem to reference some
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ambiguity around the scope of thmguiry. Given the research design and timeframe, it was not
possible to consider these facdtse scope of this research might haeenbetter explained to
emphasize that an evaluation of resources was out of scope for this research inquiry. The number
of first-stage participants and a description of the interview metlewdsharedHowever, given

a significant amount of information to take in, the participant may have missed the research
scopeAs such, | have categorized these statements as potentialcaes@ore inthefuture.

So What ?

The second part of the activity requested that participants whagréhese observations
areimportant. Mosparticipant observationgflected the importance of empowering youth with
education to become engaged in themmunities and make a meaningful difference in the
world. Thesebservation$ighlight the rationale that inspires participants to take actions that
support student success as outcomes for this resédarchymous statements reflected this
identified purpse includehe following:i st udent s who are not afraid

take action to achieve their best worl d, 0 fiem

with empower ment . ++civic engagemenitv ed+saicttyi.voi
Additionally, one thumbs up was marked on the
citizens."

The multiple statements added to the So What? column reflected empowering youth. As
such, | asked if any of the participants wanted to shareawipowerment was so important.
Participant #7 replied,

Well, webve made a fair mess of the worl d,
to be decision makers. But they need to be informed and know that they can be engaged.

| see that, as largely owle is to help facilitate their engagement in their own world and
know that they belong there as decision ma
that we are bestowi ng .mwembedtosupporpthemmo t h e m.
claim their righs.
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As much as this sentiment reflects the shared purpose for the group, it also suggests an
important consideration for SAS to consider as it implements complementary services. A further
discussion of this suggestion is detailecConclusion 4 irChapters.

Like the first part of the Wactivity, a few additional comments were not as easily
categorized. One statement was brief, soun@ear which category of observatioibselates to,
but the anonymous GroupMap.com contribution staié/hatsupport needs to be specifically
of fered when. o6 Despite the ambiguity, the com
planning for effective service delivery is all about. Perhaps instead of referring to a specific
category from the observations madehe first part of the activity, this statement underpins the
purpose of engaging these key stakeholders for this research inquiry.

The final statement that seemed to stand out on its own was an expressed fear. The
comment made to GrbeaMapt e mashbhasiedessdlcl ass |
budget[ltfcomes at a cost to the service providers
The GroupMap.contonfigurationallowedot her partici pants to 61l i kebd
contributions and this comment had one thurdbp marked to emphasize support. It is difficult
to ascertain if the resourcing plans have been finalized to give rise to this comment or if the
participant has expressed this fear based anitifermation. Regardless, @srcing tends to be
a constraint factored into planning initiativ€® any expressed fears might be alleviated as more
information is shared and decisions to refine the complementary student seceiges
Now What ?

The third part of the Wactivity wasfacilitated through three steps. The first step allowed
participants to brainstorm some activities that they thought made sense as next steps in furthering

this initiative of planning for student services that complement the challaggelearning
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progran. Once ideas were added to GroupMap.com, participants were led through the second
step of this part of the exercise. This step requested that each participant rate eaxtordiaay
to the four concepts previously presented in the infographic (App&)dRarticipants were
prompted to refer toggel6 of theinfographic in case they wanted to refresh their memory on
which subthemes each concept represented. GroupMap.com was configured so each participant
could select the idea, which would open a-pppvindow and present them with four sliding
scales, one for each concept. Participants could then move this sliding scalgdrb@ to
indicate how much of an emphasis they felt should be placed on the concept as the idea was
implemented. The third steg the Now What? activity was to vote on their faxite ideas.
Participants were given five votes each and were permitted to use those votes in whatever way
they wished. It was possible to vote on ideas more than once if they felt that idea was important.

The ideas below were added to the Now What? column of GroupMap.com and are shown
in the order from highest ranked to lowest ranked, in the exact words used by participants:

1. Develop an Indigenous bridging component.

2. Make time to builbéafls tsukdielnlts. 6on Ahow to

3. Ensure admits have the growth mindset.

4. Blue sky: Walk with the students through their journey, mentoring, and guiding.

5. More time for conversation and collaboration.

6. Full peer mentorship program.

7. Resource mapping.

8. Resource andapacity.

9. Free tuition.
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Concept Metric
After the meeting concluded, | reviewed the concept rating metric for these ideas. Each
participant was prompted to rate this idea by considering how much emphasis should be placed
on the concepts presented in thegriphic. The number of participants scoring the idea and the
average concept score were captured in the GroupMap.com reports generated after the meeting. |
was able to apply the same mathematical equation to create a pie chart for the idea using the
metrics provided by the participants. Appendix Q includes the Concept Circle Metrics for each
of the top voted ideadly additional analysis of the firsttage data also resulted in the
development of a SAS Concept Circle which was demonstrated to be cortodbiednodels
and theories promoting student support (Cox & Strange, 2010).
Study Findings Summary
In summary, the analysis of the first stage and second stage research produced the
following findings in relation to my inquiry questions.
1. The stories thattaff and others tell about studergntred services arose from a
shared identity about the immediate impact they have on students, their ability to
persevere with resilience, their relationships with students and staff, and the supports
they provide to Indjenous students.
2. The challengdased learning program was viewed as innovative for many reasons. It
was seen as providing authentic engaged learning, comruetyted and an
opportunity for RRU to reach a new demographic. It was also viewed as an
opporunity for SAS to integrate student activities to positively impact the learning

environment and build a strong foundation for student success.
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3. The relationship between the program competencies and the design of complementary
services was viewed as a protlatthe learning environment and an engaged
community.

4. Participants suggested taking an integrated, flexible, and experimental approach to
designing student service activities to complement the chalesged learning
program that would aid student tréim. Transition was viewed as extending
beyond orientation activities and engaging various communities was of key
importance.

5. Participants emphasized community engagement as a key factor in preparing for the
future West Shore campus. Specific ideas Wesg clear to participants when
responding to questions about the future West Shore campus which may have been a
result of the timing of this inquiry. However, responses reflected the values of
community, engagemerdnd respect for any strategies pursued.

Scope and Limitations of the Inquiry

The intended topic of this student was to exphwe studertcentred services might
complement the challengemsedearningprogram and better prepare SAS to provide services at
the future West Shore campus. Thasarchdid not consider resourcing implications, conduct
large-scale engagement either at the university or with its external community, or engage key
Indigenous stakeholders in develupthese recommendations. Participation was limited initially
to the merbers recommended by the project sponsbig considered the amounttohe |
would have available to conduct this inquiAs mentioned, the criteria for participation in the
first stage of research were limited to positions relevant to the initial stdigis oquiry.

Conducting this research during the COVID pandemic required virtual technologies to be



STUDENT-CENTRED SERVICES 168

used.Two interviews experienced technical difficulties; one was managed without aitédthe
other had to be rescheduled due to wstmrmrelated power outages.
Scope

This research attempts to respond to a topic of inquiry that is quite significant in size, and
| havetaken a higHevel approach to respond to the research questionscope only
accoungdfor the views of select SAS leaders and RRU facltltgid notincludes t udent s 0
perspectives or more comprehensivepresentation from all SAS units at RRU. Given the
enormousscope, there are several possible tangents availdideefore the results aran initial
view, which can be discussed with a broader range of participants as RRU determines how best
to move forward. For example, resource planning arose during the-plarmmng meeting but
was out oimy i n gscoperThisGnguiry intendedo considerthefirst step in the initiative
and outline initial recommendations for organizational change
Limitations

The context of the state of change the organization was in likely affected the results of
this inquiry. These contéxal factors suggest that this research may be limited to capturing a
specific moment in timelheengaged researetas conducted from December 2020 to March
2021, during the COVIEL9 pandemic, which created a great deal of uncertainty and increased
workloads.The added layer of organizational leadership changethaistate of change that the
organization was in highlightow change is experienced and articulated in particigants
observations and experiences. Not all participants have had access to the same information, and
many had unanswered questions about the future of the West Shore campus, for example. As
more information becomes available, these research outcomes widtthée ni t iearlyi ve 0 s

stages and may be limited as discussions evolve.
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Since the semistructured interviews were conducted in the winter months on the South
Coast of Vancouver Island, it should be noted that two windstorms presentéerasting
challenge for conducting research virtually. The first occurrence was managed as the participant
kindly used their mobile phone to call end we managed bandwidth issues by turningitheo
off. Unfortunately, he second occurrence resultedny power being disrupted for an unknown
period, so it required | reschedule the meeting due to the requirement to maintainagukdity
recording which | would have been unable to manage on my mobile phone. These irregularities
could not have been mtieted and thankfully, audio recordings of tfiest disruptednterview
served the purpose of this study and did not compromise the research outcome.

In addition to the context and state of change, the research process may have contributed
to some limitéions to the research outcomes. For example, vpiaitgcipation in the first stage
of research allowed all recommended participants to contribute, the-ptaimmmng meeting may
have limited the number of interested participants given theverd noticedistributed in
advance of the meeting. Additional participants may have atkhthe research invitation was
sent out two weeks in advance of the meeting.

Further, participation was limited because invitations required a recommendation by a
first-stageparticipant. This recommendation procesasy have impacted the research outcomes
in that the research output can only reflect the data gathered. As noted in thelactming
meeting processhe conversatioabout the lack of workntegrated learningaportunities and
engagement with community partnengght have benefited from more timehisperceived time
constraintsuggests further discussion about these aspects to determamalihow they may
factor into the student service activities envisioteedest complement the challerigased

learningprogram.Other SAS areasiay have other perspectivéisatthe group who participated
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in this researclvould not have capturett is also possible that some perspectives are not fully
representative of the whole organizatiéffier this research completes and conversations expand
to include additional representatives, validity will be tested

It is also possible that the use@foupMap.com may have affected research outcomes.
While the GroupMap.com activity wasjoyableto use as a researcher and productive of
arriving at the top essential activities, it may have been more productive to allow the group to dig
into the idea gemation more deeply and converse for a longer time. The use of GroupMap.com
may have distracted participants from engaging more deeply in this convershgarction
planning meeting used Zoom and Groupmap.com, and in hindsight, it would have beeo better
allow for more time so that participants were not rushed through the final adgdyessing
this pressureould have been mitigated by extending the length of the meeting and accounting
for more discussion time aftexplainingthe data analysis ptess. These circumstances offer
valuable learning for me as a researcher and meeting facilitator.
Chapter Summary

This chapter presented the findings from the two phases of aeiearch. The first
phase included sersiructured interviews, and the inteaw content was analyzed to prepare an
infographic for the second stage of research, the aptamming meeting. The infographic
presented the themes and subthemes in coloded Word Art Circles to provide action
planning participants a creative exsies of the firststage data. The infographic also presented
a SAS Concept Circle that further analyzed the subtheme categories. Theatiung
meeting was managed virtualgnd the W exercise was managed using GroupMap.com. The
GroupMap.com platfon was customized specifically for this inquiBarticipants discussed the

infographic and affirmed potential future directions for RRU to consider as the chatiasge
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learningprogram is implemented. These perspectives and theoteol ideasvill be considered
along with the Chapter 2 literatuirethe next chapteo formthe conclusions, recommendations,

implications, and reflections arising fraims study.
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Chapter Five: Inquiry Conclusions, Recommendationdmplications and Reflections

This researe inquiry explored how SAS might design a studwstitred and
complementary set of services for the new challdmggedearningprogram. The challenge
basedearningprogram represents an exciting initiative for the university as it offers a unique
learning opportunity for undergraduate students and will effectively shift the student
demographics at the university. To complete this research, | conducted eigstrsetuied
interviews using the appreciative inquiry methodology. | analyzed this data and produced
themes, subthemes, and a concept model for the second stage of research. Thess=rohd
stage included an actigelanning meeting where reflections frone timfographic could be heard
and further refinement of potential initiatives could be discuds#ekcribedhe findings for this
research in Chapter ¥ this chapterl discuss theonclusions from these findings, building
upon the literature explored Chapter 2. After presenting the conclusions, | present some
recommendationfr thenext stepsandimplications and reflections arising from this inquiry
Inquiry Conclusions

Analysis of these findings and the literature described in Chapter 2 leel follbwing
conclusions.
Table 3

Conclusion Highlights

No. ConclusionHighlights

1 Cultivate community of faculty and staff

Participants at the actigplanning meeting may not have had the opportunity t
discuss the initiativeeforethis research was conducted and may not have all
shared the same perspectivEserefore, a opportunity to share perspectives,
cultivate communit and explore planning and focus may further ground this
initiative.
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No.

ConclusionHighlights

Consider integrated theoretical appraach

Participants expressed interest in pursuing a holistic, commengsged, and
integrated approach to developing studeitred service#\s a result, a
integrated first-year experience frameworkwas developed using thiahdfourth
generation transitiopedagogy, integrated with the Royal Roads Learning,
Teaching and Research Model. Indigenous principles of learning were also
integrated ito this proposed model to provide a contextually and culturally
sensitive framework to guide initiative development.

Cultivate community external to the university

In response to participant interest in community engagement with external
communities, fourtlgeneration pedagoggnd public pedagogy were suggester
potential coalescing areas to focus on partnerséveldpment. Engagement in
these areas might fit into the proposed integrfitetlyear experienctamework
(Conclusion?).

Engage students to support identity and belonging

Engaging students in activities that support identity development and foster
belonging would promote student community. Two engagement models wer
proposed, which may support the expansion of the engaggmeaiple of the
integratedirst-year experiencBamework (ConclusioR).

Explore a customized approacHfitst-year experience

The inquiry findings suggest that a customized range of student service
opportunities be developed to create a-fyesar experience that complements tt
challengebased learning prograrfor example, ptential areas of focus mighéb
to develop a peer mentorship program, student successmasithn/programor
modify existing advising practices towards engaged and integrated methodc

Continue prioritizing Indigenization and supporting decolonization

Participants expressd interest in developing an Indigenous bridging compoeite
the action planning meetingiterature and an environmental scan of transition
programghat support Indigenous studeatsother possecondary institutions
suggestedhatthese types of student supports are diverse and contextually al
culturally oriented. Access programs, nmedit supports, and creehased
programs were explored alongside peer mentorship progranssppairt
Indigenous students. Further conversation with Elders, Indigenous students,
anduniversity stakeholdensill help determinefuture directions. Further, my
experience of exploring literature to support Indigenous students revealed tt
importance of learning more about Indigenous worldviews, and | would enco
others to do the same.
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No. ConclusionHighlights

7 Leverage available resources, strengthen capacity, and explore technology

An unexpected conclusion arose thr
build capacity and effectively use resources. These perspectives may have |
influenced by the timing of this inquiry being conducted a year into the COVI
19 pandemic. Howear, my observations of the conversation at the action
planning meeting led me to believe there might be an opportunity to better
leverage technology to create capacity.

8 Explore the Student and Academic Services Concept Circle

The analysis of the firsttage data resulted in the creation of a Student and
Academic Services Concept Circle. This Concept Circle was used as a discl
tool and participants at the actiptanning meeting experimented with it to ass:
whether it could be used as a metri@ait planning, assessment, or evaluation.
is possible that this might be possible, however further exploration is require
connection was made to the literature that the Concept Circle connects with
student success literature.

Inquiry ConclusionsExpanded
This research explored how RRU might design innovative and stadetred services to
complement the challengmsed learning program, which will be delivered at the future West
Shore campus. In this section, | presamexploratiorof theconclusions of my engagement with
participants and review the literature presented in Chapter 2abidweconclusions are
expanded upon in this section
Conclusion 1: Cultivate Community of Faculty
The first conclusion arises from a cesd¢ing of inquiry findings. Two themes emerged
related to fostering connections to the faculty and commtmityeate a network thatippors
the challengéased learning program. The first part (Conclusion 1A) of this section exfiere
stage of changend the state in which tleetionplanning meeting participantsight have
experienced when conducting this reseafidie second part (Conclusion 1B) of this section

explores somediscussiorareas to help clarify planning and focus.
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Conclusion 1A: TeamForming. This research contributes to the early stages of
significant change for the RRU. In addition to change occurring within a global pandemic, the
new program will shift the student demographic. This conclusion suggastise participants
who have a vested interest in designing complementary student supjgbrtdrave been in an
early stage of changehenthis research wasonductedlt is assumed that some of these
participants will form a team to support the implementatiostwdient supports.
Expanding the demographic will impact the student support services offered, and this
project sought perspectivasa time when there was great excitemamia need for more
clarity. In the semistructured interviews, Participant #7dtate il t wi | | change ho
ourselves..at a fundament al |l evel . Wedve al ways bee
with some completion programs for undergradua
meeting, Participant #4 stated,
Wedr ailmwi Isomet hing that hasndét really been

theworld... wedre taking a t y..andd f erent ap
demographic that we don v a tonne of

ot
0t
These perspectives irgia discussion of individual and collective identity. An interesting
dynamic might be the realization that both students in this program and the RRU staff supporting
it will experience greater awareness of their sense of identity as the chdilésegklarning
program is initially implemented. As a team, the RRU staff supporting this program will
experience thaotorious phenomendhat Tuckman (1965)escribed ateam storming,
norming, and forming stages until they sort out the details to clarify Wwegptwish to do and
how they wish to work together. At the action planning meeting, Participant #4 stated,
As webre developing this, thereds stil/l a
...and | think thatos wbHweloakattoatriocusg a digmgee t h e r

is, is there going to be a West Shore campus? Are they going to be on that campus? Are
they going to be in a separate space? If so, do we need two spaces? What do those things



STUDENT-CENTRED SERVICES 176

look like? How are we supporting them they engage in the community? What kind of
services do we need to offer them?

The presence of the team forming phenomenueites additional time speméflecting
together on collective strengtfiBuckman, 1965) Par t i ci pamparallél®dthist at ed,
program would be to |l ook at whefaweddwve ndbdne
copying what other people do. 06 Throughout thi
each participant had for their colleagues. ThmuBMoments Word Art Circle highlights some
participant references to supporting each other as a caring comifset$lide 5 in Appendix
C). These references were categorized with the Relational subtheme, and there were 16 phrases
for this subtheme in thProud Moments Word Art Circl&s much as this is a strength, | also
observed the anxiety of not having enough time to engage with the community as often as
desired. Participant #6 reflected on the desire to engage with staff across the university and
stated,

Il t s al ways hel pful to co.nweaehotjustendgaginghe s e

students, but also engaging staff in the warkso how do you work with us? How do
we work with you? (Participant #6)

One challenge in keeping up with cige is fully comprehending the aim of new initiatives when
there is limited information and other priorities, such as managing a pandemic. Long (2012)
acknowledged Student Affairs uniftenexperience change more quickly than other areas as
they tend tesupport a broader range of stakeholders. The responsibility to support the whole
campus might restriche capacity to engage in dialogue or professional development activities
(Moneta, 2017). As an external member of the team, it is easy to share ateagtit help.
However, some of these idemsy alreadybea regular part of the cultur8ome ideas include
scheduling project kicloff and milestone meetings, exploring collocated spaces (particularly

early in the initiative), leveraging virtual commungpace, creating opportunities to learn and

f
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reflect together, and finding opportunities to celebrate successpsfully, the ideas suggested
support the team in making this initiative a success.

In summary, ConclusionAlreflected on the state of charthat the organization was in
at the timeof this study. It is possible that since this inquiry was conduptadicipantshave
had the opportunity to meet and discuss matters at a greater depth. One suggested topic of
discussion might be for team membtrexpress how the demographics might shift their
perceptions of shared identity. Another topic of discussion might be how the team can set aside
time on a regular basis to build their sense of team.

Conclusion 1B: Planning and FocusThis research supped early planning for this
initiative by uncoveringvhere to provide more focu€onclusionlB explores some areas of
discussion to help clarify the focu8ecognizing this research occurred in the early stages of
change, there may have been some amlyigeiated to the role of Career Service in supporting
the first and second year of the challerggsed learning prograrAs described in th€hapter 3
s e c¢ t Infographic Reflections participants shacktheir reflections o the infographiaduring
the actionplanning meetingThe initial discussion prompted a conversation between two
participants. Participanbagédshaemned ngThe cbim
employersi t 6s not ori erstoded et pwabhd e mself mirng ndi vi du.
about making a di f fowever,dhe subsequent&ercseresaitedninat y . 0
few anonymous comments, such as Aindustry eng
ambiguityis ameaningél conversation to have for a few reasons.

Returning to the previous topic, the state of change and limited information may have
contributed to a conversation that felt a bit disjoirftadparticipants| recognized there was a

concern, but | had not cadsred the two different perspectives together until that morAdiet.
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conducting the literature reviewappreciatedboth perspectivesore fully. Participant #1

described the challendmsed learning program as follows:
|l t 6s f ocus ed tamable davedopnyent gaals..and theresiauns other
undergraduate program, to my knowledge, that has this explicit focus as the centerpiece

of learning. So that kind of civic action citizenship piece becomes an important part. So
how do you use your edation to build a better world?

As explored intheChapter s ect i on, -BaGkral ILaheghallengdgased learning
program organized around societal challenges and community sets the context for learning. In
contrast to serviecearning, challagebased learning is not necessarily industrgused (Bintliff
et al., 2000; Gallagher & Savage, 2020; Hatch et al., 2016; Malmqvist et al., 20tS)core,|
concluedthat challengédased learningvas a pedagogy of the hebrs e e t he-Bdsdh al | e n ¢
Learning section in Chapter,3s it focused on addressing issues affecting humanity and
authentic experiential learning (Freire, as cited in Fitzsimmons, 2015). | had also poirited out
then Chal-Basgad L seatiomof Ghgpter 2 thitie challengdased learning program
seemed aligned with the public pedagogy discourse (Groulx et al., 2020; Sandlin et al., 2011). In
contrast to neoliberalist ideologies that promote workforce readiness, pettagogyand tre
philosophy of the pedagogy of the heart is oriented toward emancipatory educational experiences
that promote public good (Fitzsimmons, 2015; Sandlin et al., 2011; Sheeran et al., 2007). Sandlin
et al. (2011) observetiis debate of education for publielikbeing versus the econoitygeeds
was well documented in the public pedagogy literature. Desierto and De Maio (2021)
acknowledged the predicament higher education faces when considered in this broader global
context.

Despite my interpretation, the digic disconnect in the actiglanning meeting may
have related to different underlying epistemologasssucha follow-up conversation might be

wise to consider other perspectives. As mentioned, much of society may have internalized the
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pressures of obitsing an education to improve their quality of life (Desierto & De Maio, 2021;
Hannon et al., 2017; Wood & Breyer, 2017). Investment in education typically generates an
expectation on the return of investment, particuladthe cost of living is increasg and
students are making great sacrificepiosuetheir education (Deer & Falkenberg, 2016; Kahu &
Nelson, 2018; Kift et al., 2010; McGowan et al., 2020; RRU, 2019; Wilson, 2010; Zientek et al.,
2014).
Career Services might be able to adsygtelpingstudents navigateow tobuild
networksof contacta f t er each chall enge experience compl
saw was that they [students] went bftcktheir community contacgven outside of the
curriculum, and they went back and offdrtheir time, again, to keep those connections because
t hey wa @areer®enticesouftlhelp build a LinkedIn profile or implement a cocurricular
record. Thisservicemight be appropriate given the uncertainty with other measures of academic
curreng, such as transfer credit. Participant #5 commented on the transfer credit articulations for
the program and stated,
We try to mitigate the risk as much as possible, so that the student can leave with
something valuable, that they can translate d&ademic currency into an advantage, and
advance in some other program that they want to entéhe other thing about

transferability is that i1itéds never about t
receiving institution.

Although challengdased learning is distinct from servidearning, Bintliff et al. (2000)
suggested cocurricular transcripts might help document activities. Therefore, weighing these
different perspectives, and others, invites further conversation in the organization.

In sumnary, ConclusiorlB reflected on the planning amequiredfocus formoving
forward with this initiative One suggested topic is to discuss the role of Career Services and the
services provided to students enrolled in the challdaged learning progranihe lterature

reviewedaffirmedthe differing underlying epistemological perspectii®andlin et a| 2011
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Sheeran et al., 200Ayhich may helgarticipantgecognizewvhat is an important focus for other
participantsandunderstandhatthetwo perspectives are not mutually exclusiZzacouraging

further dialogue may uncover student needs, whidhswpport effective and focused planning.
Conclusion 2: CoRisivygar &mpkniegrcat &damewor k

Conclusion 2 introduces amtegratedirst-year experience framewotkatmight serve
as a framework for SAS to collaborate with faculty and plan initiatives to complement the
challengebased learning programhis section exparsbn the sources of inspiration for this
integratedirst-year experience framewagrhich is preseed in Figire 2.

It was cleathatmembers of SAS and the challerggsed learning program wish to
collaborate and support students in the best way possible. Both Parsi¢ipamd #6 referenced
intentional design strategies for collaboration. Partidigénstated,

When we know thereds certain themta that t

challengebased learning theme where they all come together for a period of time on a

project ... well, we can be doing some extracurricular andweicular programming

around that theme. . We saw ourselves as collectively responding but in a very
intentional way.

Participant #1 stated, fAMaybe itbdés more about
Student Services in as a more enduringtir@hship. As opposed to just making resources
broadly available .. maybe it is just a | i-planring mdeting,a mor e
participant shared their interpretation of the infographic on the GroupMap.com collaborative
boardandstaed, Al see a genuine commbengemcht to stud
collaboration acrostheu ni ver sity to do this. o

The remainder of this section referentiesintegratedirst-year experience framework
shown in Figure, which was developeillowing the literature review antbnsidered

participant perspectives frothis research inquiryl heintegratedirst-year experience
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frameworkincorporates four separate theoretiwaldels and inspiration arose from a coalescing
of the following:

1. Participants expressed interest in collaboration across campus which invites the
consideratiorof third-generation transition pedagogy (Kift et al., 2010).

2. According to the challengeased learning program proposal, the program embodies
the RRULearning, Baching, and Researofodel (Grundy et al., 2017). The RRU
Learning, Teaching, and Research model aligned naturally withghirdration
transition pedagogy (Kift et al., 2010).

3. A connection was made to the challefigsed learning program and the podisjbi
of inviting a fourthgeneration transition pedagogy approach given the community
sets the context for learning (Gallagher & Savage, 2020; Nichols & Cator, 2008;
PennEdwards & Donnison, 2014).

4. A connection was made Chapter2 i n t hRrocase BrincipterLearnifig,
Prioriti zi ndotheRRULgaening, ZeadhingpamdResearch model and
the possibility that Indigenous principles of learning were connekctdxterved that
theexperiential learningtageslook-reflectact Coghlan, 2019; P. Reas&

Bradbury, 2001; Snowden & Boone, 2007; Stringer, 20@fe similar tahe
Indigenous life and learning stages #Atlaink-& o (Deer & Falkenberg, 2016. 1J).

5. Participants expressed interest in supporting students holistidailiy invited
consider#on for the Indigenous principles of learning (Deer & Falkenberg, 2016;
First Nations Education Steering Committe&ES(J, n.d.).However, 1 is possible
that participantsdé perspectives also refl

(Doyle, 2004) Therefore Student Affairs principles of practice were not incorporated
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into the model as they were represented in the-therteration transition pedagogy
model already selected (Doyle, 2004; Kift et al., 2010).
6. My interests in human development and learning theories, and institutional

frameworksfor program implementation supported creating this integrated

framework.
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Figure 2

IntegratedFirst-Year Experiencérameworkfor the RRUChallengeBased Learning Program

Integrated first-year experience framework for the RRU challenge-based learning program
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Given the state of change and time constraints of implementing initiatives for September
2022, | wanted to explofeameworksthat provided structure for collaboration. Killam and
DeggesWhite (2017) suggested using theoretical frameworks as a communiaaticdesign
tool when coll aborating across organizational
emotional, social, and cogni tyearexpeneeceds of di v
programming aims to address these components and more. Throtighliterature review,
variations of thirdgeneration transition pedagogy drew my attention as an opportunity to
develop firstyear experience initiatives that align with an academic program (Cintron et al.,
2017; Clark et al., 2015; Coulter et al., 2pD@ayle, 2004; DroveDavidson et al., 2017;
T. Gibbs & Larcus, 2015; Hu, 2020; Kift, 2015; Kift et al., 2010; Korbel et al., 2011; Korstange
et al., 2020; Long, 2012; Macken & Bishop, 2009; Marsico & Tateo, 2018; Nelson et al., 2012;
Schmidt & Kaufman, 205; Schreiner, 2010; Tinto, 2005). Transition pedagogy is student
centredandstrives to integrate diverse stakeholders to effectively leverage talents (Kift, 2015;
Kift et al., 2010).

The foundation of thentegratedirst-year experiencameworkin Figure lis based on
Kift et al.6 €010) thirdgeneration transition pedagogy. Kift et al. described a matrix involving
key firstyear experience strategies and transition pedagogy principplesntegratedramework
shows the key firsyearexperience strategies as the four blue horizontal bars with descriptors
shown in black texfThe transition pedagogy principles are shown as the six blue vertical bars
with the white text. In contrast to Kift et @lsriginal framework the horizontal ash vertical axis
have been exchanged to create more space forfahgworksto be integrated.

The second modification to tliemmeworkintegrates the RRU Learning, Teaching, and

Research model with the thigkneration transition pedagogy model. Accogdio the
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challengegbased | earning program proposal, the prog
and Research model, and introduces learning themes that explicitly connect changemaker skills
and competencies with the sustainability challenges of dume 6 ( Gr undy et al .,
RRU Learning, Teaching, and Research model articulates the philosophy, 11 guiding principles,
five pillars, and 11 core components to orient the design of any initiative (Grundy et al., 2017).
The 11 core component$the RRU Learning, Teaching, and Research model closely align with
the four key firstyear experience strategies (Grundy et al., 2017; Kift et al., 20h8jefore,
when the core components of the RRU Learning, Teaching, and Research model were mapped to
the key strategies of the thigneration transition pedagofrgmework the twoframeworks
naturally fit. The core components of the RRU Learning, Teaching, and Research model are
shown in red text in the upper four blue horizontal bars. One of theaongonents,
fiscupportivedo (Grundy et al ., 2017, p . 11) coul ¢
access to |l earning and supporto principle (Ki
a sense of bel ong.j2019,@. 1pThe aore comporent thit coultl eqeally a |
apply to either strategy is noted with a single asterisk in the diagram.

The third modification to Kift et ab. £010) original transition pedagofamework
included fourth-generation pedagogy. Pekialwards and Donnison (2014) proposed fourth
generation pedagogy as an expanidacheworkfor partnerships and engagement with the
broader community. While Peritdwards and Donnison did not provide a diagram to
demonstrate what this fourtfeneration transon pedagogyrameworkmight look like, an
argument was made that Athere is a need for a
boundaries of the higher education institutio

challengebased learnig program learning, fourth generation transition pedagogy was deemed
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appropriate for this integratéchmework(Gallagher & Savage, 2020; Nichols & Cator, 2008;

PennEdwards & Donnison, 2014). Thetegratedirst-year experience framewonk Figure2

integrates fourtkgeneration transition pedagogy as a key-fresdr experience strategy, shown

with the single green horizontal bar at the bottom of the diagram. While it is recognized-service

learning has a different orientation than challebgeed learningSchreiner et al. (2012)

provided an example for how faculty aBaidentAffairs staff might codesign support for

students to engage with the broader community. In essence, this example demonstrates how

fourth-generation transition pedagogy integratedhie institution (Pertdwards & Donnison,

2014; Schreiner et al., 2012). Schreiner et al. (2012) stated,
In learning communities, faculty and cocurricular staff from student development offices
can collaborate to identify involvement opportunities thakdon the themes explored in
class. Together, they can provide students with directed activities and with evaluative
tools to discern whether additional clubs or activities will suit their interests and fit their
schedules. Servielearning activities gvide another beneficial opportunity for
involvement. Working alongside classmates and members of the larger community
provides students with a valuable opportunity to create new relationships and deepen
existing connections while contributing meaningfuthyenrich the lives or circumstances
of others. When this work is undertaken collaboratively by a group of students in an
established learning community, expanding relationships with faculty and peers,
connecting service experiences with course matena reflecting meaningfully about

social justice and other relevant issues are just a few of the opportunities that accompany
the endeavor. (p. 57)

The early discussions of focus and framing for the chalkyaged learning program may also
determine theealevance, extent, and timing for whether fotg#neration transition pedagogy is
appropriate. Regardless, establishing the connection betweerathirfourthgeneration
transition pedagogy in antegratedirst-year experience frameworkay beinteresing to other
academic programs.

The fourth modification to thmtegratedirst-year experience framewogkises from the
perspectives shared by participants. Participants expressed a desire to consider the student

holistically. In theactionplanning meetingParticipant #5 stated,
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l td6s so i mportant that we see students as
messiness that that brings. There are best
things that we can understand aboutsiudents as a whole. But that individualized

service really comes down to seeing students as individuals, as whole individuals.

This perspective reflects the principles of Student Affairs practice as introduced by (Doyle,
2004),andinvited me to reflecon the Indigenous holistic worldview. Throughout this inquiry,
participants shared their interests in supporting Indigenous students and persgemtives.

example, aithe actionplanning meeting, participants reflected on the infographic and the
GroupMap.om col | abor ati ve b ohorndo uprontige béyowibtred s s uc h
cl assrfacssonwelb@®@i ng and resilience, building per
the topvoted idea for implementation from the Now What? activity resultedanindigenous
bridging component. 0 These perspectfistyeas i nspi
experiencdrameworkcould create space for the RRU Learning, Teaching, and Research model

and the Indigenous principles of learning.

Inthei Pr oZ,esRBrincipl e: Lear ni nsgctionfoundior i ti zi ng
Chapter2] observed similarities between Deer and
Indigenous perspective life and learning stages déiaghe actionresearch cycle (Coghlan,

2019; P. Reason & Bradbury, 2001; Snowden & Boone, 2007; Stringer, 2007). This connection
drew my attention tthe core components of the RRU Learning, Teaching, and Research model.
Initially, | incorporated the principles of learning shared by Deer atkbRberg (2016)

alongside the RRU Learning, Teaching, and Research model in the draft intéguaieadork

Deer and Falkenbedg&016)textweresuccinct, and it was straightforward to draw the
connection to key strategies in the thgeneration trangon pedagogy model (Kift et al., 2010).

| initially tried to integrate the FNESC (n.d.) principles of learning, as | observed they were

included in the RRU Four Feathers Writing Guide. However, the principles were less
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straightforward to agdp to a singlekey firstyear strategy in the framework, and | hesitated to
make an incorrect interpretation.

| sat with these principles for some tinheought out a good friend to discuss. My friend
is a high school teacher for English Studies 12 and Social Jutingle Cowichan Valleyl
learned that the First Peoples Indigenous Principles of Learning were included in the BC high
school curriculumRENESC, n.d. This conversation and a conversation with my thesis
supervisor about the connections | was makingieen experiential learning and the Indigenous
life and learning stages inspired me to try again at integrating the FNESC (n.d.) principles of
learning into thentegratedirst-year experience framewarkended up duplicating some of the
principles acrosmultiple key firstyear strategiess | felt they could apply to either, depending
on the context for which the principle was interpret&aly duplicatedprinciples have been
noted with an asterisk in Rige 2. While the two perspectives for the Indigenous principles of
learning are shown on the right side of the figure, there is no intentional meaning for this.
Similarly, the order of each bullet point has no intended meaning. Indteadntentdisplayed
in theintegratedirst-year experience frameworg&flects my approach from working from left to
right as | expanded the frameworkaccommodate the various perspectivémpe these
Indigenous principles of learniragediscussed at length with those whddhknowledge in this
regardbefore thantegratedirst-year experience framewoik used Regardless, making this
connection to experiential learning inspired me to put this foriceoe explored in future
discussions and research.

Attempting to incorpaate the Indigenous principles of learning into ititegratedirst-
year experience framewodemonstrates the complexity associated with the assumption of

categorical models to accommodate expansive Indigenous worldviews (Deer & Falkenberg,
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2016; FNESC, ml.). Rather than prioritize one version of Indigenous principles over the other, |
chose to include both, which likely increased the complexity of the task but might present a more
comprehensive starting point for future discussions. The principles loe$dry Deer and
Falkenberg (2016) are shown in purple text on the top three blue horizontal BagareR. The
principles described by (FNESC, n.d.) are shown in green text on the bottom three blue and
green horizontal bars. Asterisks indicate areasthani ght bel ong t o more t h;
(2010) key firstyear strategies. As noted, categorizing the Indigenous principles of learning into
a single strategy did not seem to fit absolutielgwever, upon reflection, this is perfectly
appropriatedr a holistic worldview. This exercise of creatiagintegratedirst-year experience
frameworkwith both perspectives has allowed me to reflect on the value of recognizing that
operating from a categorical perspective is sbtted.There is naneficorrecb way. There is
a relational, coconstructed, and experiential way. Guidance will need to be offered by those with
the knowledge and willingness to share, and discussion to explore how this might serve the
community will need to occur.

Presenting amtegratedirst-year experience framewodoes invite further reflection
and discussiorA modified fourthgeneration transition pedagofyfgpmeworkattends to the
institutional context, intended student demographics, institutional aspirations, and gairticip
perspectives. Knoff and Hobscheid (2021) argimediwithin inclusive environmentgit eac hi ng
and | earning [must] take into account wvarious
needs 0 ( mtegrafedirst-yearlexperience framewodkeates space for both the RRU
Learning, Teaching, and Researohdel and Indigenousipciples of learning. Whilé
recommend thatesearchbe conductedo establishfurther the connection between the RRU

Learning, Teaching, and Reseambdel and the Indigenous principles of learning, the initial
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observation might inspire change at th&titution beyond the SA8ivision. An opportunity
might present itself tanodify further the RRU_earning, Teaching, and Researohdel tocreate
space more readilipr Indigenous perspectivel$ the RRU Learning, Teaahg, and Research
model is used asfeamework for developing negervices and programthese included
perspectives might support further Indigenizatiois8S planning activities and curriculum
renewal lf appropriate for revision, updating the RRWBarning, Teaching, and Researabdel
in this way might inspire other programs to integrate Indigenous perspectives into their programs
and further promote Indigenizati@cross the organization
In summary, Conclusion 2 reflected on theoretical approaches that might help frame
faculty and stafengagement as they implement initiatives to support the chalbesgel
learning program. Severalodelswere considered, including thigkneration transition
pedagogy (Kift et al., 2010), fourdpeneration pedagogy (Pe&awards & Donnison, 2014),
RRU teaching, learning, and research model (Grundy et al., 2017), and both Deer and
Fal kenbergbés (2016) and (FNESC, n. dhe version
integratedirst-year experience framewotkatdesigned using these four modeight be a
helpful discussion toolt presents concepts involved in creating a-fpesdr experience aligned
with the challengdrased learning program, the RRBarning, Teaching, and Reseambhde|
and RRU aspirational student demographics. The intdjiiegt-year experience framework
servesas a foundation for further conversation. If theegratedirst-year experience framework
is attractive to key stakeholdetsecommend that further conversation with the Elders/Old Ones

occur to seek their adseé and input.
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Conclusion 3: Cultivate Community External to
Conclusion 3 expands from an institutionally integrdtachework described i@hapter
5, Conclusion 2o engage the broader external community. In my review of the literatuck, thir
generation transition pedagogy was more prevalent than the-fpemtiration transition
pedagogyhowever fourth-generation transition pedagogy seelauited to the challengeased
learning program as it acknowledges the communise#igthe contexfor learning
(Farrington et al., 2014; Hughes, 2017; Kift, 2015; Kift et al., 2010; Kift & Nelson, 2005: Penn
Edwards & Donnison, 2014; Raw et al., 209r exampleFarrington et al. (2014) reflected,
AUnder |l ying my thi nki miggobitmoeamergept|afiectige, @mbodieadn u n d
and experientid that the continual construction of space parallels the constructivist nature of
|l earningo (p. 31). Participant #2 sbhaseded how
learning program degin:
The challengéased learning model is very much involved with commubéged
projects, close and positive relationships with the community are going to be critical,
especially since we have not been a local university option for local, firseaoddyear

students before now, and many of our third and feyedr students have not even
necessarily been ezampus.

At the actionrplanning meeting, the initial discussion surrounding the infographic Word Art
Circles confirmed the aspirations for iatives to centre arourthe community.

Partnerships form vital part of the conclusion for this research, as they support both the
challengebased learning programndstudent populations. Numerous examples were shared
about partnership arrangements with the community to support engaged scholarship and
challengebased learning programs (Dereso et al., 2021; EImassah et al., 2021; Farrington et al.,
2014; Gallagher & Sage, 2020; Groulx et al., 2020; Kajner et al., 2012; Linda et al., 2013; T.

H. Peterson, 2009; Saez de Camara et al., 2021; United Nations, [BCddition, he literature



STUDENT-CENTRED SERVICES 192

on engaged scholarship suggested many ideas for fostering connections witbsagetsaie of
the university context.
Participant #2 expressed interest in engaging Indigenous communities in the West Shore
region:
So, as part of the West Shore community, | think that greater relatiemsifdiing is
going to be essential between RRU @ine wider community... like community
institutions, such as the schools, community centers, organizations, sports groups, arts
groups, music groups . any kind of extracurricular engagement that students might be
involved with within the community. . as well, there is a fairly large Indigenous student

population in the West Shore..so we will need to do a lot of outreach with Indigenous
students . . and families. (Participant #2)

In thefi F o u@enetation Transition Pedaggodypproach: Part e r s Isécos in 0
Chapter 21 introducedthe preenrolment and enrolled student categories for community
partnerships (PerBdwards & Donnison, 2014). Partnerships with Indigenous populations foster
relationships, increase understanding of Indigentudest needsand are a common method for
postsecondary institutions to engage with Indigenous communities (Avant et al., 2021; Baxter &
Meyers, 2016; Britton et al., 2020; Bruce & Marlin, 2012; Cull et al., 2018; E. Greenfield, 2020;
Guenther et al., 202Harrison, 2018; R. A. Malatest & Associates Ltd., 2010; Mathern &
Toner, 2020; McKeown et al., 2018; Mitchell et al., 2018; Montsion, 2018; Pidgeon et al., 2019;
Truth and Reconciliation Commission of Canada, 2015; Universities Canada, [I2620ducel
several transition pathways and student supports in ChapgeeZ t i o n famltdsausss s 3, 0
thesefurther inConclusion 6

RRU already includes flexible access pathways to aid student transition, but alternative
approaches are rapidly growing (Miré& Wabano, 2017). Drovddavidson et al. (2017) noted
that the geographical proximity to the South Island Partnership program is a likely factor in dual
credit enrolment patterns in the Province of. Blowever,RRU wasnot notedon the list of

included irstitutions shared by Drow#avidson et al. (2017). If not done so already, RRU might
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wish to explore possibilities to develop local partnerships to promote student transition to the
program.
Community engagement was also seen to be important for thedl&sure state of the
West Shore campus. Participant #2 stated,
All of those design elements take community into consideration.t her eds a bi g
emphasis on... making that connection, or that interplay between the university and the
community more flid .. . | think the atmosphere that we are hoping to generate would be
that of open doors, inclusion, and active participation, and local people coming in and
students going out, and to have this as a real hub of activity and innovatamd. so

whatever it would take to really establish that as sort of the modus opevanti
involve Student Services too.

Both Participant #2 and Groulx et al. (2020) held similar beliefs. Groulx et al. (2020)
suggested t h ecorceptualizedhe intedde detwden a univezsity and community
as a porous boundary that facilitates mutuall
and a shift t owvwammdrsty efmpoearmeptrgmssiodtsyexperimentation, and
coll ecti ve .Raersenamddrugs (2021)droveded an engagement model to help
orient university activities within a matrix of entrepreneurship and innovation, and action and
|l earning, suggesting that socially responsi bl
programmes, small business, and small networks, clusters,andcs 6 (p. 12). An e X
this engagement modetatrix, which notedpotential partnershipsnay be of interesb RRU as
the challengéased learning program is implemented (Petersen & K2024,)

While fourth-generation transition pedagoderature seems relatively limited,
significant literature exists that descrilpsblic pedagogyWhile fourth-generation transition
pedagogy is more suited to commuretygagement to suppatudent transition, some of the
discourse related to public pedagogy is foduse supporting the o mmu nnieeds/od s
educationGroulx et al., 2020; Sandlin et al., 201Rublic pedagogynight integrate well with

Kift et al . 6s ( b erig&yemepand divarsitydbécause Student dféaissi g
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suppors the whole student (Doyle, 2004; Killam & Degegéthite, 2017; Long, 2012), and

students engage with their communities. Student Affairs areas might concern themselves with

the whole student whemegaging withpopular culture, public discourse, and social activism

(Sandlin et al., 2011). Fourteneration transition pedagogy and public pedagogy might connect
faculty and stafby creatingi d e mocr ati ¢ publ i c spaces dinhat tr
et al., 2011, p. 355). For example, Participant #4 suggested how engaging the local high school
student community would benefit the design of services to complement the chdléesegk

learning program:

| dislike that kind of topdown approachtodesin . And so thatodos why |
person [to ask about potential Pilot |1 deas
services. | 6d much rather sit down with a

what are the kinds of supports yaould need? (Participant #4)

Participant # 4 dhatestablishingpartnerships wihusidertsntight also
be of benefitFor exampleQgunmokun et al. (2021) argued institutions must remain
competitive by mergingsfietmedeaehgaggmgementpwi.
service quality expectations.

In summary, engagement with the external community wassentiabuiding strategy
to design student services that support the challbaged learning program. This section
expanded orhird-generation transition pedagogy aarduedfourth-generation transition
pedagogy is more aligned with the aims of the challdraged learning prograrm addition, a
suggestion to explore areas within the dimensions of public pedagogy noted a pog&ilite
faculty and staff to considefhis suggesvn might inspirgpossibilities to develop reciprocal and
respectful partnerships that support a fogrgmeration approach of student transition pedagogy

(PennEdwards & Donnison, 2014).
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Further, an osgrview of the different forms of partnerships with external stakeholders was
provided Potential partnership areas to explore relate to fostering relations with Indigenous
communities, agencies in the community that align with chalkaged learning progm
interests an@ngaging withstudents not yet admitted to RRU. Significant literature support
Indigenous communitiesvhich may be a helpful resource if RRU wishes to expand partnerships
and create unique opportunities for studeimsddition, he clallengebased learning and
engaged scholarship literature mentioned several partnership ideas, which might also be a helpful
resourceFinally,Par t i ci pant #406s suggestion about i ncl
delivery was a helpful remindéw remain connected to the desires and needs of the incoming
student population.

Conclusion 4: Engage Students to Support | den

Participants shared their perspectives of how students experience the transition from self
awareness and livezkperience to otheawareness and connectiorntt@ community.

Conclusiond explores the literature and participatperspectivesboutstudent belonging.
Conclusiod introduces two potential models which may structure activities that promote
student communityThese modelareconsidered with participastperspectives shared during
the semistructured interviews and the acfdenning activity.

For students, the transition tammaw environment creates momentum towards renewed
consideration of personal identity (Marsico & Tateo, 2018; Moore & Upcraft, 1990; Williams et
al., 2020) For exampleParticipant #1 stated, Thi s 1.5 amre bage t .a-lorkk$ ng ab o
yearolds ... where maybe what your peers think about you is pretty much as important as it
gets. So being willing to be vulnerable in th

|l earning curve.o
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Part of this personal identity is the connections made withdéteenvironment, fostirg
a sense of belonging tbe community. Participant #3 spoke about fostering belonging through
shared experience and then later offered the aspirational outcome of many opportunities to
engage. Par t i ci p a hatsens&of taaditer, modin a séepedustodigyor | d t
boring way, but it is in those things that cr
ABy the time you have students moving through
community ad different people you can meet, and clubs and organizations and things to get
involvedo (Participant #3).

Fostering a sense of belonging provides many benefits, including increased confidence,
resilience, empowered decision making, quality of communicatiellness, and academic
success (Hoyt, 2021; Karp, 2016; van Herpen et al., 2020; Wood & Breyer, 2017). Engagement,
particularly in the first year of studis a key factor in academic succéggromoting collective
learning (Dalton & Crosby, 2014; KahR013; Petersen & Kruss, 202homas 2012; Tinto,
2005). Learning occurs through shared experendt others. Dayton and Rogoff (2013)
stated,

Questions of identity, Indigenous or otherwise, we and Chandler argue, must depend at

least in part oparticipation in specific cultural practices, not because these need

necessarily to be preserved but because they make us whodwenaren turn constitute
what it could mean to belong to a specific culture. (p. 111)

Valuing diversity and fostering inclug practices increasegrsonal and systemic

wellness (Long, 2012; Rosenthal, 2016). Participant #6 spoke of incorporating diversity

education in student service opportunities and stated,
So where are we celebrating different opportunities for educatiorew her t hat 6s a
of diversity and understanding intercultural competence, understanding without a doubt

our history, and ties to our first nations, relationships with local community, or on a
broader level, larger issues.
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The topvoted ideas in the #on-planning meeting add another layer to this discussion.
Table4 presents the topoted ideas related to fostering student development and community:
Table 4

Fostering Student Development and Commtuinitpp-Voted Ideas othe W Exercise

No. Idea

Develop an Indigenous bridging component.
Make time to bulfbéals tsukdielnlts. con @Ahow
Ensure admits have the growth mindset.

Par t i ci-potecideasGuggest pulturally sensitive support is critical to aid
Indigenous student transition and desired practical applications. While the Indigenous bridging
component supports Indigenous students specifically, the assumptionligltbanous student
enrolment will increase. The frameworks introduced are not intended explicitly for Indigenous
communities; however, both models promote exploration of lived experience, holistic wellness,
and coconstructed community development. Wihile not clear, | wondered if the intention of a
bridging component ibke the process thdbrmsthe cultural interface (Nakata, 2002, p. 5).
Nakat a ( 20Thequltusltingertfaeed . . [isiithe place that conditions our lives, the
place thashapes our futures, and more to the point, the place where we are active agents in our
livesd where we make decisiodbso ur | i fewor |l do (p. 5) .

Thetopv ot ed i dea, Amake time to build skills
to build internal capaty to support students. Instead, it is not clear if this statement refers to
becoming more familiar with the intended demographic this program will attract or support
student transition. However, | have opted to interpret thisvtded idea as the lattgiven the
discussion at the actigrianning meeting that referenced limited staff capaaniiy the other tep

~

voted ideas: fAldea 7: Resource Mappingo and i
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thirdtopv ot ed i dea, Al dea 3thEmsndsetdmiis adhse sl
interpretationBased on personal knowledge of how holistic admission practices are

implemented, | assume the admission requirements are already established, and it would be
recognized such a requirement would be challfentp administer fairlyTherefore, | have

consideredhis topvoted idea to refer to support student development ladiegadmitted to the

university. Topvoted Ideas 2 and 3, therefore, suggest that practical grvethted activities

would supporthese goals.

The perspective shared by Participant #6, as well as theoted ideas of the action
planning meeting reflect Mezir@vgl997) principles of transformational learning, namely,
critical thinking about our belief systems. Mezirow (1997) stated, for transformational learning
Ato become meaningful, |l earning requires that
into an dready weltdeveloped symbolic frame of reference, an active process involving through,
feelings, and dispositiono (p. 10).

The wo models introducenh Chapter Zsee thesection Approach: Diversitinclusive
Engage me nt se&ientwithinithis chetes) promote sedknowing, sensenaking, and
community building; these include the lifespan model of ethaidal identity (Marks et al.,

2020) and the compassion, active listening, learning community, mindfulness (CALM)
contemplative model (Krikorian,020). Both models offer a framework for scaffolding learning
activities that promote holistic wetleing (Krikorian, 2020; Marks et al., 2020). Another key
aspect of building community is the integration of traditional or cultural constructs. Recognizing
that cultural identity is ahangegorocess suggests that any activity is best enacted over time
(Dayton & Rogoff, 2013). Whiléhemodels are presented separatalingMarks et al. (2020)

Lifespan model may help contextualize specific activities towgrereeived developmental life
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stage. For exampl e, it may be that activities
(Marks et al., 2020, 4.60) stager at her t han the fAstarting ar ounc
initially. It seems the activities ggested by Krikorian (2020) are not targeted to a specific life

stage and are more fluid.

In conclusion, the lifespan ethriacial identity model and the CALM contemplative
model offer two options of framing activities to promote -seifareness and foststudent
community (Krikorian, 2020; Marks et al., 2020). While | appreciate the lifespan model for
orienting to a specific life stage, the activities proposed by Krikorian (2020) have prearranged
instructions and outcomes.

The topvoted ideasrising from the actioqplanning meeting suggest that a practical
growth-oriented and culturally sensitive framework for designing activities is required. Both
frameworks achieve these goals, however Krikagg2020) prearranged instructions and
outcomesspecifically respond to tepoted Ideas 2 and 3. These activities may support the
implementation of the engagement and diversity principles of the proposed intéigsatgear
experience framework
Conclusion 5: Explore a-Y€usEwxwmeezednéApproach t

Conclusion 5 arises from a coalescing of inquiry findings and assumes that to some
extent, faculty and staff collaboration will occur. Three themes emerged related to Student
Affairs activities that would support the challeAggsed learningrogram. The first part
(Conclusion 5A) of this section explores academic advising methodologies. The second part
(Conclusion 5B) of this section explores student success coaching. The third part (Conclusion

5C) of this section introduces peer mentorshggpams.
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Mayhew et al. (2016) argued that the most successful/at transition programs
integrate multiple approaches to serve a diverse student population. Therefore, multiple
approaches are discussed in this section to further explore how vari@tis@s might be
integrated and customized. Macken and Bishop (2009) describedi-junsé timeline for
implementing studententred engagement strategies using Kift ét €010) transition
pedagogy as a guide. An integratest-year experiencadmeworkwas also introduced in the
previous section. Participant #5 observed the importance for developingyeéirsgxperience,
and stated,

Most Student Services areas at other insti

focused mainly on the firsand secongear undergraduate experience because that is

where attrition happens, particularly in that first yearbecause they are going through

a time of transition .. theyare usually between high school and universitythey[are]

betweernteenagehood and adulthood . so theyare undergoing all kinds of social and
personal adjustments.

Both Sheridan College and York University shared the approach for refreshing their first
year experience student support programming. The Sheridan €@lleh) website includes a
section dedicated to the frgte ar exper i ence, and York Universi
(para. 1) transition program, which may be of interest (Coulter et al., 2019; Morrison et al.,
2013). York University has also plished literature on the spatiality of service delivery for both
international and Indigenous students (Montsion, 2018) and how to implement a complementary
technologyenabled studerdentred Al virtual assistant (Ipperciel, 2028)ditionally, the
University of Reginaconsideredhow to make the transition to university studies more accessible
and inclusive (de Lugt, 2020).

As per a previous study on assessing the demands for a new campus in the West Shore,
population growth, public interest and the need for local postsecondary education was confirmed

(RRU, 2019). Participant #2 described the unique contextual factors tifatmeed to be
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considered for the incoming cohoiit:T r adi t 1 o niaScHogl Districtl®2 . shasabeen a
one of the lowest, if not the lowest in the province in terms of rates of transition from high school
to postsecondary, especially to univdrsy . 0

Participant #6 expressed concern that an entirely new approach to student services needed
to be considered,

For Royal Roads to venture into a traditional format with traditional age students on a

traditional student path. That in and of itselfisverwi que f or us. And so,
from everything we sort of built our services around.

Participants at the actigplanning meeting contributed the following perspectives to
affirm the approach of creating a figgtar experience program. The first cfims of the W
activity was, OWhat [do you notice]? The acti
ATransition, for sureodo and Al Besents thentepetedof sup
ideas of the Wexercise.
Table 5

Customized Approach to Firstear Experiencé Top-Voted Ideas of the ¥¥xercise

No. Participantéldeas
2 Make time to buljbéals tsukdielnlts. con @Ahow

Blue Skyi Walk with the students through their journey, mentoring, and
guiding.

Full Peer Mentorship Program.
Resource mapping.
Resource and Capacity.

Each of these topoted ideas reflect a unique facet of supporting the yesr
experience, suggesting that a variety of fyrsar experience activities might be worth exploring.

This section explorggeer mentorship progranedvising approacheandsuccess coachingj.
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examinelndigenous student supports, including peer mentorghtpe subsequent section,
Conclusiorb.

Conclusion 5A: Peer mentorship.Establishing a semiformal mentorship program might
be an attractive option for RRU to consider as @&n adaptable approach to empowering
students, engages the campus community in transformational relationship building and learning,
and builds internal capacity (Collier, 2017; de Lugt, 2020; Ehrich & Hansford, 1999; Friberg et
al., 2021; Gunn et al.047; W. A. Hall & Liva, 2021; Hunt et al., 2010; Kift et al., 2010; Morris,
2017; Rawana et al., 2015; Tsang, 2020; Yomtov et al., 2017). Peer mentorship programs also
have a long history of engaging students throughoutyf@at activities, which greatlyelp
students through the transition from high school to postsecondary (Burge, 2018; de Lugt, 2020;
Horvath et al., 2019; Hoyt, 2021; Lizzio & Wilson, 2010; Morrison et al., 2013; Tsang, 2020;
Wilson, 2010; Winston & Ender, 1988). Peer mentorship progedsasseem to align well with
the RRULearning, Teaching, and Researnbdel and transition pedagogy given that
engagement activities can be scaffolded for participants to actively learn through coconstructed
relationships (Friberg et al., 2021; Griffitt#%)12; Grundy et al., 2017; Kift et al., 2010; Mayhew
et al., 2016; Yomtov et al., 2017).

Several participants mentioned interest in creating opportunities for students to connect
with each other. Participant #2 suggested creating opportunities feydasstudents to connect
with more mature students, whereas Particgp#Btand #6 suggested students could be
empowered to create their own communities of support. The following quotes support the
suggestion of a peenentorship program:

Explore opportuniés to meet with people, older students, maybe more mature students,

graduate students perhaps, or even third and fourth years that are doing work in areas that

younger students are interested in. Having opportunities to meet, having opportunities to
talk to them. (Participant #2)
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Wedre going t
an awesome th
started. (Participant #3)

o have to walk a bal ance with
ing, and we shouldndét get in

| think thechallenges, are probably just the scalabilty. agai n, wedre a | i1
And we leverage that with our cohort model where can we help create community in
different ways and different spaces? (Participant #6)
Participants at the actigslannng meeting also affirmed this desire. Tablgresents
relevant topvoted ideas.

Table 6

Peer Mentorship Top-Voted Ideas of the ¥¥xercise

No. Participants Ideas

4 Blue Skyi Walk with the students through their journey, mentoring, and
guiding.

More time for conversation and collaboration.
Full Peer Mentorship Program.
Resource and Capacity.

The literature described the many benefits that would address a coalescing of these top
voted ideas. Peer mentorship programs can mee
journeyo (anonymous contributi on otexpdienoeu p Map .
in a costeffective manner (Collier, 2017; Hoyt, 2021; Rotar, 2021; Wilson, 2010). In contrast to
working directly with students, staff would instead manage the mentorship program, which
would involve orientation and training, mentorship maighcommunication, and coordination
(Collier, 2017). While these functions are scalable andefbsttive, it is recommended that the
organizing recognize and remunerate mentors for the program to be successful (Hodges et al.,

2013; Thomas, 2012; Wilso8010). Given the flexibility and ability to support diverse student
populations, implementing a peerentorship program might require engagement beyond SAS

and the challengbased learning program faculty leads. However, literature demonstrates that



STUDENT-CENTRED SERVICES 204

peermentorship programs also benefit mentors in many ways. It is therefore suggested that peer
mentorship programs be explored further.
Conclusion 3B: Advising Approaches.Academic advising is a lorgfanding student
support service in the professionSttidert Affairs that has evolved towards a more holistic and
integrated process in recent years (Cook, 2009; Donaldson et al., 2020; G. M. Greenfield et al.,
2013; Keston & Goodridge, 2015; Long, 2012; Shaffer et al., 2@Ed)icipant #5 expressed a
desire forRRU to explore a new approach to academic advising, and stated,
We may need a new approach to student advising, to find a clear way to serve as guides
on their academic path . and still to allow them as much flexibility as possible so

theyodore making the decisions, but weodore pr
the opportunities so that they can make reasonable decisions along the way.

Participant #6 suggested advising approaches needed to be more explar&a@yc o gthat z i n g
in the first year, youdbre going to be doing a
here? What am | doing?bo9
Several different advising approaches were discusst@in Tr ansi t i on as Bec
Approach: Ac a deztion it Chéded  whieh werg categorized into four broad
categories: prescriptive, developmental, engagement and integrated (Keston & Goodridge,
2015). Additionally, some organizational delivery structures were explored (King, 1993; Long,
2012; Shaffer et al., 2010Yly assumption is that prescriptive advising would not align well with
the culture at RRU (Karp, 2016; Makikanehiro, 2018; McFarlane, 2017; Steingass & Sykes,
2006). While developmental advising practices might suit many other institutions offertng firs
year experience advisingédare not ruled out to be beneficial, the RRU teaching, learning, and
research model suggests a more engaged and integrated approach might be more suitable to the

context (Grundy et al., 2017; Keston & Goodridge, 2015; Worki2ai5).
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Several different advising methodologies were introduced in each of these categories to
aid conversation on what might be appropriate as a component teyeérsxperience
program. The advising methodologies that seem most appropriate irekpieatory advising
(Spight, 2020; Workman, 2015) first-year advising Chojnacki & Emmanuel, 2018; Ellis &

Rangel, 2018; Wilson, 201Q)roactive or intrusive advisinKitchen et al., 2021; McPherson et

al., 2016; Wortham, 2014appreciative advisingAppreciative Advising, n.d.; Butler et al.,

2016; Workman, 2015problembased advisingMuneno, 2021); androup advisingg Ac ev e d o
Gil & Zerquera, 2016; Donaldson et al., 2020; Karp, 201@&ntianced advising programs
(Donaldson et al., 2020; Karp, P®); storytelling, narrative, or dialogi¢Lieberman Colgan,

2016; Pizzolato, 2006; Snyder & Zona, 2019); technologymediated advisingAfify & Nasr,

2017; Donaldson et al., 2020; Hu, 2020).

To conclude, | recommend that a discussion of the organizational delivery structures and
advising methodologie® beconsiderecit RRU The next section introduces the role of success
coaches.

Conclusion 8C: Success CoachingSuccess coaching is an emeggarea of student
services, which may make it an attractive option for RRU to consider as it represents an
innovative approach to student services. RRU already has had the experience of implementing a
team coaching service, and so already has built dgpa expertise in this area. It might be
that the team coach model is modified to adapt to the challesge learning program
specifically. Participant #3 statedgpsusgecthi s ¢ty
webre goingetroesnpdhasiseadan teamwork support wi

with conflict, Participant #7 stated, AThere
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students need to be given practice and coachingnd Student Services can have a rokban,
as do the instructors themselves. 0
However, it strikes me that the team coach model may not meet all the student needs the

challengebased learning program might present. Participants expressed interest in a role that can

be adaptable to differenbocnt ext s, hol i stically oriented, and
journey.
Participant #1 stated, Al worry about the

immersed in important, but also a little bit depressing global challenges orradiayout basis

for twdh waelxrces® coach might offer individual.

experience to identify practices that build resilience while finding meaning and purpose.

Griffiths (2012) cl ai medlearnin€theorg havewwanveigeditos m, p s

shape the evolution of the coaching processao
Participant #5 stated, is in this shared experience outside the lab or the classroom where

you can have a kind of infor malin &oreadagute Ser vi

on-the sideTable7 presents the topoted ideas of the Wexercise

Table7

Success CoachirigTop-Voted Ideas of the ¥¥xercise

No. Participantéldeas
2 Make time to buljbéals tsukdielnftso on f@Ahow

4 Blue Skyi Walk with the students through their journey, mentoring, and guic

Success coaching seems aligned wWithRRU teaching, learning, and research mpdel
and transition pedagogies (Grundy et al., 2017; Kift et al., 2010). Griffiths (2012) contended,
ACoaching can provide an effective means for

engaging | ear ni ng o0-bdsqdlearing demptasizetthe eole pfthe hal | eng e
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instructorandempowes the student (Desierto & De Maio, 2021; Gallagher & Savage, 2020).
Similarly, Neuhauser and Weber (2011) claimed,
The student success coach modetdghasizes the need for students to receive
permission fromtie coach (as an advisor) to enroll, or change courses, and instead

creates a relationship that provides guidance and support at multiple interactions, both
formal and informal. (p. 48)

These factors suggest that success coaching might be a viable opERRIfdo consider. The
student success coaching that seem most appropriate include: Indigenous student coaching
(Bruce & Marlin, 2012; L. Hal |l & Wi hoksgécs, 2015
nonacademic coaching@relix & Lerner, 2017; T. Gibb & Larcus, 2015; Karp, 201d)rst-year
transition coachindCintron et al., 2017; Dalton & Crosby, 2014; de Lugt, 2020; Donaldson et
al., 2020; Farrell, 2007; Mathern & Toner, 2020); aeermentor coachingBettinger & Baker,
2014; Freedman et al., 28; Griffiths, 2012; Rawana et al., 2015). Several benefits, challenges,
and approaches were explorediei Su ¢ ¢ e s s se€ionancChapterd aid this
conversation. The next section introduces the role of peer mentorship programs. Indigenous
mentaship programs are explored in Conclusion 3.
In summary, Conclusion 5 discussed the interests in developing a customizgediirst
experience for students enrolled in the challelngeed learning program. Three potential areas
were consideregeer mentahip, engaged and integratdvisingmethodologiesandsuccess
coachingPeer mentorship programming was offered as a potential option, which was
demonstrated to be an expressed interest by several participants. Implementing a peer mentorship
program isnot costfree, but it does leverage resources and achieve the goals participants
expressed in the actigsianning meeting. In contrast to the method potentially suggested by
actonpl anning participants to ABl ueurf@ky: wal k wi

ment oring and guidingodo (anonymous contributio
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their role is better placed managing the program so that mentors and mentees are empowered,
and the organizational resources are better utilidule advisirg has been a lorgstablished
practice, emerging methodologies were discussed. Since advising might already be an
established service at RRU, introducing new methodologies might be a simpler approach to
enhancing current practices. In contrast, succeshowais an emerging student service, and
RRU might be able to leverage its expertise from implementing team coaching. Success
coaching is also highly adaptable and empowers the student, like the chhlesegdearning
program. It is, therefore, suggesdtdat a firstyear transition program consider integrating
multiple approaches to serve a diverse student population. The next section introduces
Conclusion 6.
Conclusion 6: Continue Prioritizing Indigeniz
This inquiry demonstrated that RRU particiggdemonstrated they cared about the
Indigenous student population, and destaecontinue making progress towards supporting the
calls to action in the Truth and Reconciliation Commission of Canada (2015) and expanding
upon the RRU Indigenous Education and Student Services pridftiestizing Indigenization
directly aligns wih the RRU expressed value for courage, as it requires a commitment to
learning and unlearning, and a willingness to take thoughtful actions and make iterative progress
towards creating a better future. In the first stage of research, Indigenous subtleeenes w
identified from the frequency of select phrases for the Proud Moments, Shifting Demographic,
and Engaged Community themes. Participants described their interests in supporting the whole
student.
Participant #1 expressed that increasing enrollmentdijémous students is desired and

that RRU might need to Areally wunderstand wha
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students to kind of adapt to Western pedagogy
indicated the mindset shift requiradth supporting a local population, and stated,
[In contrast to supporting the international student populationjhe students that will
be coming into first and second year will mostly be from here, and deeply connected here
and | oDihgitorhve W shiit oue thigking around, how these [students] are

connected to the community as we are not introducing these students to a new
environment. This is their community.

At the actionplanning meeting, Participant #4 statBdWe t a | krgabingtheo ut e
West Shore, right? It would be wonderful to create an opportunity for these communities to gain
the skill sets to weave into that space. 0

Anonymous contributions at the3ctivity included phrases suchid® nour i ng, 0
fimoving beyond the classro m foous @in weHbeing and resilience, building personal
resources f opeethriownitreter,tho@mpsdtodd i dea for the |
activity stated, fAdevelop an I ndigenous bridg

Recognizing these ambitions and iet&s, the demographics of the West Shore region of
Vancouver Island, plus my personal interest in learning more about Indigenous perspectives and
how student services might be able to better
intentionally exjpore Indigenous perspectives in the literature. Further, it was not clear to me
whatactiorp | anni ng participants meant when they st
turns out that there are several options to consider.

This conclusion expands onet topvoted idea from the actigplanning activity which
suggested that an Al ndigenous bri dghimMrgoceoInpon
3: Transition as Becomi ngsectighinghapter@he diversity Br i d g i
in bridgingcomponents is vast, and range from noncredit to ebediting programs, peer
mentorship programs, and other Indigenous support servicese & a wealth of literature that

aims to better support Indigenous students in their transition to universitgsstln addition to
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Indigenous student services, many universities have implemented a diverse range of transition
programs (Britton et al., 2020; Bruce & Marlin, 2012; Cull et al., 2018; Deer & Falkenberg,
2016; Gaudry & Lorenz, 2018; R. A. Malatest & Asmtes, 2010; McKeown et al., 2018;
Rawana et al., 2015; Rutherford et al., 2020; Stahl et al., 2020; Wesley & Bolduc, 2016). |
gathered a small sampling of bridging programs in Canda list is available in Appendik.
Upon review of each institutians websi t e, | was abl e to gather
requirements, duration, cocurricular activities offered, tuition fees and funding supports, and in
the amount of credit earned for transfer to an undergraduate program. Given the clatetye
learning program is already established, it might be more attractive to explore noncredit support
transition programs.

Throughout the literature review, | struggled with the growing realization that many
universities focus on inclusion strategy agmioes rather than making largeeralechanges.
Gaudry and Lorenz (2018) argued inclusion strategy approaches give the illusion of action while
perpetuating the western mindset of expecting Indigenous students to assimilate to the university
system.lwored t hat devel oping an fAlndigenous bridg
on GroupMap.cominight be seen as takirmgdeficitorientedapproach (Guido et al., 2010;
Kahu & Nelson, 2018). This is not to say that inclusion strategies are not important, bu
hesitated to make suggestions in an area that | was netave#id in and feared perpetuating a
westernoriented mentalityHowever, he valuearises frontreating space for Indigenous
students to connect with each othdrichis significantas itis closely connected to their
orientation to their world (Cull et al., 2018; Deer & Falkenberg, 2016; McKeown et al., 2018;

Montsion, 2018).
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Il n the fiProcess 2: dectiannnsChapter@,mcorpatedev el op me
Indigenous perspectives of humavelepment, principles of learning, transition, and success,
andexploredthe facets otultural identity and belonging. While | learned a great deal, the broad
range of topics also limited my ability to dig into one area deeply, and further exploration of
literature in any of these topics would be a worthwhile endeavor if any of this content is of
interest to RRU. The perspective from the literature that resonated and offered me some solace
was shared by Nakata (2002). For ease of reference, | repeattNg@@R2) description of the
ACul tur al I nterfaceo:

| see the Cultural Interface as the place where we live and learn, the place that conditions

our lives, the place that shapes our futures and more to the point the place where we are

active agents iour own live® where we make decisiodisour lifeworld. For Indigenous
peoples our context, remote or urban, is already circumscribed by the discursive space of

the Cul tur al Il nterface. We don6ét go to wor
leave itthere when we come home again. The boundaries are simply not that clear. (p. 5)

One facet of noncredit Indigenous bridging programs suggests that Indigencus peer
mentorship programs be embedded in activities (Hunt et al., 2010; Loewen, 2018; R. A.tMalates
& Associates, 2010; Rawana et al., 2015). AppeAdprovides a short summary of Indigenous
peer mentorship programs in case further exploration is desired. The benefits and
implementation suggestions were previously described when peer mentorshipngrogna
discussed in ConclusidsA; however, some distinct considerations were provided in relation to
Indigenous peer mentorship programs. These considerations include suggestions to increase
group activities, include an overt cultural emphasis, anddectamily members (Britton et al.,
2020; Hunt et al., 2010; Killam & Degg&%hite, 2017; Loewen, 2018; Rawana et al., 2015).
These distinctions suggest that if a peer mentorship program is the preferred option for a first
year transition experience, thatliatinct facet be dedicated for Indigenous students. Whether

that is managed separately from the pmentorship program and instead within an Indigenous



STUDENT-CENTRED SERVICES 212

bridging component, or as a staaldne option from the Indigenous bridging component would
require tirther discussion at RRU and with the Elders and Heron people.

Finally, this inquiry introduced several other ideas aside from Indigenous transition
programs and peer mentorship programs. The concepts of intersectionality, safe space and
traumainformed pactice, ethnigacial identity frameworks were explored. These topic areas
might expand the professional development topic areas suggested in the RRU Indigenous
Education and Student Services priorities.

In summary, Conclusion 6 discussed the interestxrandinghe priorities of the RRU
Indigenous Education and Student Services priorities to include the perspectives gathered during
this research inquiry. The inquiputcomessuggested supporting Indigeus students will be a
key priority as it is believed the Indigenous student enrolment will increase with the
implementation of the challendmsed learning program. Participants shared stories that
indicatedthey were committed tsupporting the Indigens student population, and participants
expressed a desire to learn and grow in this redédid.expressed commitmesuiggests this
topicis a vital source of energy for the institution to leverage and devato@ach transition
process described @hapter 2 an intentional effortvas made tintegrat literature that
highlighted Indigenous perspectivesrtaining to student service suppoH®wever, as a nen
Indigenous person, | wanted to navigate this topic respectfully. | offer this literatura with
request that my novice interpretation be considered with further conversation and dialogue with
those with expertise. | am grateful for the encouragement of my thesis supervisor to be
courageous in this learning journey, and it is work that | would eagewthers to do as well as

part of a wholecampus effort towards reconciliatiofurther exploration of the desires of
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incoming students, local Indigenous communities and pursuing an expansion of partnerships (as
per Conclusion 2) might better positiofRR to implement any of these opportunities.
Conclusion 7: Leverage available resources, s

Conclusion 7 arose from the inquiry findings; however, this area was not a significant
portion of the literature review condted as the topic was out of scope for this inquiry. Because
| am external to the organization, my role was to conduct research on stadeed initiatives
to complement the challenggased learning program. Regardless, with any initiative, resourcing
and capacity building is an important facet and should be included as part of the institutional and
environmental scan conducted prior to implementation (Greenfield et al., 2013; Killam &
DeggesWhite, 2017).

Almost all the participants referenced resougcas a concern for implementing activities
to support the challengeased learning program. Some participants expressed a desire to
improve planning, while others acknowledged that the COYpandemic impacted normal
planning routinesin generala neel for more resource support includbe topics team
coaching (Participant #1; Participant #4), Indigenous student support (Participant #1; Participant
#3), communication and outreach (Participant #2; Participant #3; Participant #6; Participant #8),
peermentorship (Participant #7), generally (Participant #4; Participant #5; Participant #7;
Participant #8).

Participant #2 and Participant #6 reflected on how to make better use of existing
resources and the importance of relationships. Participant #6 sedjfest early engagement
with SAS would better enable this goal to be achieved. Participant #6 stated,

We want to make sure that we [SAS] are considered in the design stage, or this early

proactive stage so that..when it comes to supporting these studt s, t hat youor
taking us down afterwards, right? Like.. 1 t 6s actually a.ltmore i nt



STUDENT-CENTRED SERVICES 214

was our way of saying... Okay, what resources do we have now? How do we make this
work? How do we embed ourselves [into the program]?

Pat i ci pant #Relatisnshipdelding wittin thefinstitution is critical..and |
think thatdés how we stretch our | imited hours
partnerships happen, so that we can get to st
While Participant #2 was referring to the West Shore campus, they reflected on a desire
to leverage current resources:
[ Creating a hub of activity and innovation
outreach, itds a r espec tdioeking fa,patarmgsefme nt wi t
support that might be needed. We need to ask the questions: what do we have here?
What can we take advantage of in terms of where we ard?hink there will be a
different kind of engagement, and a sort of a more idiate interface with the new

campus in a more urban setting.

At the action planning meeting, participants shared their hopes that an evaluation of
resources be considered. One comment identified that the scope of this research was missing an
evaluation ofesources, and another comment steted, f ear i1t déds a business
economy class budget. Comes at a cost to the service providers when no additional resources are
av ai | A= bhoven.indable 8heconversation at the actigslanning meetig prompted three
top-voted ldeas.

Table 6

Leverage Available Resources, Strengthen Capacity, and Explore Techihdlogy/oted Ideas

of the W Exercise

No. Idea

Resource mapping.
Resource and capacity creation

Freetuition.
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It is difficult to ascertain if the resourcing plans have been finalized to give rise to these
suggestions, or if the participant has expressed this fear based on the information they have. It is
possible that the timing of this research, appna#ely a year into the pandemic had also
impacted staff resilience. Regardless, resourcing tends to be a constraint factored into planning
initiatives, so any expressed fears might be alleviated as more information is shared and
decisions are made to nedi the complementary student services.

Somewhat related to capacity building is the topic of technology. As an observer to the
actionplanning meeting with experience at a larger postsecondary institution, it struck me that
not a lot of conversation centten technologyenabled supports and resources that might help
create capacity. In the interviews, some participants referenced using virtual platforms to share
information broadly, and Participant #5 referenced that sstidlle Enterprise Resource Plami
system initiative was underway at RRU. Participant #8 expressed the paradox of managing
services both synchronously and asynchronously:

The inperson thing is challenging. So, what can you dpdrson or online? What can

you doasynchronously? What can you do synchronously online? . That 6 s a matr

service support. You can provide a whole bunch of videos, and we do. We have help

guides and videos, and that kind of thing. Whether or not those meet student.needs .

whethe t heydére willing to put-trainingandrsteppingt me an.

them through that. And whether thatds an e

get more handen support. That speaks to what are we trying to achieve as amtiosti

... are we trying to make setéliant, in terms of their own support, what level do we

expect them to be seléliant? And what goes beyond that? | think those are more robust
conversations, depending on the outcomes vy

Mana gi n g ttheec hiioh iagnledu cithd ,gphechr haglalighis the polarity
dynamic of balancing the personal and impersonal service emphasisell described in the
literature, and the relationshipcused dialogue at the actiptanning meeting suggted RRU
values the hightouch dimension more (D. J. Burnett & Oblinger, 2002; Edmunds et al., 2021;

Ekman et al., 2020). However, technolegyyabled support might allotle university to serve
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multiple locations (Farrington et al., 2014; Fraser & S&ff,5). Literature of note for
incorporating technology into student services inclse¢Eservice supportéClewes, 2003;
Crawford et al., 2016; Damali et al., 2020; de Lugt, 2020; Ipperciel, 2020; Schmidt & Kaufman,
2005);student transitiorfHodges et la, 2013; Horvath et al., 2019; Hu, 2020; Korstange et al.,
2020; Rotar, 2021; Rutherford et al., 2028)ademic advisin¢Epps et al., 2015; Habley &
McClanahan, 2004; Hu, 2020; Karp, 208@eFrmentoring(Thomas 2012; Wood & Breyer,
2017);cocurricular portfolios (Belousova et al., 2019; Coulter et al., 2019); aniial learning
environmentgCesco et al., 2021; Gamble & Crouse, 2020; Saz et al., 2016). Edara (2021)
explored the paradox between holisiiiented education and technology, and stated,
Technology is a paradox, for it offers humans great possibilities and at the same time, it
confines them in what they do and how they do ithowever, due to the lack of
constraints on what sort of information and content is made available onliné peop
constantly need to rely on their judgement
requires a certain degree of media literacy anddsstiipline. Thus, given the reality of
the paradox of technology, the liberal course in holistic life educatios gai added
significance. (p. 1)
The extensive literature on the topic of technoleggbled supports contradiwith my
observation of the actieplanning meeting discussipwhichsuggestdthere might be
opportunities to leverage technology and builgazaty. While introducing any technology
requires an wront expenditure of time, resources, and expertise, it may be a-tanger
ambition to better serve multiple campuses. Perhaps SAS, in collaboraticat&dtinology
oriented expertise, might bertdfom opportunities to explore ways that technology can provide
personalized services and streamline support provided. There may be ways to maintain SAS
presence, empower students to be-dieéicting, and gain efficiencies so that SAS staff could

becomemore futureoriented in their service delivery if SAS were to explore alternative ways of

thinking about personalized service.
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Other suggestions might include considering the suggestions made in Concld3ions 1
Conclusion land 3discussed the areas where relationships might be enhanced, both internal and
external to the university ar@onclusion Zuggested an integratést-year experience
framework to guide planning efforts. Although not mentioned in Concli&iengaging the
university advancement office to explore donor relationships for specific student groups might be
an option and respondtothetoppt ed i dea f or A fSdiscesset sevetai on . 0
approaches to creating capacity for support for studentading success coaching and peer
mentorship programs. While these conclusions might not be simple, they provide alternative
options if technologyenabled solutions are too complex to manage.

In summary, Conclusion 7 discussed an emerging area that atbseinquiry that was
not the intended focus for this study. The conclusion was formed through the frequency in which
participants described concerns with managing in a rescoregrained environment, which is a
relatablestruggle. The timing of the remeh endeavor, the COVHDO pandemic and my
external role to the organization likely impacted the perspectives of participants. However, the
conversation at the actigslanning meeting also suggested there was a significant value placed
on hightouch inteactions, and likely less emphasis placed on technedogpled supports.

While certainly more complex to implement, technology enabled supports might help leverage
the limited resources. If options are limited in this regard, some of the suggestions rieede i
conclusions presented previously might also provide some leverage with reduced investment.
Participant #8 suggested there was a more robust conversation to be had about the level of self
efficacy the university wishes to encourage students to h&weseTobservations of participant

reflections and the literature might suggest that further conversation on this topic be pursued.

C
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Conclusion 8: Explore the SAS Concept Circle
Conclusion 8 arse from the inquiry relates to the relevance of the SAS Conaeye.C
The SAS Concept Circle arose through the third round of data analysis of tsteiyest
participant data. The first round of data analysis organized select phrases into themes; each
theme generated its own Word Art Circle. The second round obdatgsis formulated the
subthemes; each subtheme was categorized in a
Circle. The third round of data analysis formulated the four concepts of the SAS Concept Circle.
The four concepts were developed by grogmmilar subthemes together, and then adjusting
the colorcoding of each Word Art Circle so that subthemes of a similar concept were colored
within the same color family. There are four concepts in the SAS Concept Circle: Individual
Congruence, Active Lening, Collective Engagement, and Conceptual Communities. The SAS
Concept Circle can be found $lide 16,AppendixC.
Assessment and evaluation are core principtesiversity operations and the Student
Affairs profession (Doyle, 2004; G. M. Greenfigtlal., 2013; Kahu & Nelson, 2018; Kift et al.,
2010; Korbel et al., 2011; Moneta, 2017). As introducdthi&@Conclusion2s e ct i o-Mear A Fi r s
Experience, P r assessmendndceevalu&ibnaannm twvanpgncigles of the
transition pedagogy nael (Kift et al., 2010) and G. M. Greenfield et al. (2013) reported
literature on the topic of firgtear program assessment was robust. | wondered if the presentation
of the concept model might act as a guiding interpretive framework to explore hovifenendi
concepts might be considered in the planning of the activities, essentially providing SAS with an
assessment and evaluation tool.
Doyle (2004) argued, AThe mainstream appro

belonging, retention and successisenoref f ecti ve 1 f 1t i s underpint
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and Student Affairs fiuses systematic inquiry
(p. 388). Both Doyle (2004) and Long (2012) suggested evaluation and assessment were
necessary congtencies foStudentAffairs managers to have. Assessment and evaluation data
has also been used to institutionalize seraeening (Bintliff et al., 2000). The pressures on the
educational system to continually enhance performance and appeal to staiseboggest
innovative approaches to planning are appropriate. Survey tools, managed by the National
Survey of Student Engagement (NSSE) attempt t
active learning, interactions, enriching educational experteacd supportive learning
environmento as institutional perf ormance met
Standards in Higher Education (CAS) provided-ssiessment metrics to help institutions
evaluate and improve their services (Korstange e2@20; Scott, 2014). These perspectives
were integrated in my thinking as | considered how to best make use of the SAS Concept Circle
in preparation for the second stage of research.

As mentioned, at the start of the actjglanning meeting, participantsane provided an
overview of how the SAS Concept Circle was formulated, in preparation for the Now What?
stage of the Wactivity. The concept circle did generate conversation, and my impression from
participants is that the concept categories made seageigaints expressed that the Engaged
Community concept was expected to be more prominent in the Pilot Ideas Word Art Circle. As
mentioned previously, after the action planning meeting, | returned to my data to try to make
sense of the concern raised.dswable to clarify that Pilot Ideas spanned four Word Art Circles
in the infographicgee Slides 1013, AppendixC). These Word Art Circles were Pilot Ideas,
Design Configuration, Building for Change, and Conceptual Communities. The feedback was

helpful invalidatingmy interpretation of the data and conveying the Engaged Community
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should play a significant role in any pilot idea initiative. A copy of these reconfigured results for
theRevised Pilot Ideas Word Art Circle &vailable in AppendixX.

Research is indeed an experiment. In preparation for the gdéioning meeting, |
experimented with the GroupMap.com tool as | configured the activities prior to the-action
planning meeting. For the ¥¢xercise, | configured the activity so that particits were
prompted to add ideas for each of the What?, So What?, and Now What? stages of the activity.
The last stage, Now What? prompted participants to add ideas about how they wanted to
proceed. During the actigplanning meeting, once all participahisd added their ideas, |
guided them through the steps of rating each of their ideas using thefouconcept circle.

Each participant could indicate, on a scale of 1 to 10 how much emphasis they felt should be
placed on the concept as the idea wadempnted.

Following the activity, | proceeded to review the data that the aptemming meeting
generated. | calculated the average score for each rateteg ideal thendivided it by the
averagegroup score to generate the proportional metriesaoh of the fouguadrant area3.he
results from this activity are in AppendiX In contrast to my analysis of the fistage data,
where all themes and subtheme metrics generated relatable scores, the metrics produced from the
actionplanning ideas weralmost equally proportionate. The limited variation between the top
voted ideas metrics is interesting, and | was not sure what to maké@&lod participant group
was small, so the statistics are not significant. However, several other considerajions m
warrant attention.

After discussing the results with my supervisor, we settled on the idea that complex
topics arechallengingto measure, particularipe closer you are to experiencing the topiy

(2021) discussed the problematic nature of usiegyics as proxies for complex topics we care
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about as meaning is lost when those who do the counting influence the outcome. Desierto and

De Maio (2021) discussed the perils of audit culture, termed by Shore (2008), and :dfaiened

fixationon metricsee s t he true nature of educatio

no (p

majority of transition program design elements are expressed in terms of outcomes. How to

achieve these outcomes is still a question

| have refleted on the approach to create a metric at the end of the GroupMap.com

activity. Ontheone hand, | can see the value of experimenting with metrics to guide discussion

and decisiormaking. On the other hand, focusing too much on assessment and evaluation

attempts to simplify complexity and misses the point. It is also possible that’thenaept

rating activity gave little time for participants to reflect and discuss. It is also possible the topic

or the critical question was too complex for a metric. Rilgas, whewiewing the first stage

data from a distancéhe proportions makeoresense.

Returning to the literature, | tried to make sense of this SAS Concept Circle. | was able to

make a connection to Cox and Strange (2010), who suggested therbteiatwssing student
devel opment fihas reframed and given rich
influencing and reshaping institutional
explain the two domains:

Student development anlgetimpact of possecondary environment . within the first
domaini student developmeiitare three lines of inquiry in the literature, attending to
each of three fundamental aspeptsychosocial identity formation; the evolution of
cognitivedevelopmental meaningiaking structures; and the emergence of personal
preferences, styles, and types. From the second ddncampus environmenishas
come a range of concepts focusing onrthtiral and synthetic physical features of a

of

i nsi

desi

college or universitythe effects of various human aggregate groupings; the impacts on
functioning of different organizational designs; and the nature of socially constructed
aspects of institutional press, sdclimate, and culture. These streams of thought have
contributed significantly to an understanding of the processes of human development and
maturation during the pestecondary years, and the potential of educational institutions

to influence these poesses. Thus, these concepts are helpful in examining the goals of

g
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student success and the practices of student services professionals to support them.
(p-19)

Suddenly, the SAS Concept Circle has more meaning. The Individual Congruence and
Active Learningconcepts on the letide of the fourcolor quadrant reflected the first domain
Cox and Strange (2010) described, student development. Tsedefof the fowcolor quadrant
reflected the second domain Cox and Strange described, which was campusreamnsam
illustration of how CoxandSt r ange 6 s ( Ildslréleyvandaithtthe 5AStConcept
Circle is provided irFigure 3 The benefit of connecting these concepts to the SAS Concept
Circle is that it allows RRU to reflect on the theories amdletls that underpin the campus
environment in the design of their services to complement the chalbesge learning program.
The most prominerdomainis the SAS Concept Circleas thecampus environmemtomain
(Cox & Strange, 2010While the metric wagot a precise measurement, both the eyl
proportionate view of the Concept Circle and the conversation at the-pdimmng meeting

emphasized the importance of community.
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Figure 3
Relevance of SAS Concept Circle withdbenain, campus environme@dx and Strange

2010)

B Collective Advancement B Conceptual Communities ndividual Congruence AcCtive Learmning

Recognizing the interesf focusing more on the campus environment substantiates
pursuing strategiehat alignwith third and fourthgeneration transition pedagogy, as described
in the proposed integratdidst-year experience framewo(keeFigure 1in Chapter 2Kift et al.,

2010; PenrEdwards & Donnison, 2014). Cox and Strange (2010) suggestedseemtial

features contribetdto campus conditionsii t s physi cal components and
human characteristics; the organizational str
constructions of its presses, social climate,and cdlturéd p. 28) . These areas I

guidance to make meaningful change. For example, the ideas suggested in Conclusion 1 about
fostering a sense of team by sharing physical space dheregrly stages of the implementation
and finding opportunitiestreflect together might influence the campus environnigkewise,

the suggestions made in Conclusion 6 about creating transition programs for Indigenous students
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might influence dominant human characteristics and culture on campus. Making this cannectio
provides somexciting considerations that might be wortbf/discussing

Further, | realized that Chapter 2 introduced the SAS Concept Circle concepts in the
AiProcesK0 section; the subtitle for this section was originally defined by Gale and Parker
(2014):fTransition aDevelopmem ( p .TheTiRirlg c e s s dkcussedadertity, o n
learning, engagement, and belonging. The SAS Concept Girotenposed athe four concepts,
Individual Congruence, Active Learning, Collective Advancement, and Caralep
CommunitiesAn illustration of howthe SAS Concept Circle is relevantGale and® ar k er 0 s
(2014) literature is provided iRigure 4 The benefit of connecting the SAS Concept Citole
this literatures thatthe desire to create initiatives thapportthe fitransition as development
(Gale & Parker, 2014.741) phaseas clarified Recognizing the connection to the transition
process stage might sigrtbk focus foiinitial efforts when initiatives are selected. For example,
theliterature inte A P r osediecmesehted peer mentorship programs as an opportunity
for students to develop their sense of identity, learrengagementand belonging. Gale and
Parker suggested peer mentorship programs as an appropriate tracsivionfor this phase.
Chapter 5Conclusion & also reflected on the ability of peer mentorship programs as having the
ability to empower students and adapt to reseuosestrained environments. Drawing
conclusions to multiple theoretical models arahfeworks might allow SAS to explore the
meaning of the SAS Concept Circle and how it might support further exploration and

application.
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Figure 4
Relevance of SAS Concept Circlev@tla | e and Pafr krearmssi t(iz0m @ ® Deve

(p. 740 Process

Individual Collective
Congruence Advancement

Identity Engagement

Transition as Development
Learning Belonging

Active Conceptual
Learning Communities

In summary, Conclusio8 discussed the topic of theAS Concept Circle that arose
during the analysis of firsttage dataParticipants at the actigsianning meeting discussed the
concept circle and experimented with the metric to assess usability for assessment and
evaluation Assessment and evaluation are a growing interest for postsecondary institutions, but
it is not alwgs a perfect method to explore complex topidse firststage proportional metric
seemed to be relatable to participants at the aglimmning meeting. However, the rating of top
voted ideas produced relatively similar metiigse AppendiR), likely because the sample size
was small. These relatively similar metrics might require further discussion. It is unclear whether
each topvoted idea is conceptually similar in proportion, the complexity of the topic was too
challenging for participants to rate, ibthere was a lack of shared understanding of how to

complete an assessmeRegardless, participants verbally confirmed that they envisioned the
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student services complementing the challelngeed learning program to emphasize community
strongly.This validationsupports the inclusion of fourdpeneration transition pedagogy (Penn
Edwards & Donnison, 2014). Following the actiplanning meeting, further exploration of
literature resulted in my connauaf) the SAS Concept Circle to the models and thedhiats
underpin student development and success in educational environments (Cox & Strange, 2010).
This realization suggests that SA&uldrefer toscope ofiteratureCox and Strange (2010)
discussed in Chapterd? their book,Achieving Student Succesdfdetive Student Services in
Canadian Higher Educatigron the influence of campus environments to make intentional
adjustments that serve their aims. While the SAS Concept @pplecationwas an imprecise
metric,| believeprecision is not the true puwse. The true purpose is to engage in conversation
and use the metric as a guide to oriemtardshared agreementhereforethe use of the metric
for assessing direction achieved its aims. Whether the netrised as an evaluation tool during
the planning or postimplementation stages of this project remains to be disdieesed.
conclusion, therefore, is to suggest considanadf the SAS Concept Circle for possible further
applications perhaps as a discussion tool or a metric to guide assessment and evaluation
Inquiry Recommendatiors

Based on the research findings and conclusions, | present the following recommendations
and steps for implementatiomhese recommendations are displayed in an ordered sequence to
build a strong foundation for change and accommodate subsequent recommendations; however,
some recommendations mighteocur.The order and sequence would requiganizational
discussions and feasibility assessm&ht recommendatiorfer Dr. Roberta Mason, the project

sponsoyaresummarizedn Table9 and expanded upon in the following section
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Table 7

Inquiry Recommendations

No.

Recommendations

1

SAS leadership, challendmsed learning program leads, and other relevant
stakeholders discuss the results of this inquiry.

Create opportunities to promote team buildamgl build a foundation for change

Evaluate the proposed integrated framework present€dapter 5Conclusion
2 and consider whether it could be trialled for implementing initiatives.

Discuss potential firsyear experiences that might best complement the prog
and assess which experiences are operationally and fiscally feasible. Devel
shortterm and longterm plans that are scalable in case enrolment grows
significantly.

Experiment with student engagement activities that align with more recent
student engagement frameworks to support identity development and belor

Exploreopportunities to enhance Indigenous student support services. Disc!
the institutional ambition, intended student demographic, institutional
capabilities, and consult with key Indigenous stakeholders to determine the
feasibility and interest in the Indigeus student support programs suggested.
Conduct more research and engage in consuli@gnecessary.

Explore opportunities to build capacity by leveraging technology. The
prioritization of preferred firsyear experience activities may influence
technology-enabled supports.

Explore the SAS Concept Circle metric as a discussion tool to aid planning,
assessment, and evaluation.

Inquiry Recommendations Expanded

complement the challengmsed learning program, which will be delivered at the future West

This research explored how RRU might design innovative and stadetred services to

Shore campus. In this section, | expand on each of the recommendationtedrésesn

describe potential next steps.

227
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Recommendation 1: Student and A8adleaarcniSeg vi
Program Leads, and Other Relevant Stakehol de
This inquiry demonstrated that further corsagron is needed to plan initiatives to best

complement the challengmsedearningprogram. This inquiry produced a significant amount

of data, and responses touched on nearly all facets of SAS. Participants expressed a strong desire
to collaborate andnebed activities, but the focus and framing for the initiative may have been
unclearwhen | conductethe research. Despite this, participants highlighted their interests in
building community in many areas, and the extensive literature review reftestdlideas to

enga@ various studentommunitiesThis literature and the results of this inquiry suggest that
senior leaders may benefit from a discussion to develop a shared understanding of the focus and
framing for the initiative. Once the focus andrfring have clarified the scope and direction, |
suggest the members involved in the implementation of the initiative also be engaged in
conversation so that institutional alignment can octhe potential steps f@AS leaders to

implement includehe folowing:

1. SAS leaders, program leads, and other relevant stakeholders to discuss and determine

vision, focus and framing, and clarify scope.

2. Engage other stakeholders to clarify framing and focus and create shared alignment.
RecommendaAShhonCi2eae Opportunities tanBr 8mot d
Foundation for Change

This inquiry suggested that there is some uncertainty and concern for how managing this
new initiative will occur. The initiative suggests that a new project team will form, iimgjud
those vested in seeing this project through. This project team may benefit from SAS ipgoritiz

opportunities to engage and get to know each other. Participants shared that despite their

Cc

r

Ae
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interests, connecting remained a challenge. Participants ediaattrong preference for
nurturing relationships. Their interest in supporting community development both inside and
outside the university also emphasized this preference. At the-pédioning meeting, |
observed a need to find opportunities to cohnaare frequentlyThe conclusions that informed
this recommendation are ConclussdiA and 1B(see Chapter 5The potential steps f@AS
leadergo implemenincludethe following

1. Explore opportunities to suppgrtojectteam development for thogev/olved in

supporting this initiative.
2. Explore opportunities for key stakeholders to discuss the potential implications of
shifting student demographiesdencourage a new shared identity to develop.

3. Explore opportunities for shared space (virtual orgitaf).

4. Explore opportunities to reflect and learn together.

5. Celebrate success regularly and frequently.
Recommendati on 3: Ewtael gufaat r¥es dtrh eE xPoreor pi oesnecded Fr a me
Consider Whet her iltmpQdoeuniedn tbien gT rlinailtlieadt ifvoers

This inquiry produced aimtegratedirst-year experience framewotkat has been
customized to align with the RRLEarning, Teaching, and Researnbdel, and integrates third
andfourth generation transition pedagogy and Indigenmminciples of learningintroduced in
(Chapter 5, Conclusion 2, Figu?g). This is a proposeidtegratedirst-year experience
framework and thusis subject to further discussion and consideratiGuggest that Student
and Academic Service leaders, program leads, and other relevant stakeholders discuss this
proposed integratedameworkto determine if it might be appropriate folanning and

implementing firstyear initiativesl suggest that thetérature related to thategratedirst-year
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experience frameworlereviewed. If thantegratedirst-year experience framework deemed
attractive, | suggest consultation occur with key Indigenous stakeholders ingitementation
It might also be ppropriateto conducturther research on Indigenous life stage and learning
perspectives if modifications to the RRldarning, Teaching, and Researohdel are desired.
The potential steps f@AS leaders tamplementincludethe following
1. Key stakeholdes may wish to review literature associated withithiegratedirst-
year experience framewo(keer & Falkenberg, 2016; Grundy et al., 2017; Kift,
2015; Kift & Nelson, 2005Kift et al., 2010;PennEdwards & Donnison, 2014).
2. Key stakeholders to discusscaevaluate the proposedegratedirst-year experience
frameworkand consider which facets of it are appropriate for trial when
implementing firstyear initiatives.
3. Consult with key stakeholders, including Indigenous stakeholders, to evaluate
whether the Indigenous perspectives of learning are appropriate to include in the
integratedirst-year experience framewark
4. Adjust integratedrameworkas appropriate for trildd implementation.
RecommendaAS olne adliesrcsu stso PoYeanrt iEBX p eriiresntces t hat
Compl ement the Program

This inquiry emphasized that supporting the firsar undergraduate experience will
have significant implications for tretudent support services offered. Fystar experience
programming is a substantial endeavour at most other universities. Further, the ctdkede
learningprogram model is distinct from other programs and invites a conversation to determine a
complenentary suite opractices An extensive literature review was conducted and suggested

three potential areaa peermentorship prograna refreshed methodology for academic
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advising,and/ora student support coach model that might be integrated or expaochethe
current team coach modetgood options to consideConclusion 5 considered each of these
practices as viable options to consider. Conclusion 8 connected the concepts of the SAS Concept
Circle to the transition process fit r an s i t inot(Gala&Pares, 204,4.74) nand
suggestedhat establishing a peer mentorship program would be an appropriate initiative to
prioritize. Peer mentorship programs were desired by participants and supported by the literature.
An evaluation of enrolmemtlans, student demographics, and operational and financial
feasibility are also suggested to ensure the
Thepotential steps foBAS leaders tamplementincludethe following
1. Key stakeholdersnay wish to review literature associated with the tipraetice

activitiespresented. The three options wexgreermentorship prograpna refreshed

methodology for academic advisiragd/ora student support coach model that might

be integréed or expanded from the current team coach model.

2. Review recruitment and enrolment plans and gather information to explore

operational and financial feasibilitf preferred practice

3. Discuss and evaluate options presented. Consultstaiteholders as needed. Explore

options for shorterm and longerm implementation.

4. Consider implementation planning, consultation, and communication plans.
Recommend®aA S olne aktxepresr itnment wi th Student Engage
Al i gn wi tRecMmrt Student Engagement Framewor ks
and Belonging

This inquiry emphasized creating inclusive spaces helped students explore their

identities, build community, and create a sense of belonging. Participants suggest&Uthat R
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will become more connected with the West Shore community and identified a shared source of
satisfaction and aspiration for welcoming and engaging with Indigenous populations. While
some supports specific to Indigenous students form a subsequent rectahomercreating a
welcoming space conducive to learning involves the whole institution. Withisctelemic
literature, emergingngagemerframeworks have been developed to support diversity inclusive
engagementgonclusion 4see Chapter Huggestedieseengagemernframeworks provide
structure for student engagement activities which may be of interest for either SAS generally, or
any activities that are planned to complement the challbagedearningprogram. The benefit
of this proposed activityrdmework is it can be achieved within the larger overarching proposed
integratedirst-year experience framewo(Chapter 5, Conclusion 2, Figu2g The exercises
recommended by Krikorian (2020), depending on the selection and application, might address
the transitionengagemengnd diversity principles of the thigeneration transition pedagogy
framework (Kift et al., 2010), which have been irmarated into théntegratedirst-year
experience framework he potential steps f@AS leaders tamplement includehe following

1. Key stakeholders may wish to review literature associated with the three options

presented.
2. Discuss and evaluate optiongpented. Consult with stakeholders as needed. Explore
options for shorterm and longerm implementation.

3. Experiment and asset® integrated frameworlModify the frameworlas needed.
Recommendation 6: Explore Opportuuppestt8eEwni

As mentioned, this inquiry emphasized a shared commitment and aspiration for
welcoming and engaging with Indigenous populatidiiss recommendation is informed by

Conclusion 6The topvoted idea arising from the actigmianning meetingvas to explore the
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implementation of an Indigenous bridging component. The literature and an environmental scan
demonstrated many exemplars available should this be of interest to RRU program designers.
Therefore, the recommendation that project leadsewethe literature included in this inquiry;
discuss institutional ambitions; explore the intended student demographic and future enrolment
plans; assess institutional expertise and capabilitiesg@mglilt with vital Indigenous
stakeholders to determirnige feasibility and interest of any Indigenous student support programs
suggested. also suggest conducting more research about community engagérheat pot ent i a
st e pSASfeadersto mp | e me nthe fallowmg u d e
1. Key stakeholders may wish teview literature associated with the three options
presented: Indigenous peer mentorship program, Indigenous bridging program (credit
or noncredit), or Indigenous coaching program.
2. Discuss institutional ambitions, expertise, and capabilities
3. Conduct furtler research. Review recruitment and enrolment plans and gather
information to explore operational and financial feasibility.
4. Discuss and evaluate options presented.
5. Consult with key stakeholders, including Indigenous communities.
6. Consider community partrgrips as appropriate
RecommendaASbBpl7ar e Opportunities to Build Caryg
Technol ogy
This inquiry emphasized the importance of planning resources, building capacity, and
leveraging technology, where appropriate. While this wasnanterional focus of the inquiry,
participants expressed concern with implenmgew supports and services as they felt there

was limited capacityThis recommendation is informed by Conclusiofs&e Chapter 5The
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actionplanning meeting contritions suggestethcorporatingresource planning initiative
planning. These perspectives may have reflected a limited view of resource planning conducted,
and therefore one suggestion might be to ensure team members could express these needs.

| observedhat discussions at the actipfanning meeting orientesioretowards high-
touch services than technolegpabled solutions. As an external obserihgs was an
interesting perspective to hear.my experience, technology is viewed as a solution to asere
capacity and empower students to manage their personal affairs. Also, students are keen to
engage with technology in multiple wayaranted, my experience with student service focus is
di fferent, and | am not f apstditherawayishetterh par t i ci
However, | wondexdif this observation might suggest a conversation to explore the level of
selt-efficacy expected of students might be a worthwhile endeavour. This conversation might
help team members clarify the scope of thelie and hopefully create some capatitprovide
relief.

Finally, | suggesexploringtechnologyenabled supports once the preferpedritization
of first-year experience activitiegccurs While this is a longeterm endeavour, and likely more
challenging given the operational implicationsg avaluatng student expectations, potential
options, and resulting impacts might be a good conversation to plilipotential steps for
SAS leaders tomplement includehe following

1. Engage team memisein resource planning activitigsroviding opportunitieto

express needs and enhance understanding ofitia planning process.
2. Explore the topic of idealized student sefficacy and empowerment practices to

help team members manage scope.
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3. Exploreoptions for technologgnabled supports that might complement student
services activities, create capacity, and provide relief.

RecommendaASBppI8ar e the StudentCoaraed pAMdeldreimtl @ S
as a Discussion Alsosods ¢sme mti ,d &Pl d nbvanlgyati on

This inquiry emphasized the importance of designing student services to complement the
challengebasedearningprogram.This recommendation is informed by ConclusioifBe SAS
Concept Circle arose from the data analysis ofiteestage dataThen experimentation was
conducted in the actieplanning meeting to assess whetheoiild serveas a metricWhile the
potential applied use is still uncertain, discovering that the concept circle connects to an
extensivditerature on designing initiatives that support student suécsesiting The data
analysis suggested that fhstiage participants felt collective and community engagement was a
key focus, and actieplanning participants confirmed this interest. ®iere, further exploration
of the use of this Concept Circle to evaluate whether it can servaeisiaassessment or
evaluation tool. Assessment and evaluation are key principles in the integrated framework
suggested in Recommendationahich suggestiat exploring the SAS Concept Circle will
fulfill key principles of the proposed integrated framewdrke potential steps f@AS leaders
to implement includehe following

1. Key stakeholders may wish to review literature associated with caempusnment

theories and models to explore how to influence change.
2. Discuss potential viability for areas of assessment or evaluation.
3. Experimentwith the SAS Concept Circle metrand assess. Modifyie applicatioras

needed.
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Implications
Organi zaplioonati dns

It has been such a privilege to partner with Dr. Roberta Mason to complete this research.
| appreciate her trust in me and her willingness to let me explore research with creativity. | also
appreciated her authenticity and genuine commitmeaddcation and being of service to others.
She created space for me when | most needed it. Her willingness to provide opportunities in a
friendly, compassionate manner exemplifies the heart of the educational organikatismng
other colleagues in my hortwho were challenged to secure research partners amid the
pandemic/ hope RRU recognizes Dr. Roberta Masonos
example of how RRU can support students in the future.

Throughout the individual interviews and thei@aetplanning meeting, the chaing
dynamic that participants were experiencing and the effect on fofaeirty plansvas striking
The COVID-19 pandemic had been actively underway for approximately 16 months, and the
organization had been experiencingritgrnal changedn addition, my project sponsor advised
that severasenior executive leadership changes occurred during this project, which may have
added another layer of internal change that participants were experiencing, as new leaders bring
with them opportunities for new and different conversations.cbnstanand multi-layered
state of change that the organization is experiencing may have @dgfaetlata gathered during
the first stage of researcindthe actiorplanning meeting engagement and outcornbs.
implications for the organization are that these everag have slowed the initial momentum,
and intentional conversations are needed to propel this initiative forward.

The challengdased learning program was deferred from September 2021 to September

2022 due to the pressures of the COMI®pandemicThis decision, which occurred just before
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conducting the interviews, did have a positive effect. It seemed to bring relief and renewed hope

that a more intentional focus on preparing could odearticipants remarked that the plans for

the program launch andaiWest Shore campus were ambiguous, and some doubted whether it

would come to be dnow implementation would occur Par ti ci pant is#8 noted,
chall enging to contempl at e Miatrha wti psaonme t#hi7n gt
not have the answer at this g but lam thinking about it Participants frequently cited that

strained resources contributed to challenges given these unclear timelines arféigotanmsant

#6 confirmed this with theetclieddsitislwamthenst at e men
COVI D happened. 06 Furthermor e, Participant #8
things that my team wants to do becauseit out si de of the scope of th
My observation was that this uncartty contributed to heightened anxietyd lost opportunities

to engage in fulsome planning and discussion.

While this research used the appreciative inquiry methodology, | did not sense that
participants could fully drieamtd SRedapstiidend s wi
was a symptom dheresidual strain of operating in a state of uncertaintyflamg time.
Alternatively,participantamay have beeanfamiliar with the most recent plans and were
hesitant to jJump into the conversationcauld also be that the design to use GroupMap &odn
the virtual meeting rooraxperience legarticipantgo choose to post their thoughts rather than
to speak to them. | share my internal reflections of facilitating a meeting with this tgpeupf
dynamic later irthesubsequent sectipfiMyself as Facilitatan

Now that the pandemic is easing and plans are in place to returpeosion engagement
this fall, it will be interesting to see where this research goes next. In conversation with Dr

Roberta Masoms | was wrapping up this projeshe indicated the future West Shore campus is
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on track and pending government approvals, with the plan toin@aptember 2024. She also
stated she is excited to have these results because it suppamgahization to engage in the
recommended conversations truly and authentically. Furtherinavenpleted this finateportat
a timewhenthe researchouldmake a difference. Dr. Roberta Mason has assured me that she
will share the results of this styavith the RRU academic leadership team and key stakeholders
in Student and Academic Services. She was thrilled to have received this research as the theory
to practice informs and contemporizes how her team works to support students. She indicated
that tre SAS Concept Circle is something her team can work with, and the many threads of this
research provide new ideas and opportunities. Dr. Roberta Mason has also invited me to present
this research to the RRU academic leadership temm
Contri buAp mlnisc atnido n

This research will support RRU executive leadership in deired@m innovative
studentcentred service model to complement the challdraged learning program. The design
of the challengdased learning program model is unique. Developingngpte mentary model
provides RRU with a competitive advantage compared to other postsecondary institutions in the
South Island regiarClass sizes will be small, services tailoted¢he programand the
curriculum will be innovative and approachable. Psliohg this thesis may present
postsecondary institutions with new idesshow to codesign integrated firgear transition
experiences. Further, the research offers a comprehensive review of chbisegdearning
programs, which confirmthatthe apprachRRU has taken fotheundergraduate challenge
based learning program is unique. As a researclaésoWwishto share how | used multiple
technologies to conduct this actionented research. These contributions will form {jrst

second, andthird-person action inquies (Coghlan, 2019; Torbert & Taylor, 2008).
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Implications for Future Inquiry
This inquiry was conducted to gain a better understanding of how new academic
programs impact Student Affairs programming. It also builds upon othercésthe institution

has conducted to plan the West Shore campus. This research highlighted those significant

changes to the student demographic need to be carefully considered in student service activities,

particularly when a university does not alregdgvide extensive firsyear transition
experiences and the nelallengebased learningrogram is distinctly different from most

undergraduate programs. Furthgarticipant perspectives ofstitutional ambitions tdetter

support Indigenoustudents amhenhance external community relations influenced this inquiry.

The implication is to match this commitment with meaningful conversation with Indigenous
studentselders,and communities to learn their perspectives.
While this inquiry initially set out tareate one model to aid SAS at RRU to design a

complementary student activity, the conversation at the aptaaming meeting and resulting

indistinguishable metrics gave me pause. | later discovered that the Concept Circle was still

helpful in confirmingthe focus on community, as well the connection to the literature that
emphasi zed the process of Atransi t iTherefoaes
the SAS Concept Circle was helpful beyond the boundary of the guianing meeting.
Further implications may arise upon further discussion after this inquiry.

During this research,also uncovered another possibilityaid planning efforts. ¢reated
an integrated framework that incorporates tandl fourth generation transition pedagotine
RRU Learning, Teaching, and Researohdel, and the Indigenous learning principles. While
conversation about thistegratedirst-year experience framewoik suggested, expanding the

process to consider how thiehd-fourth generation transition gagogy could integrate with

deve
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other frameworks was a useful exercise in furthering my understanding of educational systems. It
is my hope that RRU considers this propoiseelgratedirst-year experience framewods a
potentialapproacho support firstyea program implementatiofor the challengdoased learning
program, and if successful, more broadly
Inquiry Outputs

The outputs of thisnquiry are multifaceted. The first output was the presentation of the
initial data analysis and key themes of my fimgdinn the infographic. The benefits of the
infographic were twdold. The design process allowed further data analysis while the
perspectives of firsstage participants were leveraged to respect their anonymity of participation.
The artsbased disseminatn method also inspired conversatienabling participants tcreae
an expanded view of interpretation, meaning, and desired enhancements for student services
(Simons & McCormack, 2007 he data analysis and key themes in the infographic document
reflected the innovative visioning of the challedzgsed larning program and service model
combined. A copy of the infographic is available in Apperlix

The second output of this reseaveaisthe Groupmap.com collaborative activity
contributionsln the secondesearclstage, the action planning activity was a egdthering
event and the first dissemination of reseatchroduced outputs from GroupMap for each of the
collaborative exercises. The actiplanning meeting allowed fdurther refinement and
clarificationof essentiahreas for emphasis. A copy of this output is available in Appdhdix

The third output is the production of this thesis report, which contributed to the partial
fulfillment of the requirements of the Master of Arts in Leadership degree froth Riits thesis
included severdigures which may be of interest to RRU and other institutions. An image was

created to summarize how the processes, principles, and practicesy#drsixperience
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intersect (Chapter 2, Section, Literature Review, Figyirdlso, an integrated firgtear

experience framework was introduced in Chapter 5, Conclusion 2, Rigline integrated first

year experience framework supports discussion of the processes, principles and practice, and the
research outputs includedveeal adaptable shetérm andongertermrecommendations to

leverage institutional change, which | describe in Chapter 5. The outputs are informed by an
extensive literature review (Chapter 2).

Further planning for the new undergraduate program ancefuiest Shore campus may
reference these research outputs in the future. My project sponsor has also expressed an interest
in inviting me to present the outcomesiot research to the academic leadership team at RRU,
which will include deans and schoolelitors. This meeting will occur after the research has
concluded and the final report has been submitted to the university (R. Mason, personal
communication, July 22, 2020). This action planning meeting and concluding presentation may
enable the institubin to transition the research to the organization (Rowe et al., 2013).

Reflections

During this research, | learned a great deal about the organization, as well as myself as a
meeting facilitator, and asappliedresearcher. | discuss these lessons learned in the sections
thatfollow: myself as a facilitator, and myself as a researcher
Myself as Facilitator

The actiorplanning meeting presented an opportunity to learn about myself as a meeting
facilitator. To asist me in this learning, | engaged my inquiry team member as an observer to the
meeting so that feedback could be provided. Before | was provided with my inquiry team
memberéfeedback, | observed my internal thoughts and reactwwtine event. Myfirst reaction

was a sense of unease that my version of aedlglata was not to their satisfaction. | based this
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off the questioning around the lack of emphasis around Career Services, and the polarized
conversation that followed. The conversation corgthto emphasize a missing focus on the
Engaged Community concept when the Pilot Ideas Word Art Circle was discussed. | recognized
my desire to please and reminded my#w#tthe data analysis was challenging given the broad
range of scope uncovered, bttteat point, | was not feeling confident in my research efforts. |
stayed calm and collected the whole way through. | maintained the approach of explaining my
process so that the activity outcome could be determined by the participants andA®t me.
mentoned,this approachsiconsistent with thél methodology taken for this study (Bushe,
2012; Cooperrider, 2013; Stavros & Torres, 2018; Watkins et al., 20&&¥ consciously
focused on encouraging participants to think through their own-seakieg ofthe data
presented, as | recognized | had a limited perspective of what might be a right direction for them
to move forward with.

Empowering others to explore the conversation while managing my interpretation of
participant perspectives of the data waallemging. My inquiry team member was surprised
when | shared my internal reflections with her afterwards. In her observations, she shared that
Ayou have a friendly, empathetic and respectf
worked with an apprediai ve st ance all the way through the
distractions were maidypeople coming late, strong positioning, needing to clarify the
infographic, people leaving and the dog barkingand t hey di dndét throw yo
Ayou | eft space for others to share, stepping
Ayou held space for emotional responses and d

heartwarming and were just the assurance | was lookingpfeounteract my previous thoughts.

However, as lucky as | was to have my inquiry team member with me in the virtual room to offer
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assurances, it is not always the case. My ongoing learning is that this validation does not come
from other® it comes frommyself. Regardless of whether it was this acfiemning meeting,
or any other meeting | have facilitated, there will always be diverse perspectives and different
understandings of the topic at hand. My personal reaction is just that, and there iaratime
place for where that can be shared as it would have an impact on the group dynamics and the
meeting outcomes. My key learning was that | needed to affirm confidence in myself that what |
was offering was good enough and was valuable regardless ofvethtite participants said. In
hindsight, the dynamics of this conversation provided valuable information to further the
outcomes of this study. The positional statements about the relevance of Career Services inspired
me to dig into the underlying epistelogies which provided me with validation that a
conversation like that requires more time and reflection to be purposeful. The affirmation of
community, and my follow up analysis demonstrated that community was already noted as a
significant emphasis. Deg internally feeling a lack of confidence, the opportunity to reflect on
this experience has shown me | can and should trust myself despite the dynamics occurring
around me.

On a similar note, whicparticipantgronically suggested as rationale for wimg SAS
and challengdasedearningprogram initiative is worthwhile, is the importance of
empowerment. During the actgml anni ng meet i ng, Participant #7
... they need to be decision makers to be informed and know th#tey can be engaged.
our role is to help facilitate their engagement in their own world and know that they belong there
as decision makers and | eaders now. We need t
not just students, but also for SA&ff and myself. As an RRU student, | have been grateful for

the sense of freedom this research project offered but it did not come without a sense of
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responsibility for o6getting it right~oé on my o
througlout my data analysis by allowing me time and space to experience the process of research
and advanced data analysis using Atlas.ti. Even though my first inclination was to seek clear
instructions, withholding specifics required that | be resourceful ard te work through

ambiguity. This has built my confidence to a greater extent than providing me clear guidance, as

| was able to trust my proficiency. Similarly, my project sponsor was gracious in offering space

to explore this research independently aad operminded in receiving my suggestions. To

learn from those who empowered me, one obvious facet of empowerment was consistently
encouraging me to think for myself. This is a
organizations that are inciagly influenced by corporate culture where the interpretation of
empowerment is a token replacement for efficiency. Therefore, the lesson learned to share with

SAS service staff members is that advice and guidance is best paired with freedom of choice fo

the receiver to have a genuine felt sense they can explore independently.

Another facet of empowerment were the kind and caring actions that serve as a friendly
witness to my journey. My thesis supernofi sor w
t hought and effort into what you have done he
helped to counter the uncertainties of pursuing a path that | had not walked before. Words of
assurance help to build a comfortable and safe environmestrkoand learn, buheyalso
empower people to be courageous, reframe their challenges to learn from them and step forward
with confidence.

Myself as a Researcher
This research project was a significant undertaking, although more so out of my own

initiative. | was keen to explore and experiment with all the latest techrelogyled tools |
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could find. As my first significant entry to the scholarly world, | felt it was my opportunity to dig
in deep and explore everything | had an interest in. It is dedkiét the COVIDB19 induced

virtual world also influenced a deep dive into technology. For this research | used: the virtual
platform, Zoom; the transcription software, otter.ai; the graphic design softaarg.com; the
virtual collaboration tool, Grq@Map.comihe word cloud generator, wordclouds.c@nd the
gualitative data analysis software, Atlas.ti. | also integrated the reference manager, Zotero into
Microsoft Word, leveraged Google Scholar to send me automatic weekly digests of relevant
literature. Atlas.ti has its own learning curve, and | usidgerd from my supervisor that it is not
commonly used for a mastero6s thesis. Therefor
myself how to usétlas.ti, but once learned, | was able to leverage it like a database for my
literature review. This atwed me to pull together oveB@ sources ofesearcHiterature to

identify patterns and draw conclusions. | also used the memo feature in Atlas.ti to record my
personal reflections and was able to mapkthe literature or key points participants made to
follow up on at later stages in my inquiry.

My energy and passion for scholarly research deepened as | proceeded to move through
this inquiry. As exciting as it was, there were moments where | realized that managing scope is
an ongoing challenge. Eachgg¢gpresented its own unique flavor of divergence. Data analysis
was a divergence of participant perspectives and an invitation to move in multiple directions. It
also produced a great deal of uncertainty as | was learning Atlas.ti on my own, had not yet
ergaged in the actieplanning meeting, and was not yet at the point of clarity to pull the themes
and subthemes together to form 8%S Concept Circle. The actigplanning meeting helped
orient me toward a possible direction; however, | found myself agquiloring the literature in a

divergent and exploratory manner. | really enjoyed the divergent process of discovery, and the
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range of participant perspectives piqued my curiosity. | found myself writing for long days, to
find myself back in the literaturgarch engines at night, energized by insights that | could resist
exploring further. | appreciated connecting the development and learning theories with my
undergraduate studies in psychology many years ago. | desdpbdthe opportunity to learn
more dout indigenous perspectives and student supports. The weekly literature digest from
Google Scholar and the realisation that an immense amount of information was at my fingertips
provided me with excitement and joy. | often reflected on the revelatiohhbdtfound freedom
through the experience of my education. | believe a significant influence on my newfound
freedom was found through my experience with three key people. My hushaiMhjid
Soleimani nia, my thesis supervisbr, Niels AggerGupta, ad my project sponsor, Dr.
Roberta Mason. These three individuals believed in me, empowered me, and encouraged me
through their positive energy and support.

Would I do it all the same way again? Thisrsexcellenguestion that | have reflected
upon manytimes. Particularly on the days when | was still divergently exploring literaitire
the same timany colleagues were well on their way to celebratimgconclusion of their
Engaged Leadership®lects andthey had freedom in their schedulesould havecurtailed my
literature review to focus more specifically on thest valuableopics. | ended up writing large
sections that | decided not to use. However, at the time of writing, these topicssaenéal
elements in building my understandinghink forgoing them would have impacted my ability to
make the same insights. Once | have had a chance to recover from the many days of writing, |
believe | will look back and appreciate all the steps | manageetherdirectly reflected in this
thesisor not | am satisfied | chose the thesis option as it offered the depth and breadth | desired

from graduate studies. The encouragement | have received about being prepared to girsue Ph
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researchhas been validating and has created possible opportunities for my Ruttreer, this
research has personal and professional significance. This project has reminded me of the freedom
that arises from transformational learning. | am proud to includexipisrience on my resume
and hold the memories this research provided me.
Thesis Summary

The research contributed to an exciting development in the postsecondary education
sector for the south Vancouver Island region of British Colunilia.research willigpport
RRU in designing an innovative and studeentred service model to complement a challenge
based learning undergraduate program that is distinct from most other undergraduate programs.
Further, this research helps build a foundation for change dtd®Rt prepares to expand at a
new location in the West Shore region of Vancouver Island. This inquiry engégled
stakeholders using an appreciative inquiry methodology and sought their aspirational
perspectives for bestupporing students in this pgram.This program will shift the student
demographic for the university and create an opportunity to develogédmsttransition program
initiatives. The literature review emphasized Indigenous perspectives, which emerged from my
interests, the expresseterests othe project sponsor, and the expressed interests from research
participantsParticipants shared a wide range of ideas, and recommendations include further
conversation of the initiative focus and framing, implementation framework, andipbten
options for enhancing student serviCiapter 5 provided an overview of the findings, my
conclusions, and some recommendations for RRU to consider. In addition to the research
findings and associated literature, two customized models were developescholarly and

organizational perspectives, which may interest other postsecondary institutions.
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For this research project, and the revelations that have arisen due to my experience in my
MA -Leadership program, | would like to refer to a reflection stidry Wagamese (2013), who

stated,

| 6ve been considering the phrase o6all my r
I mportant . I té6s our saving grace in the en
that we are all connected, that we all belamgach other. The most important word is

A a | .l. vee live because everything else does. If we were to choose collectively to live

that teaching, the energy of our change of consciousness would heal eatlantiuseal

the planet. .. We approach odives on different trajectories, each of us spinning in our

own separate, shining orbits. What gives this life its resonance is when those trajectories
cross and we become engaged with each other, for as long or as fleetingly as we do.
Ther eds eagythénaandceitdtanéenl as though the whole university is in the
process of coming together. I l ive for th
througho. Every encounter has within it t
look for it. (pp. 33 36)

0
h
It is with deep respect and gratitude that reflect on the opportunities this inquiry has

provided me. The opportunity to engage and reflect have been valuable beyond measure, and |

hope this research connects others with the same energy in future
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Appendix A: Indigenous Peer Mentorship Programs

Program title

Institut ion

Aboriginal [Indigenous] Mentorship Outreach Program*

Vancouver Island University, Vancouver Island, BC

LE,NONET Peer Mentor Program*

University of Victoria, Victoria, BC

Indigenous Peer Mentorship Program

University of the Fraser Valley

Supporting Aboriginal [Indigenous] Graduate
Enhancement for Undergraduate Studentg SAGEU*

University of British Columbia, Simon Fraser University, Thompson
Rivers University, University of Northern British Columba, University of
Victoria, Vancouver Islad, BC

Mentoring Aboriginal [Indigenous] Peers Program*

University of Alberta, Edmonton, AB

Aahwaatkamooksi Peer Mentorship Program

Alberta University of the Arts

Promoting Aboriginal [Indigenous] Community Togetherz
PACT*

University of Manitoba, MB

Aboriginal [Indigenous] Student Mentoring Program*

Lakehead University, Thunder Bay, ON

Nanabijou Aboriginal[Indigenous] Graduate Enhancement
Program*

Lakehead University, Thunder Bay, ON

Niwi Jiagan My Friend Peer Mentor Program*

Georgian College, Barrie, ON

Mentoring Program*

University of Waterloo, Waterloo, ON

Peer Mentoring*

Wilfred Laurier University, Waterloo, ON

Peer Helper Program*

Fanshawe College, London, ON

Peer Support Program*

Ryerson University, Toronto, ON

Aboriginal [Indigenous] Leadership and Mentoring
Program*

York University, Toronto, ON
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Naadimaagewin The Art of Helping Program* Trent University, Peterborough, ON

Peer Helper Program* 10AAT 80 51 EOAOOEOUh +ET COOITh /.
Aboriginal [Indigenous] Enriched Support Program* Carleton University, Ottawa, ON

Mentoring Program* McGill University, Montreal, QC

Aboriginal [Indigenous] Student Support Peer Coaches* Dalhousie University, Halifax, NS

*Indicates programs sourced by (Rawana et al., 2015).
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(First Nation, Inuit, Métis) students into post
secondary education at the Uniersity of
Manitoba by offering pre-orientation

activities, academic learning support,

Category Program title | Institution Description Tuition Website
Indigenous | Neechiwaken | University of | O ( A1 D-@earAtdadsAransition to None https://Jumanit
holistic Indigenous Manitoba, university life by promoting student oba.ca/indigen
support Peer Mentor | Winnipeg, MB | engagement and a sense of belonging. The ous/student-
programs Program term Neechiwaken meangfriendin Cree. experience/nee

The Neechiwaken Peer Mentor Program chiwaken-

matches new Indigenous University of indigenous-

Manitoba students, known as Neechiwaken, peer-mentor-

with experienced Indigenous students, program

known as Lead Neechiwaken, who act as

mentors, providing academic and social

support and ongoing advice. It is open to

yT AECAT T OO0 OOOAAT OO

The program provides members with sodl,

academic,and cultural development, peerto-

peer support, activities to support

community building and personal

growth and the opportunity to be a

Neechiwaken, or friend, in the Cree language

It is offered in partnership with the

Indigenous Student CeE OOA AT A 3 (

(para. 1-3).
Indigenous | Qualico Universityof |O4EA )T AECAT T 6O 3 OO0OA| None https://umanit
holistic Bridge to Manitoba, pleased to offer the Qualico Bridge to Succes oba.ca/commu
support Success Winnipeg, MB | Program (QBTS). The goal of this program is nity/indigenou
programs Program to facilitate the transition of new Indigenous S-

community/qu
alico-bridge-to-
success
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advising, peer mentoring and special events
that will enhance the first-year experience.

There is no cost to participate in this
program.

The QBTS Program nurtures thepsritual,
physical, mental and emotional strengths of
Indigenous students so they can be as
successful as possible in their first year of

O 0 O fotirad 1-2).

Indigenous | Bishkaa Fleming O4EA "EOEEAA DOl COAI Unknown hitps:/fleming
holistic Program College, APDPOI AAE OF ETAITEIC college.ca/indig
support (Anishnaabe | Peterborough, | wellFAAET ¢ AU OOEI EUET C enous-fleming
programs mowin for ON experiences on the land. It begins as a two
O2EOA 5 week on-campus summer orientation

program and continues as a mentorship

throughout the school year.This year there

will also be two weekend writing retreats

built into the school year to help students

stay ontrack and reconnect with all the

Bishkaa student® j PAOA v Q

Q\t least once a week, there will be a membe

of the Indigenous Student Services team in

the Tipi at the Sutherland Campud | D A (
Academic | Indigenous Camosun O$AOECT AA &I O )1 AECA| $1,176 (plus https://camosu
Preparation | College Prep | College, Indigenous College Prep (ICP) additional student | n.ca/programs-
& Co Brentwood program support and prepares youto get the | fees) courses/find-
curricular Bay, BC admission requirements you need taenter program/indig
support other college programs and pursue enous-college
programs university -level studies.(para 4)6 prep-certificate
Academic | College Nicola Valley | @& iffers courses designed to help adults College Readiness| https://www.n
Preparation | Readiness Institute, obtain prerequisite skills for entry to NVIT courses are vit.ca/College-
& Co Program Merritt, BC career/technical and/or academic programs. | tuition -free (plus
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curricular College Readiness is designed for the adult | applicable activity | Readiness/pro
support learner who did not cmmplete high school or | fees) gram.aspx
programs who needs to review high school level

academic skills before advancing to post

secondary level study. Courses in the

program help learners develop skills in

reading, writing, study skills, mathematics

and science at fundamental provicial levels

(literacy/numeracy through Grade 12)(para

1)6
Academic | Aboriginal Vancouver 04 EA | AinBigeqois] University $1865.86 https://www.vi
Preparation | [Indigenous] | Island Bridging Certificate is a customizable u.ca/programs
& Co Access University, program for Indigenous students who want /academic-
curricular Studies Nanaimo, BC | to upgrade their courses and acquire the career-
support necessary prerequisites to begin their preparation/ab
programs desired postsecondary education programs. original -
(**with Select the Adult Basic Education courses you university -
option of need to meet prerequisite requirements and bridging
additional consider the option of taking additional
entry-level entry-level university courses.
university You [gudents] will find the support and
course) encouragement of instructors who care

about your success, Aboriginglindigenous]

Elders in Residence who can support and

guide you on yourpath, and a network of

staff and other students that provide a true

sense of belonging(para 2-3)0
Academic | Indigenous MountRoyal |O4EA )T AECAT T OO 51 EO| Noapplication fee | https://www.
Preparation | University University, Program is a university preparation program Tuition fees mtroyal.ca/Pro
& Co Bridging Calgary, AB | £ O OOOAAT OO 1 £ )T AE| ,known gramsCourses/
curricular Program designed to meet the needs of Indigenous FacultiesSchool
support students who are preparing to pursue post sCentres/Iniski
programs secondary education. mCentre/indig

enous
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(**wi th The program offers three levels of study university -
option of designed for students requiring advanced bridging-
entry-level upgrading with a concentration in Math and program/index.
university English. These core subjestare htm
courses) supplemented with Indigenous cultural

courses, university preparation courses, and

post-secondary arts and science courses.

All levels are supported by tutorial services,

academic and personal advising, social

events and visits from community members

(para 1-2)6
Academic | Aboriginal Ryerson 04 EA | AlInGidgeqols] Findations https://continu
Preparation | [Indigenous] | University, Program is a partnership between Ryerson ing.ryerson.ca/
& Co Foundations | The Chang 51 E OA @bolgihal indigenous] Student contentManage
curricular Program School of Servicesand Spanning the Gapz Access to ment.do?metho
support Continuing PostSecondary Education at The G. d=load&code=C
programs Education, Raymond Chang School of Continuing M000081

Toronto, ON Education.

The program is designed for Aboriginal
[Indigenous] community members who seek
to broaden their opportunities towards
academic success.

This program will provide the foundations of
academic writing and criticakthinking skills
at a postsecondary level, within a culturally
relevant environment.

Every aspect of this nineweek foundational
writing program has been tailored with the
needs of the Aboriginal[lndigenous]
community in mind. It draws on history,
traditional understandings, and Indigenous
knowledge (para 1-4).6




with 2.5 GPA, will be granted admission to
SFU andyour completed credits will count
towards your undergraduate degree(para 1-

¢qQqo
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Academic | Indigenous Dalhousie O0)3!0 PAOOEAE®FHB0A0 x https://www.d
Preparation | Student University, pathway to admissions, allowing them to al.ca/about-

& Co Access Halifax, NS upgrade their academic standing to meet dal/agricultural
curricular | Pathway $Al ET OOEA 51 EOAOOGEOU -
support admissions requirements. The ISAP program campus/ssc/co
programs is designed to support Indigenousstudents mmunities/indi
(**with academically and culturally whileenrolling genous
option of them in up to 6 university credit granting student-
entry-level courses over the duration of the &t support/indige
university yearD O COAI 86 nous-student-
courses) - - access

:;1?1 lsate eligible for the program, participants pathway.html

identify as Indigenous (i.e., one of the three

Federallyrecognized Indigenousgroups:

First Nations,Metis, and Inuit).

completed a high school diploma or

equivalent

not meet the current Dalhousieminimum

admissions requirements.(para 2-3)6
University- | Indigenous Simon Fraser | &rou [students] will join a whort of like- Fall term = https://www.sf
level/Co- University University, minded Indigenous students and explore $2586.68 u.ca/fass/stude
curricular Preparation Burnaby,BC | university together with Elders, mentors, Spring term = nts/prospectiv
support Program tutors and instructors while taking two $2978.44 e-
programs foundations courses(Math and English) and students/iupp/

six university courses. Health/Dental overview.html

. fees extra (opt out
Upon successful compligon of the program available)
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University- | University Capilano Ol OA Ui 6 AT )T AECAT T |$2439.36/18 https://www.c
level/Co- One for University, postOAAT T AAOU AT OOOAO | credits apilanou.ca/pr
curricular Aboriginal North academically? Give your skills and confidenc; ograms--
support Learners Vancouver, BQ a boost with this program designed to set courses/progra
programs Certificate you up for success. m-

If you are First Nations, Inuit or Métis and p.roflles/unlver

want help getting your writing, math, and sity-one-for-

study skills up to speed for a postsecondary aboriginal-

program, this course is for you. learners-

IR A N . certificate/

91 6811 CAET ETT x1 AAC

supported by instructors, fellow students,

and community Elders.

Our goal is for you to gain all the academic

skills you need to move into one of the many

post-secondary programs at CapU. You coulc

go into Business, Film, Tourism or a degree

in Interdisciplinary Studies ? whatever your

AOAAT EOh xA8O0OA EAOA

there.(para 1-4)0
University- | Aboriginal University of | GAboriginal [Indigenous] Access Studiessian | 02 AC O1 A O | https://student
level/Co- [Indigenous] | British entrance program that prepares and tuition and s.ok.ubc.ca/abo
curricular Access Columbia, transitions Aboriginal [Indigenous] learners | student fees riginal -
support Studies Okanagan, into degree programs at UBC. The program | APDBI1 U6 students/acces
programs Kelowna, BC | combines both academic and nonacademic d) 6 ET OAT s-studies-

activities to form a rich, full-time schedule in meet the full-time program/

a supportive university setting. eligibility

Students takeup to three university level requirements for

courses per term applicable to their intended| most government

degree program. These courses may be funded

combined with noncredit, academic sponsorship

upgrading coursesz such as Writing or Math | D OT COAIT O8

Zif required.




STUDENT-CENTRED SUPPORT SERVICES

290

Students also attend mandatory tutorials and
workshops to enhance their academic skills
and knowledge. These activities prepare
students for their transition into degree
programs and are critical for success.

Indigenous Student Advisors provide
individualized academic planning and help
Access students choge courses based on
their academic backgrounds and degree
goals.

Students can apply to a possecondary
degree program after successfully
completing a minimum of six courses (18
credits). Those who achieve a minimum of
60% in each of their courses anavho meet
program requirements are considered
eligible to transfer into their desired UBC
Okanagan campus undergraduate degree
program. Courses taken in Aboriginal Access
Studies will apply towards degree programs
as either required or elective credits(para 1-
5).0

University-
level/Co-
curricular
support
programs

Indigenous
Foundations
Program

Nipissing
University,
North Bay, ON

O4EA )T AECATT1 00 &1 01
full-time university transition program for
Indigenous students pursuing an
undergraduate degree.

The programprovides students with a
learning environment andsweetgrass
holistic approach to supportwhere they can
pursue their academic goalsvhile balancing
personal wellness.

Faculty, Indigenous knowledge holdersand

a dedicated Student Success Coordinator

Unknown

https://www.n
ipissingu.ca/de
partments/indi
genous
initiatives/indi
genous
foundations-
program
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support students in the Indigenous
Foundations Program.

When students successfully complete their
first year in the Indigenous Foundations
Program, they will have earnedup to 24
university credits towards their university
degree. Students will also have deveped a
strong foundation in academic and personal
skills to help ensure their continued success

ET OEAEO OOOAEAO AO

University-
level/ Co
curricular
support
programs

Indigenous
Youth in
Transition
Program

Trent
University,
Peterborough,
ON

O" OET CO O1 CAOEAO ET |
academic community with the
developmental opportunities offered through
Katimavik.

Indigenous youth cultivate ills and
knowledge to overcome barriers to
employment and socially participate in
communities.

Engage in volunteer placements with
organizations and enroll in a onesemester
course, Foundations of Indigenous Learning

i).$" pmpp(Q86

Unknown

Trentu/ca/new
s/story/19083

*Programs displayed in the order ofindigenous holistic support programs(non-academic), academic preparation and cocurricular,
then academic and cocurricular.
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Appendix C: Infographic

STUDENT-CENTERED

SERVICES:
DESIGNING A MODEL FOR THE
CHALLENGE-BASED PROGRAM

March 8, 2021

Royal Roads University
Laurie Barnas
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Research Questions

How might RRU Student and Academic Services
complement the challenge-based program,
and prepare for the West Shore Campus?

1.What are the stories staff and others tell about successes
and innovations in student-centered services they have
experienced at RRU?

2.What is particularly innovative about the challenge-based
program?

3.What is the relationship between the competencies of the
program and the potential design of student services at RRU?

4.How might Student Academic Services best be designed to
complement the challenge-based program?

5.How might RRU pilot innovative student services for the

program, and prepare for the future West Shore campus?
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Research Process

« 8 RRU Student and Academic
Service Leaders interviewed

» 144 pages of content

e ~70,000 words

» 1661 Codes

e 20 Code-groups

» 361 phrases

* 9 Themes

e 10 Word-Art-Circles

e 30 Sub-Themes

e 4 Concepts

* 1 Model to aid design
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Research Themes

Shifting
Demographic

Learning Proud
Environment Moments
Student Student-Services west Shore
Transitions for the Campus
Challenge-based
rogram .
Building for prog Pilot
Chqnge Ideas
Design Engaged-
Considerations Communities



STUDENT-CENTRED SUPPORT SERVICES 296

Proud Moments
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Challenge-based program

now-do-you-work-with-people-?

. 1ines
% '\gc\\)““
5 “adil'\ona\ d (comes
e | LU « -0
rappinE red Year™ gudents
d-exP nger "
ds-an k-you T
standar B i h_mcot\i“’oo
avy-emP? ctice ¢ wing S
heavy % of-pr contex -5€ b\e
(te\‘\‘acc \Ae‘,s_\m\""o(_ by—pro
Quick-g, ity-stak vat
d}'-or,'emat. coﬂ\““‘“ _ac learning-is-quite-autonomous
io, -
d"éep—a“ b”ild' interview-people-in-senior-positions
ach,' n- SUstainable ;“E'back—in_exi I-worry-about-Armageddon-fatigue
> Stiy
fe get-o eQOpm "2-bog . RNedat o
Ut ent-in Y-of-) facing-limitations
g €ISects._ Nowleq
: ‘ b re~an di‘sxg,,_th. il
organized-around-challenges-not-disciplines d“lea inkin Jance
_yesil¥
holistic-way-of-looking-at-how-we-work-together rn & 0['\0“3\ x€
jres” ays
- . ‘eq““c y ated-WaY
fing.- so] Common-Foundations ™" s
o u 1 _problen _the-o¥
thjg. ach-P s -pot-t
evérymingﬁ tlons_to PiR typ"‘of‘leqr ; appr® \‘e_c‘ﬂ“w“ 1S
eader s . S-intens: 1w Arning. t o i .
®rShip mg . Mionayy “interg SUGS_ h Pfovokes_d’.[,eclvlc action-citizenship
i " Tabs Tdis, - rent-
Mersion h" -co, h Cipling,. " Cneeg
s 5~ ~trg -
Ore-c, M at-jg Wrong w_ar “easier., Ansdjg 1 n us_aII
h(‘~w -angd. et N “wo & al‘w" &
ﬂy.the_wnrld a-j Vel. i rld'todq hmu“\ty
“realyy, e T cO ea
wor - 4 aos
contact-with-the-real-world ak{e -W 1‘-\\ 5“"'_‘055'0( \a! . :
. ) § piodiver iwe €s-¢,
e~ s qnovatly 0
lnteg i mate-ch2"E” s ot-Ann® coblems de"te-buxld
e aistinetT | global P
overty ency 107 g a _solution®
ten

learning-through-the-process
structured-theory-concept-procedure-aspect
no-other-program-with-explicit-focus

food-insecurity-well-being

jority s

* Impact » Experiential
e Opportunities « Community ¢ Resilience



STUDENT-CENTRED SUPPORT SERVICES 298

Student Transition

personal-growth
program-requirements

cognitive-development
what-their-peers-think
recalibrating-performance-expectations &

) Q Q/ .\ﬁ.‘\%ﬁ\
O* > & RPN K)
S 2 Q.\\\ék&oQQogrades—will—decrease
(@ transition-to-adulthood
unfamiliarity-with-orientation-to-learning
dealing-with-sex-and-substances
get-out-there-and-do-the-work

navigating-university
confidence-building
program-withdrawal

* Resilience -+ Awareness e« Respect

o Student-Community < Experiential  Critical Thinking .
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Shifting Demographic

school-will-now-be-full-time-focus

greater-depth-deeper-impact

‘
o
N > < o
¢®Q Q}e .\A 4

increased-indigenous-student-population

&

%

Jooe
Ql“p\ ~ & %
L)

)

iy

¢' we're-a-relatively-small-place-5000-students
&Q’ga p-in-service-from-different-demographic
o

ill-re-shape-our-university-community
7 time-zones
<> (0 o\\

’young-demographic-intergenerational-assumptions
4\ @, developed-as-a-primarily-graduate-university
W \" our-market-is-different-than-other-universities
excited-for-the-future-of-undergraduate-education-at-RRU
RRU-students-know-why-they-are-here
student-advocacy-part-of-growing-up
indigenous-peoples-of-Canada

e Impact - Identity

« Opportunities « Community < Indigenous
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Learning Environment

0
@
“ \
A Y
%
/N
s,

70 & :
A Gy & structured-class-time
g & time-and-space-to-do-the-work
<,°¢ OQQ ‘0 . G",K, trust-our-students-and-empower-them
) ¢ W & & ’ :
& SFFESE Q.0 Jactive-mental-edge
/g > N @‘ s ;
X *{\ N unstructured-opportunities-to-develop-skills
X A .
N ¢ an-innovations-lab
" whole-experience-inside-outside-classroom
\,Q not-just-a-degree-a-learning-experience
0\ DT both-private-and-visable-breakout-spaces
’b‘ QXQ; zcxallow-as«much-ﬂexibility-as-possible
2 C,Q welcome-students-into-an-experience
a %’ opportunities-to-connect-and-learn
\”Qx public-visibility-of-performance
Collaborate-call-on-Tuesday

e Finding-balance « Safety-to-be-vulnerable

» Experiential < Opportunities < Collaboration
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Engaged Community

Ai-lin-means-house
engaging-with-faculty-more
engaging-students-engaging-staff
create-community-different-ways-different-spaces

sense-of-spirit-positive-engagement

relationships-with-knowledge-keepers %Q e&"
e

D 2 >
& & X % B

) '\O 4 o <
A T 4 < C

S AV O b < . . .

F &S o s celebrating-diversity
b‘" ‘d"\\\ ~§ s, our-Heron-Circle-with-elders-and-old-ones
& & > > resource-person-potentially-a-confidant

T QY @ & P P y

" rb’liasing-with-community-business—government-client

finding-support-for-one-another

foster-relationships-First-Nations-more-than-we-ever-have
celebrating-students-thoughtfully
peer-mentors-student-leaders
clubs-and-organizations
community-of-staff

¢ Student-RRU Community
¢ Student Community < Indigenous-RRU-Community

¢ External-to-RRU-Community  RRU-Community 10



STUDENT-CENTRED SUPPORT SERVICES

Pilot Ideas

-of
P -pe
\““‘ﬂ,—"‘ ;w“;‘to‘\\?
“0‘-c09\‘
in-a-confidential-way-say-I-need-help

bW
. » A 0
jsing” ™ yities
a-load dent-a<V
& _gRu ient-to- ine-net- .
feonte™ cobust St orient-to-learning-not-grades
some-responsibilities-fall-back-on-faculty
Sluden!-Academic-Scrviccs«menlor coach-person-contact

o,
7 Ngage.. ore-,
%por. "‘gtigs e- “bul,,us ABe-wiy baseq.

“Moggyy, | OUr
“to-byy; I'se- on-c,. on-p, Oachj,
. i ild- Cury;, €ople.c;, ng
non-credit-course-in-Moodle oo "’-‘mo,,sh' (¢ 23 .r fncula:-rr n:‘_ C_"‘" e
support-faculty -build-tools-to-assess-team-process ow -~ *ipe

S
offer-tutorials-on-empathy-critical-thinking-similar-to-accounting-finance uCCeSs

most-effective-when-we-integrate-with- -program

llp‘o"~ '. Su‘,
One., ©Or yrg ern w ”d'cate d-agy; d“"iys‘,o_ Port-se, it 'L - King, tn,s"“ka -y
"~ T stp.adv'“n er- 'SOr- sa"' ce. “Mbed-gy, Urselye, g Nizing. ei&an'wx’nd i g
= Team., ‘Su S ~the, esd,
networking-volunteering CO-Cupy me Or ‘C i f‘Sfude,,, to.the., 1 ms:"’es s
connect-activities-to-the-curriculum * °m = Tience.; 3
leave-behind-idea-staff-} PO:;e,,,s 1h Perso Cisio M@ Journg, " Mondyy,
eave-behind -idea-staff-have-to-do-everything I]al~ checking-in-more-regularily
host-a—focus-gmup—wu.h-)ugh—sch:‘):!-sludcnls‘-‘lo-dcﬁnc-nccds % act' Tai-Chi-on-Tuesdays
develop-a-survival-toolkit < v‘supt{"r ,\o«su\‘\““ = -eV in ~pation
juersity cible - orien!
\L"““ :aCce® -

ﬂ_:md“"' 04“ emalt < ““5—“0 { e“‘. Y u\ welingss
e et O tAtION MOt OT o e,
b\Y f eOP Ppo’ ts-for-, of"zt’ms
Ty

-a" p ‘10 yex nﬂdi(‘% cwor
efe % ta _ihe r\‘“f d- a-““
o conh%“ i o

——
nem - o de‘,c\o“‘&’er

_ckilks

in

o Activities ¢ Values

e Processes ¢ Roles

302

11



STUDENT-CENTRED SUPPORT SERVICES 303

Design Considerations
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Building for change

budget-will-be-the-biggest-issue
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* Experimental ¢ Engaged-Community

¢ Considerations e« Strategy < Needs 13
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West Shore

e Innovation < Humanity

» Inclusion « Engaged-Community e Strategy
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Student-RRU-Community | ocesses
Roles

Opportunities Impact Innovation

Safety-to-be- Critical Thinking Identity
vulnerable word-Art-Circle

Relational
Community Respect RRU-Community

iderati
Considerations A Integration

Values
yategy Finding-balance Awareness

Roslianos Indigenous-  Humanity
Activities Community
Collaboration

Needs Experiential

External-to-RRU-
Experimental Community

Engaged-Community s
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The 30 sub-themes found in the Word-Art-Circles form

these 4 concepts. ..ty Impact
Values Activities
Respect Considerations
Humanity Relational
Processes
Individual Collective Seds

Congruence Advancement collaboration
Safety-to-be- Opportunities
vulnerable Integration
Inclusion Strategy

Concepts  cncacedcommuniy

Awarsness Student-Community

Finding-balance RRU-Community
Resiiance Active Conceptual
Experiential Learning Communities

Critical Thinking Student-RRU-Community

Experimental Indigenous-Community

Innovation External-to-RRU-Community 16
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Wword-Art-Circle Sub-Theme View

PROUD MOMENTS CHALLENGE-BASED PROGRAM

mimpact mRelational midentity mindigenous mResilience ® Cxperiential mImpact m Opportunity M Resiliance m Community

STUDENT TRANSITION SHIFTING DEMOGRAPHIC

MW Resllience W Awareness M Experiential
W Impact M Indigenous M |dentity

W Critical-Thinking M Respect = Student-Community HOpportunities M External-to-RRU

ENGAGED COMMUNITY
LEARNING ENVIRONMENT

L - i M RRU-Communi
M Experiential W Safety-ta-be-vulnerable Student-Commiunity RRU-Community

B Finding-balance W Opportunities m Indigenous-RRU-Community M Student-RRU-Community

W Collaboration W External-to-RRU-Community 1 7
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word-Art-Circle Sub-Theme View continued...

PILOT IDEAS

W Processes M Values MRoles W Activities

BUILDING FOR CHANGE

W Experimental W Engaged-Community
B Considerations M Strategy
W Needs

DESIGN CONSIDERATIONS

WIntegration MEngaged-Community M Respect M Strategy

WEST SHORE

“D

W'

M Innovation M Inclusion
B Humanity M Strategy
W Engaged-Community

18
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Word-Art-Circle Concept View

PROUD MOMENTS

(

m Collective Advancement m Individual Cangruence

u Conceplual Communities m Aclive Learning

STUDENT TRANSITION

V.

s Active Learning u Individual Congruence

u/Conceptual Communities

LEARNING ENVIRONMENT

= Actlve Learning m Individual Congruence m Collactive Advancement

CHALLENGE-BASED PROGRAM

P

m Active Learning = Collective Advancement

m Conceptual Communities

SHIFTING DEMOGRAPHIC

m Collective Advance ment m Conceptual Community

u| Individual Congruence

ENGAGED COMMUNITY

19

m Conceptual Communities
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Word-Art-Circle Concept View continued...

PILOT IDEAS DESIGN CONSIDERATIONS

m Collective Advancement ® Conceptual Communities

u Callective Advancement # Individual Congruence m Individual Congruence
BUILDING FOR CHANGE WEST SHORE

~,

= Active Learning  Conceptual Communities u Active Learning m Individual Congruence

» Collective Advancement u Collective Advancement ® Conceptual Communities

20
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In Summary

How might RRU Student and Academic Services
complement the challenge-based program, and prepare
for the West Shore Campus?

M Collective Advancement B Conceptual Communities

M Individual Congruence M Active Learning

21
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Individual Collective
Congruence Advancement
What are the

implications for
Student Academic
Services at RRU?

Active Conceptual
Learning Communities

22
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Stage One of Research (Discover & Dream with Stakeholder Group 1)

Discover & Dream: Part 2

Discover & Dream: Part 1
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Stage One of Research (Discover & Dream with Stakeholder Group 1)

Discover & Dream: Part 2

Student & Academic
Service Leader

»> t

@

Discover & Dream: Part 1

Associate Vice Provost o
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Appendix E: Inquiry Team Member Letter

In partial fulfillment of the requirement for a Master of Arts in Leadership Degree at Royal
Roads Universityl.aurie Barnagthe Student) will be conducting an inquiry studyRalyal

Roads Universityo engage RRU Student and Academic Service leadees/&dap

recommendations for an innovative studeemntered approach for the RRU Student and
Academi c Service model t hat Apasedllearmingmp | e ment
undergraduate program. The ultimate interest is to offer both the undergraduatdwurand

student service delivery model at the proposed West Shore university campus. At this time, this
research will focus on how to best welcome the first cohort of students, who will begin their
studies in September 2022.

The Studentodos credentials with Royal Roads
Catherine Etmanski, Director, School of Leadershifteégphone number email[email
address].

Role Description

As a volunteer Inquiry Team Member assisting thed8nt with this project, your role may
include one or more of the following: providing advice on the relevance and wording of
guestions and letters of invitation, supporting the logistics of thegdkeering methods,
including observing, assisting, orcfitating an interview or focus group, taking notes,
transcribing, reviewing analysis of data, and/or reviewing associated knowledge products to

R

Un

assist the Student and Royal Roads University

you may be pxiy to confidential inquiry data.
Confidentiality

In compliance with the Royal Roads University Research Ethics Policy, under which this inquiry
project is being conducted, all personal identifiers and any other confidential information
generated or acceskby the inquiry team advisor will only be used in the performance of the
functions of this project and must not be disclosed to anyone other than persons authorized to
receive it, both during the inquiry period and beyond it. Recorded information orrakfts is

covered by this agreement. Personal identifiers include participant names, contact information,
personally identifying turns of phrase or comments, and any other personally identifying
information.

Personal information will be collected, recordedrrected, accessed, altered, used, disclosed,
retained, secured and destroyed as directed by the Student, under direction of the Royal Roads
Academic Supervisor.

Inquiry Team Members who are uncertain whether any information they may wish to share about
the project they are working on is personal or confidential will verify this with Laurie Barnas, the
Student.
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Statement of Informed Consent:

| have read and understand this agreement.

Name (Please Print) Signature Date
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Appendix F: Action Planning Exercise

Part One: Establish group shared purpose

Duration:
7 minutes
Strengths:

Allows each participant to share a meaningful experience

Allows the group to reflect on any shamxberiences

Fosters collaboration, equitable contribution and supports learning a new
collaborative technology, GroupMap.com

Materials:

Prior to the meeting, participants will receive

the initial reflective question for the Part One activity

Zoom roomlink
The link to GroupMap.com collaborative space, which has been prepped for the
activity will be sent in the Zoom chat immediately prior to the activity (Fig. 1)

Sequence and activity script:

Step | Description Script Time
allotted
1 Please post &omment on the 711 AAOAEDI A |, AO| 4minutes

GroupMap board. | will post the link to the

Participants may also select an GroupMap in the chat and will
image that illustrates your give you a moment to enter
GroupMap comment. your email address to arrive.

You may wish to adjust your
screens so thayou can see both
GroupMap and Zoom.

This will help acquaint participants
to how the GroupMap board works
and also help establish a positive
orientation to the group dynamics. | Some of you may be familiar
with this question already, but |
hope that this provides an
opportunity to learn stories
directly from your colleagues.

Participants will be given a few
minutes to reflect independently.

| am sure that innovative and
studentcentred activities are
already ocurring at Royal
Roads University.
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Would you be able to share
a story about a time you
were really proud of being
part of Student and
Academic Services, a time
when you felt students
received innovative service.
What was the activity, and
what happened? Iyou wish,
come prepared with an
image you wish to share.

Please take a moment and
reflect individually on what this
story is and post a note on the
GroupMap board. If you wish to
select an image from Google
Images, or upload an image of
your own, you maxlick on your
idea after you have posted it on
the GroupMap board, and then
select the paperclip icon on the
bottom right side of the popup
window. You do not need to
save, just close the payp
window when you are done.

After participants have posted a
story, | will ask anyone in the group
would like to reflect verbally, or in
the Zoom chat, asking them about
what patterns they see.

This will allow participants stories
to remain confidential, but also
help establishshared meaning in
the group.

This sets the stage for the exercise
that will follow.

Would someone like to share
what stands out for them?

Do you see any patterns in whg
you see?

Would anyone else like to sharg
what they notice?

3 minutes

To conclude, | will thank
participants for sharing their
stories and reflections with the
group. We will then transition to
the Part Two activity: Research
Process Overview.

Thank you so much again for
sharing your stories of
innovative student service at
RRU

This activity was also to help
you get comfortable with using
the GroupMap board, as we
have one more activity planned
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Is everyone ready to move on t
the next step?

Great!

Share your story...  Share your story of innovative student service. Listen to the stories of your colleagues. Then post a sentence or two on the GroupMap canvas. Click on your idea to add an image if you like.

Share a story about a time you felt proud of being part of Student and Academic Services, a time when you felt students received innovative service. T

-

Part Two: Research Process Overview (10 minutes)

Duration:
10 minutes
Strengths

Allows each participant to hear how the research was conducted
Allows the group to orient themselves to the infographic

Materials:
Zoom features, including recording and chat

The infographic: a document that presents the aadignd themed data from the first
stage of research
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Step

Description

Script

Time allotted

Research process
overview

| would like to give you a bit of an overview of thg
research process that resulted in the infographic
You may wish to minimize GroupMap on your
screen and pull up thenfographic so that you can
follow along.

Before | jump into the research process oview,
does anyone have any questions for me?

Well, I will start off by mentioning that it has beer
such a privilege to learn more about Royal Road
as | have engaged in this project.

The infographic presents some themes,
subthemes, concepts and a potentiabdel that
will support our conversation today. You will havi
the opportunity to discuss your initial reactions
during the activity planned.

Before we get to that, | would like to walk you
through my process and orient you to the
infographic.

On page 2you will notice that the research
guestions for this study are presented.

On page 3, | have provided a very hitgvel
overview of my research process. Essentially, |
started by conducting 8 senstructured
interviews with Student and Academic Services
leaders, whose names will remain anonymous.

These interviews were transcribed and producec
144 pages of content. Each interview was sent tt
the participant in case they wished to revise or
correct any contributions to the research.

To conduct the data analysi | used a qualitative
data analysis software called Atlas.ti. This
software was quite sophisticated and had a stee
learning curve. It allowed me to import the
transcripts and create a coding framework to
analyse the data.

There was a lot of learning ttough trial and

error, and | ended up coding the data initially
using a stakeholder perspective approach, only t
AET A EO xAOT 860 AGAAODI |
emerge in a way that | was satisfied with. | then

10 minutes
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went back through all of the transcripts to re
code them so that responses better aligned with
the research questions, and also by identifying
specific phrases, using ahIVIVCcoding method.

Once | had completed this second pass of codin
then completed a third pass of data analysis to
use a desdptive coding method to name the
themes that each specific phrase referenced.

As you can see, | ended up with a total of 1661
codes, and 1194 of those codes we¥eMIVO
codes (leaving 467 unigue descriptive and
stakeholder perspective codes). | managedsth
large number of codes by categorizing them into
20 Code Groups.

After | had coded the data, | then was able to
leverage Atlas.ti like a database. | was able to
guery my coding system according to each

research question and find emergent themes thg
were coded with high frequencies. These high
level themes are presented to you on page 4 of
infographic.

| will also note that | am external to RRU and
therefore, not intimately connected with the

activities and services. Exploring the full scope o
data and arriving at these themes offered me a
way to really become acquainted with the culture
of Student and Academic Services at RRU.

The themes participants discussed essentially re
created the broad span of all of the elements of
the culture of Student Serwes. It was more than &
1 EOOI A T OAOxEAI I ET CAOG
pg. 4 are relatable to your own experience.
Once the themes were identified, | started to
develop the rest of the infographic. As you can s
| gravitated towards Word Art Circled. had
enjoyed learning about artdbased methods in my
program residency, and | wanted to use some
form of creative expression to help shift my
thinking.

As you can see, each Word Art Circle page
presents select phrases that relate to each them
| extracted these phrases by querying the data
using the coding system | developed.

| created tabs in an Excel spreadsheet for each
theme. Initially, | had approximately 100 phrases
for each theme to use in the creation of the Worc
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Art Circle. Since these was toernke, | then
iterated on my lists of phrases to reduce the
number of phrases by removing duplicating
information and retaining phrases that captured
salient sentiments.

You will notice that some phrases are larger thar
others in the Word Art Circles. This merely
creative expression and does not reflect the
frequency of the phrase.

Then, | created subthemes in Excel for each Wo
Art Circle and went back through to ensure my
color coding was consistent throughout.

On p. 15, you will see all of the subthesrthat
emerged from all of the Word Art Circles.

On p. 16, you will see the four concepts that
emerged after | had categorized all of the
subthemes that emerged. This actually came
together only just recently, and | was delighted tc
see this concept emeeg After being submersed ir
the data for approximately two months, | had not
envisioned that this would be the outcome!

Once | had arrived at this concept, | carried on
with some further analysis, which you will find on
pages 17z 21.

The initial pie chars on pg. 1718 illustrated each
Word Art Circle and reflect the subthemes found
in the Word Art Circle. Pages 19 and 20 help you
step back further and consider how each theme
proportionally speaks to each of the four
concepts.

Finally, on pg. 21, you wiee a pie chart that
reflects all 361 phrases that were included in all
of the Word Art Circle. This model essentially
reflects how RRU Student and Academic Servicg
can proportionally configure their services to
complement the challengbasedlearning
program and prepare for the West Shore campu:

| am curious to know your immediate reactions {(
seeing this proportional model. Would anyone lik
to share their thoughts?

[Invite participants to share initial thoughts on
the model].

4 E A Oidtérestihy. Thank you for sharing your
thoughts.
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Thanks for allowing me to share my research
process with you. Does anyone have any questi
before we move on?

Next, | would like us to move us to the next
activity, where you can discuss the infographi t
a greater extent and will be using the
GroupMap.com technology.

[Proceed to Action

Planning Exercise:

Part Three: What,
So What, Now
What? (W8)].

Part Three: What, So What, Now What? (W)

Duration

Activity:

45 minutes + Sninute wrapup

W3

What, So What, Now What? (%Y

What?

What were your thoughts of the information that was collecte
in the first stage of research? What did you notice? What fact
or observations stood out?

0 The group will be encouraged to brainstorm asany ideas
as possible and identify emerging areas of interest from tf
first-stage themed data that was presented to them.

So What?

Why is it important?

o0 What patterns or conclusions are emerging? What makes
significant?

Now What?

What actionsmake sense?
o Allows the group to brainstorm potential actions

o Allows the group to rate each action as to how it relates tq
the concepts presented in the first stage of research

o Allows the group to decide the most essential ideas

Note.Based on the work dfipmanowicsandMcCandles$2014, pp. 197199).
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Strengths

Helps a group reflect on a shared experience
Fosters positive collaboration and equitable contribution
Progressively practical

Materials:

The infographic: a document thatesents the analgd and themed data from the first
stage of research

Shared GroupMap.com templates with-prepared questions (Fig. 3)

Zoom features, including recording and chat

ng Resul Vot Re t What, So What, Now What? (W3) m
45m 00s ~
‘What? So what? Now what?
Sequence and activity script:
Time
Step Description Script Allotted
1 Instruct participants to For this next exercise, you will have the | 1 min
open the hyperlink to opportunity to shareyour thoughts on
the pre-configured the analyzed and themed results from th
GroupMap (shared in researchinfographic.
Zoom room chat) This activity is titled, W, which stands for
Remind participants O7TEAOh 31 7EAOR .1
that their GroupMap you through this exercise so that you
contributions are know what to expect.
anonymously captured. | Please do not worry about keeping track|
of time for each part of this exercise. Yol
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will receive reminders and prompts
throughout.

The general timeframe of this exercise
has also been provided in the agenda fo
OT AAU6 O 1 AROET c8

2 Orient participants to
the WB GroupMap board
and request that they
take a moment to adjust
their screens so that the
GroupMap,infographic
and Zoom are accessible
to their liking.

Walk them through the
three sections of the W
exercise.

| will facilitate the

timing of the adivity
workflow and will

ensure to let them know
when we are about to
move on to the next step
so that they can take a
moment to add any
additional ideas to the
GroupMap board.

To begin, if you have clicked on the link
that | have placed in the Zoomoom chat,
you will notice that you have a new
GroupMap open up in a new window on
your screen. You may need to take Zoor
off of being full screen, by double clicking
IT OEA 111 OAOAAI
Then, you can resize the different
windows.

Plesse take a moment to arrange your
screens so that GroupMap, the
infographic and Zoom are accessible to
your liking.

If anyone cannot see the GroupMapW
exercise on your screen, please let me
know.

[Pause for the group to confirm].

The first step of this atvity shown on the
left-side of the GroupMap board, and as
move you through an activity workflow,
which you can see at the top of the screg
As we complete this exercise, you will
move from the lefiside of the screen to
the right. GroupMap will alertyou when |
move you from one stage of the workflov
to another with a popup window.

| will provide some instructions along the
way. So please just relax, and have fun
discussing your ideas with your
colleagues!

If we have a lot of discussion, please jus
post your name in the chat and | will call
on your name to help facilitate the
conversation.

The intention is to allow you to post idea|
on the GroupMap board while
simultaneously engaging and listening tc
the discussion.

As it can sometimes be challenging
multi-task, you will be given an alert one

minute before we are ready to move on 1

5 min
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the next step. This will allow everyone to
take a moment to reflect and add any
final thoughts.

Also, in case you think of an idea after w
have moved on to the next sien the
activity workflow, GroupMap allows you
to go back and add that thought, so long
AO xA AOA ET A OAO
workflow.

If you wish to make the GroupMap scree
larger for each workflow stage, you may
click on the vertical ellipsis béde the
OAAQGEIT OEOI A j E8SA
Before we begin, does anyone have any
questions?

Engage participants in W Action Planning Exercise (Fig. 2)

3a.

What?

0 Brainstorm: What
data stood out for
you when you
reviewed the
researchinfographic?
What do you
observe? (Encourage
participants to stick
to their observations)

Post as many ideas as
you wish on the
GroupMap board, and
please discuss with your
colleagues.

" OAAOA |, AO8O AACGEI
During this first part of the exercise, you
fill in the GroupMap on the lefside of

ui 60 OAOAAT h O1 AAO
to brainstorm your initial thoughts,
reactions and observations from the
infographic.

Please use ik opportunity to discuss
your observations with your colleagues.
You will have 10 minutes for this part of
the activity.

All participants are encouraged to add as
many unique ideas as they to the
GroupMap board.

Your contributions are fully anonymous,
andyou will be able to see other ideas a
they are posted to the GroupMap board.
| will send a message out on the chat to
let you know when you have 1 minute le
to brainstorm ideas. This will be your
reminder to take a moment and add as
many ideas to the upmap board.
When we are ready to move to the next
stage, you will receive a prompt on
GroupMap to move to the next part of thi

AAOEOEOUh xEEAE EO

10 min

3b.

So What?

The second part of this activity will use
the middle section of our GroupMap

7 min
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o Brainstorm: Why is
this important? What
conclusions are
emerging for you?

Post as many ideas as

you wish, and please

discuss with your

board. At this stage, you will be asked to
think about the contributions added in
the first part of this exercise (What?).
What stood out to you? Why is this
important?

As you contribute ideas to the GroupMaj
AT180 & OCAO O AE

What are the
potential actions
for Student and
Academic Services?

o Rate (7 minutes):

Please rate each
EAAA ET O
7EAOed Al
other columns can
be bypassed for
this step) to
indicate how they
think it relates to
the research
concepts shown in
the infographic
Suggest that
participants refer
to pg. 16 of the
infographic if
needed

Start by
contextualizing the
guestion first, as
some participants
may need support
to catch up to my
thinking on this.

I might choose one

example, and share
my screen to

Brainstorm:

At this stage, you will be asked to think @
the potential actions Student and
Academic Services could take to
complement the challengbasedlearning
program and prepare for the future West
Shore campus.

What actions make sense?

You will have 10 minutes to brainstorm
ideas in your group and post these ideas
on the GroupMap board.

Rate:

After you have brainstormed your ideas,
you will be asked to rateach of the ideas
collected on the board so far.

Each rating is set up to seek your
thoughts as to how it relates to or
supports the four concepts presented to
you in the research infographic. If you
wish, you may refer to pg. 16 of the
infographic.

You wil be able to rate each idea by
clicking on the idea posted on the board,
A window will pop up and you can move
the slider along to indicate your rating or
a scale of 110.

&1 © AGAI PI AR | Ao
ccAOOOEAOI AO AGPAOE
posted on the GroupMap board. In your
view, how much of an emphasis should |
bl AAAA 11 OEA O)1A

colleagues. COil OPA $11680 EIITA
You will have approximately 7 minutes td
add ideas ontdhe GroupMap board.
When you have -ininute left, | will send a
notice to you in the chat.
3c. Now What? The third part of this activity is located | 20 min
o Brainstorm (10 on the right-hand side of the GroupMap
minutes): board.
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demonstrate, if
needed.

Once everyone has
had a chance to
rate the ideas, |
move them to the
02A0ET C 2
stage in the
workflow and they
can see the
summative score.

o Vote (3 minutes):

Please vote on
what they believe
to be the top most
essential ideas.

Each participant
has 5 votes. They
may vote multiple
times on the same
idea if theywish.

Once everyone has had
a change to cast their
five votes, | move them
01 OEA 02A0
the workflow and they
can see the topmost
essential ideas.

concept as this idea is developed for
students in the challengdasedlearning
program?

When you are done, there is no need to
save; just abse the popup window.

You will have approximately 7 minutes td
complete your rating.

Vote:

After you have rated each idea using the
concepts presented in the research
infographic, you will be prompted vote or
the most essential ideas.

You will have a tothof five votes. This
will identify the most essential ideas that
RRU should pursue.

You will have 3 minutes to reflect and
cast your votes.

4 Check in with

participants

o How was their
experience?

o Checkin to see ifa
Zoom break is
needed

Transition to the Part

Three activity

Transport the top-

essential ideas to the

next GroupMap board

(time permitting)

Now that we have completed the exercis
we will have a moment to reflect on the
exercise, | would love to hear your
thoughts about your egerience!

How did it go for you?

2 min

5 Conclude

Thank you so much for your energy and
for sharing your wonderful ideas today.

The contributions that you made on the
GroupMap canvas, as well as the

5 min
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recorded discussions will further
supplement the data for this research
inquiry.

| plan to transcribe our meeting and sen(
you a transcript of our discussion. You
will have two weeks t@eend me any
revisions so that | capture exactly what it
is that you wish to say.

After that, the anonymized data will be
integrated into the research that | have
conducted thus far. | will continue
writing my thesis, which | hope to share
with you sometine this summer.

| am sincerely grateful for the
opportunity to work with you on this
exciting initiative for Royal Roads
University and the West Shore
community. It has been a great privilege
to engage in this work with you. Thank
you so much.

Before we conlude our meeting, would
anyone like to share any thoughts? Are
there any questions for me?
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Appendix G: Individual Semistructured Interview Email Invitation

Dear RRU Student and Academic Service Leader,

| would like to invite you to be part ofrasearch project that | am conducting. This project is

part of the requirement for my Masterbés Degre
project has been sponsored by Dr. Roberta Mason, Associatékselent, Student and

Academic Services &oyal Roads University, and has been approved by RRU and the RRU
Research Ethics Board. | have been given permission to contact potential RRU Student and
Academic Service leader participants for the purpose of this research.

This invitation is for an indiidual interview, which is the first phase of this research project.

The purpose of my research is to engage with RRU Student and Academic Service leaders to
develop recommendations for an innovative studentred approach for the RRU Student and

Academtc Service model that wil |-basedeanpnge ment RRUGO s
undergraduate curriculum. The ultimate interest is to offer both the undergraduate curriculum

and student service delivery model at the proposed West Shore university campus, hbwever a

this time, this research will focus on how to best welcome the first cohort, who will begin their

studies in September 2022.

Your name was chosen as a prospective participant because you are an RRU Student and
Academic Service Leader.

The attached documeis an information letter which contains further details about the study that
will be conducted and will enable you to make a fully informed decision on whether or not you
wish to participate. Please review this information before responding.

Please beware that you are not required to participate in this research project and, should you
choose to participate, your participation would be entirely voluntary. If you do choose to
participate, your participation would be entirely voluntary. If you do chtmparticipate, you

are also free to withdraw without prejudice from this inquiry at any time. Full details of how this
would work is in the attached Information Letter.

If you do not wish to participate, simply do not reply to this request. Your deotisiunt
participate will held in confidence. Dr. Roberta Mason will not know who has participated, who
has not participated, and who has withdrawn.

Please feel free to contact me at any time should you have additional questions regarding the
project and itoutcomes.

If you would like to participate in my research project, please contact me at:

Name:Laurie Barnas
Email: [email address]
Telephone[telephone number]

Sincerely,

Laurie Barnas
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Appendix H: Research Information Letter

Dear RRU Student and Acaden$ervice Leader,

My name is Laurie Barnas, and this research
degree in Leadership, at Royal Roads University. My credentials with Royal Roads University
can be established by contacting Dr. Catherimea&ski, Director, School of Leadership

Studies: [email address] or [telephone number].

Purpose of the study and sponsoring organization

The purpose of my research is to engage with RRU Student and Academic Service leaders to
develop recommendations for enmovative studententred approach for the RRU Student and
Academic Service model that wi-dadedearnimyp| e ment
undergraduate curriculum. The ultimate interest is to offer both thehaengebasedearning
undergraduatewriculum and student service delivery model at the proposed West Shore
university campus, however at this time, this research will focus on how to best welcome the first
cohort, who will begin their studies in September 2022.

Your participation and how information will be collected

This first phase of this research will consist of a-one@ne semistructured interview that is
estimated to last one hour. This interview will be scheduled at your convenience, which we can
confirm by email at least orveeek in advance. Confirmation of our scheduled time will be
provided. The semstructured interview will occur using the virtual platform, Zoom and will be
recorded to assist with data transcription using a transcription software called Ottr.com. The
antidpated questions include:

Interview Questions

1. What are the stories staff and others tell about successes and innovations ia student
centred services they have experienced with Student and Academic Services at RRU?

2. What is particularly innovative about this challedggsedearningprogram?

3. What is the relationship between the competencies of the chalbaisgdearning
program and the potential designaofesponsivetudent services approach for RRU?

4. How might Stalent and Academic Services best be designed to support a challenge
basedearningprogram? What activities need to be considered to be innovative and
successful?

5. How might RRU create and pilot innovative student services specifically for the
challengebasel learningprogram, and prepare for the future West Shore campus?

The second phase of this research will consist of a virtual collaborative action planning meeting
with other participants, who are recommended by participants of the first stage of reSiestrch.
stage participants are welcome to contribute in the action planning meeting. The action planning
meeting is estimated to take 2 hours. While fatsige participants may recommend several
secondstage participants, secosthge participant contribons will not remain anonymous, as

there is a possibility that some fiustiage participants will attend the actplanning meeting.
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Please note that | will endeavor to mitigate any peswar, or supervisar employee
relationships at the Action Planniieeting, and will follow up with participants directly as
appropriate. Each phase of research will require a separate consent form.

Information collected in the first phase of research will be anonymously presented to the
participant group in the secontligse of research. This second phase meeting is the first meeting
to disseminate the initial data analysis and key themes of my findings and allow participants to
plan action and prioritize the recommendations arising from this research. Participantowill a
contribute to an action planning activity that will allow them to map out how to implement the
groupselected essential recommendations.

Benefits and risks to participants

| believe that the benefits of your participation outweigh the risks. This inquiry is minskal
research, meaning that this should not create any more challenge to participants than they would
experience in their normal workday. The benefits for allipgants, including myself as the
researcher, are both professional and social. Should this project be successful, RRU will receive
a number of recommendations that will inform the development of a stoeletned approach to
compl ement RR Uéasederaenmguondergraduate mugriculum. RRU may also

benefit from the design of an exemplary model for future curriculum developments. RRU
participants will also have the opportunity to learn a new method of collaborating with each
other and build relans as they connect with each other, while they think ahead. More broadly,
the results of this study may be of interest to other-pesbndary institutions, as well as the

Ministry of Advanced Education as they consider how Student and Academic Semaices
compliment the challengeasedearningprogram, and further, what might be possible for the

West Shore campus. Further, | will benefit from the experience, and this research will contribute
to the eventual completion of a Thesis, which will supporgmaguation from the Master of
Leadership program at Royal Roads University.

The risks of your participation are personal in nature. The interview questions are designed to
elicit your honest perspectives. Although unintentional, there is a potentithithatquiry may

illicit responses that reflect on challenging experiences. Please be aware that the Employee and
Family Assistance Program is available to you should you require any support. This program can
be reached by contacting the RRU EFAP provideftelephone number].

Real or perceived conflict of interest

Upon completion of this research, | will be completing the final degree requirements to obtain
the Master of Leadership through Royal Roads University. | disclose this information here so
thatyou can made a fully informed decision on whether or not you choose to participate in this
study.

Confidentiality, security of data, and the retention period

| am committed to protecting your privacy throughout this study. All information | collect will be
maintained in confidence with hard copies (e.g., consent forms) stored in a folder in my home
office, where no other members in my household can access. Electronic data (such as recorded
interview sessions, transcribed interviews etc.) will be storedpassword protected hard drive.
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Upon completion, the analyzed findings with representative quotes will be presented in an
anonymous format for the planning meeting, and where appropriate, summarized and reported
anonymously in a final report. At no timeli\domments be presented with participant identifiers
unless specific agreement has been obtained beforehand. All research documentation will be kept
strictly confidential and will be destroyedykar after my graduation in November 2022.

Sharing Results

In addition to submitting my Thesis to Royal Roads University in partial fulfillment for the

Master of Leadership, | will also be sharing the results of my research with you and may
potentially produce the data analysis and key themes of my findings, atsaferipresentations

for internal stakeholders at Royal Roads University, as well as potentially at conferences or other
professional gatherings. Further, after the completion of my Thesis, | may seek to publish
professional or scholarly journal articleased on this inquiry. The final research product will
include recommendations that support RRU to develop an organizational strategy for student
centred approaches to enhance the student service model.

Procedure for withdrawing from the study

You are freg¢o withdraw without prejudice from this inquiry at any time. Should you withdraw
after participating, you may also withdraw your data from the study. You will be presented with
a transcript of your interview and you will then have 2 weeks to send meanweth updates

or modifications to this transcript. Or, should you decide you wish to withdraw, you may have up
to the end of the second week after you have received the transcript to advise of any updates or
withdraw the data entirely. After this timihe data would become part of the anonymous data

set for this inquiry.

You are not required to participate in this research project. By completing and submitting the
consent form for each phase of the research project (phase one and phase two), yeuhatlicat

you have read and understand the information above and give your free and informed consent to
participate in this project.

Please keep a copy of this information letter for your records.

Please feel free to contact me at any time should you hauteadtiquestions regarding the
project and its outcomes.

Name:Laurie Barnas
Email: [email address]
Telephone[telephone number]

Sincerely,

Laurie Barnas
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Appendix I: Individual Semistructured Interview Research Consent Form

By signing this form, yoagree that you are over the age of 19 and have read the research
information letter for this study. Your signature states that you are giving your voluntary and
informed consent to participate in this project and have data that will be used in thepfangl re

and any other knowledge outputs (articles, conference presentations, newsletters, etc.) that this
research contributes to. This sestiuctured interview will be recorded using Zoom, and the
interview will be transcribed using a transcription softwaaked Ottr.com. Please note that
Ottr.com stores data in the United States using Amazon Web Services.

| consent to quotations and excerpts expressed by me through th&trsemtoired
interviews to be included in this study, provided thatidentity is not disclosed.

Name: (Please Print):

Signed:

Date:
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Appendix J: Interview Preamble and Questions

Interview Preamble

Thank you for agreeing to participate in this interview today, it is so much appreciated. Thank
you for reviewing the Research Information letter, and for filling out the Consent Form prior to
participatirg in this research.

Again, my name is Laurie Barnas and this research project is titled Stheetned Services:
Designing a Mod e l-based earniRgdndérgrad@ate #rodraenrargl gour
contributions will inform the shoierm and longerm reommendations to enhance Student and
Academic Services so that they complement this new program. Also, as a reminder, this research
satisfies a requirement for my Master of Leadership degree at Royal Roads University and it is
my great privilege to be praded with this opportunity as it is near and dear to my heart.

On that note, | would like to take a moment before we begin to acknowledge the Kosapsum
(Esquimalt) and Lekwungen (Songhees) families, who continue to share their knowledge about
the history ofthe lands and their cultural practices with Royal Roads University.

Before we get started with our interview today, there are a few items | wish to review with you
which will take just a few moments of our time together.

You have been selected to parti¢goan this research given your professional role at RRU and

the expertise that you provide. Your name was recommended by the Project Sponsor, Associate
Vice-President, Student and Academic Services, Dr. Roberta Mason, but as mentioned in the
Research Infanation Letter, your participation is completely optional and she will not be

informed if you choose to participate in the research, decline participation, or withdraw from this
research. You will receive a trikerviewgandyta of th
will then have two weeks to send me an updated or corrected version that better reflects what

you would like to say. After that point, your data will become part of the anonymous data set of

this inquiry.

Also, it is important to let yoknow that this study has received the approval from both RRU
and the RRU Research Ethics Board. | commit to conducting my research in a way that is
aligned with the three T*Council principles. Any information you provide during this interview
will be canfidential and anonymously presented and will be destroyed at the conclusion of this
research project. At no time will any specific comments be attributed to any individual.
Information that you provide will be transcribed and personal identifiers witineved.

On that note, | would like to seek your permission that | may record this interview, using Zoom
functionality. Recording this interview will allow for accurate transcription of our interview. Do
| have your permission to record this interview?

[Pause, seek confirmation of permission].

Thank you.
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Thank you again for your time, | recognize that these are exceptionally busy times and we are in
the midst of a pandemic. | estimate that this interview will take approximateljaureof your
time andl am committed to respecting your time.

Before we get started, do you have any questions for me?

Interview Questions

1.

| am sure that innovative and studeentred activities are already occurring at Royal
Roads University. Would you share with me a stdogud a time you were really proud
of being part of Student and Academic Services, a time when you felt students received
innovative service. What was the activity, and what happened?
0 Which practices have been most successful?
Could you tell me aboutservice area that modified their approach to
specifically meet a student need? Why was this successful?
o Which practices have experienced challenges or limitations?
How did you find out about these challenges or limitations?
What was the impact?
How did youwork around the challenge or limitation you found?

What do you know about this new challeriggssedearningprogram?
o What is particularly innovative about this challefzpsedearningprogram?
o0 What might some of the anticipated student needs be (for this challasgd
learningprogram)?
o What are the competencies for the challebgsedearningprogram?

What are the core values of RRU/Student and Academic Services staff?
o Can you share a stoof when a staff member took action aligned with these
values?

What might be the relationship between the competencies of the chabasggearning
program, and the potential designaofesponsivetudent services approach for RRU?
o0 What relationshipsr connections do you see as bringing these into alignment?

How might Student and Academic Services best be designed to complement a challenge
basedearningprogram?
o How do you view Student and Academic Services as complimenting this
challengebasedearningprogram?
o0 What does innovative student service mean to you?

What current practices would you like to bring forward? Which current practices would
you rather leaveéehind (in the past)?
o How might the RRU challengeasedearningprogram staff work with Student
and Academic Services staff differently?
o What innovative practices have you heard about, experienced or seen at other
institutions that fascinated you?
What was innovative about this for you?
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What made it possible?

If RRU were to design student services to compliment the chalesggrdearning

341

program, what activities would need to be included to be innovative and successful?

How do we make it happen?

What is involved?

How might they be complimentary?

What makes this innovative?

What makes them successful?

Whose help is needed?

Are any of the activities simultaneously occurring?

What do you know about the proposed West Shore campus?

o What do youbelieve to be unique student needs for this (West Shore) campus

location?

0 What does this mean for the Student and Academic Services delivered there?

What are your thoughts on how RRU might proceed with creating a pilot for innovative

student services fdahe future West Shore campus?

What activities need to be included to be innovative and successful?

How do we make it happen?

What is involved?

How might they be complimentary?

What makes this innovative?

What makes them successful?

Whose help isieeded?

Are any of the activities simultaneously occurring?

Prompting Questions

apr wnN e

Thatdés really interesting. Tel/l me
Why do you feel that way?

What makes that important to you?

How did that affect you?

What do you think was really making it work?

mor e.
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Appendix K: Action Planning Meeting Email Invitation

Dear RRU Student and Academic Service Leader,
| hope this email finds you well!

My name is Laurie Barnas, and | am reaching out as | would like to invite you to be part of a

research projectthatlamonducting. This project is part of
degree in Leadership, at Royal Roads University. This project has been sponsored by Dr.

Roberta Mason, Associate Vigzesident, Student and Academic Services at Royal Roads

University, am approval from both RRU and the RRU Research Ethics Board. | have been given
permission to contact potential RRU Student and Academic Service leader participants for the
purpose of this research.

This invitation is for virtual collaborative actigrlanning meeting, which is the second phase of
this research project.

The purpose of my research is to engage with RRU Student and Academic Service leaders to
develop recommendations for an innovative studentred approach for the RRU Student and

Academm ¢ Service delivery model t heéasededrning compl e
program, Common Foundations. The ultimate interest is to offer both the undergraduate

curriculum and student service delivery model at the proposed West Shore universitg,camp

however at this time, this research will focus on how to best welcome the first cohort, who will

begin their studies in September 2022.

Your name was chosen as a prospective participant because you are an RRU Student and
Academic Service Leader and amber from the first stage of the research indicated interest in
your experience and perspectives as suitable for this inquiry.

This first phase of my research project consisted of ooymme sems t r uct ur ed i nterv
were approximately one hour iength. The interviews were transcribed, and the data was

analyzed and themed, to produce the attached infographic that will be used to support the

discussion in the actieplanning meeting.

The second phase of my research will consist of a virtualbayldive action planning meeting
with other participants who volunteer to contribute and are estimated to last 75 minutes. The
second phase of this research will allow participants to plan action and inform the
recommendations arising from this research.

The attached document is a research information letter which contains further details about the
study and will enable you to make a fully informed decision on whether or not you wish to
participate. Please review this information before responding.

If you do not wish to participate, simply do not reply to this request. Your decision to not
participate will held in confidence. Dr. Roberta Mason will not know who has participated, who
has not participated, and who has withdrawn.

Please feel free to contact meany time should you have additional questions regarding the
project and its outcomes.
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If you would like to participate in my research project, please contact me at:

Name:Laurie Barnas
Email: [email address]
Telephone[telephone number]

Sincerely,

Laurie Barnas
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Appendix L: Action Planning Meeting Email

Welcome, introductions and meeting orientation (10 minutes)

Thank you for agreeing to participate in this action planning meeting today, it is so much
appreciated. | hope that we will have a bit of fugetther day.

My name is Laurie Barnas, and this research project is titled StGaerited Services:
Designing a Mod e l-basedearniigitdgramn, C&rman Fouadatiprs, and

your contributions will inform the sheterm and longerm recommendmns to enhance RRU
Student and Academic Services so that they complement this new program. Also, as a reminder,
this research satisfies a requirement for my Master of Leadership degree at Royal Roads
University, and it is my great privilege to be prowdsith this opportunity as it is near and dear

to my heart.

On that note, | would like to take a moment before we begin to acknowledge the Kosapsum
(Esquimalt) and Lekwungen (Songhees) families, who continue to share their knowledge, the
history of thesednds and their cultural practices with Royal Roads to this day.

Before we get started, | wondered if we could take a moment to do a round of introductions so
that we can get to know each other. If you could turn on your microphone and video to say your
name, and perhaps where you are calling in from, that would be most appreciated.

<Round of introductions>

Thank you. | am so grateful that we have this time together today. You may wish to take a
moment to ensure that any distractions are put away, so tlaaeveble to offer each other our
dedicated attention.

You have been selected to participate in this research given your professional role at RRU and
the expertise that you are able to provide.

There are a few details about this research project thiahlto review with you that will take
just a few moments.

Your participation is completely optional, and whether you choose not to contribute or to
withdraw from this research will be kept confidential. As the researcher, | will maintain your
confidentialty, but I cannot promise this on behalf of other participants. However, | will request
that all participants respect the confidential nature of this study and not share identifying
information on this call with others who are not present. If you aretbéag, you have given

your consent to adhere to this request.

| will also mention that you can withdraw at any time, even later in this action planning meeting
today, if you decide that you no longer wish to contribute to this research process. Iyoili let
know that the contributions on the GroupMap board are posted anonymously, so it will not be
possible for me to withdraw any contributions you make on the GroupMap collaboration board.
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The RRU Research Ethic Review board has approved this researatt anojé commit to
conducting my research in a way that is aligned with the thre€duncil principles. Any
information you provide during this action planning meeting will be anonymously presented.

On that note, | would like to confirm your agreemerait thmay record this action planning

meeting, using Zoom functionality. Recording this workshop will allow for an accurate

transcription of our time together. If | decide to include anonymous comments in my research, |

will follow up with you directly to eceive your explicit consent. Do | have your permission to
record this interview? Please open your micro

[Pause, seek confirmation of permission. Turn Zoom recording functionality onl].
Thank you!

Wonderful. | hope this activity provides an opportunity to have some intentional dialogue on
how Student and Academic Services at Royal Roads can complement the cHzdlesde
learningprogram, and also reflect on the outcome of the first stage of resegather. | hope

that the activity | have planned for today, as well as the opportunity to use a new collaborative
technology are both productive, and enjoyable.
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Appendix M: Action Planning Meeting Research Consent Form

By signing this form, you agrebdt you are over the age of 19 and have read the research
information letter for this study. Your signature states that you are giving your voluntary and
informed consent to participate in this project and have data that will be used in the final report
ard any other knowledge outputs (articles, conference presentations, newsletters, etc.) that this
research contributes to.

This Action Planning Meeting will be recorded using Zoom and will be transcribed using a
transcription software calledtterai. The Adion Planning activities will utilize a software titled,
GroupMap (groupmap.com). Bo@tterai and Groupmap.com store data in the United States
using Amazon Web Services. Groupmap.com will require your email address in order for you to
access the softwagrbut contributions to the Groupmap.com activity will remain anonymous to
other participants and the researcher as | have configured the settings to allow anonymous
contributions. Following the workshop, you may-emroll from Groupmap.com, if you so

choo=.

| consent to quotations and excerpts expressed by me through the Action Planning
Meeting to be included in this study, provided that my identity is not disclosed.

I commit to respect the confidential nature of the Action Planning Meeting by not
sharing identifying information about the other participants.

Name: (Please Print):

Signed:

Date:
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Appendix N: Action Planning Meeting Agenda

Dear RRU Student and Academic Service Leader,

Thank you for agreeing to partizte in the Studer@entred Services: Designing a Model for
RRUO® s C Haskd earningferogram research project. | sincerely look forward to meeting
you!

In preparation for the Action Planning meeting, | wish to share the agenda and some materials
with you. The intention is to help orient you to how we will spend our time together and provide
you with some materials to prepare. You are encouraged to review these materials in advance of
the Action Planning meeting.

It is anticipated that the meeting wilé approximately 75 minutes.
The agenda for the meeting is as follows:

1. Welcome, introductions and meeting orientation (5 minutes)
2. Part One: Establish group shared purpose (7 minutes)
To prepare, you may wish to reflect on the following question:

Would you be able to share a story about a time you were really proud of
being part of Student and Academic Services, a time when you felt students
received innovative service. What was the activity, and what happened?

If you wish, come prepared with anaigre you wish to share.
3. Part Two: Research process overview (10 minutes)
4. Part Three: What, So What, Now What? (45 minutes)
5. Meeting conclusion (5 minutes)
The materials for the Action Planning meeting are as follows:

1. Firststage data analysimfographic)

2. Participants are encouraged to have access to multiple computer screens as multiple
technologies will be used (Zoom, GroupMagfpgraphic)

Thank you again for you interest in this research project! | look forwarding to connecting with
you on March 8th, 2021 from 10:00 a.inl11:15 a.m.

The Zoom meeting link will be sent to you upon receipt of the Research Consent form.

Thank you



there was a
bullying situation
that was handled

very well by
Student Services,

where they met
with all parties
and brought
students together
to talk out the
situation.
Although there
remained tensions
between some of
students, the
critical situation
was effectively,
professionally,
and sensitively
diffused

Ongoing career
management
services

STUDENT-CENTRED SUPPORT SERVICES

Appendix O: Action-Planning Meeting Results for Share a Story
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Appendix P: Action-Planning Meeting Results from the What? So What? Now What?

Activity
where are the resp on faculty, ches - who are not afraid to imagine, envision, and take N % o
this stands out in the academic questions? or was this not action to achieve their best world Indigenous bridging

in the scope?

component &1

—| 5700 @

- 140

- 140
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24
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- 140
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where are the responses on faculty, instructors, coaches -
this stands out in the academic questions? or was this not
in the scope?

- /40

meaningful learning, authentic engagement

honouring

Employer involvement

Amazing learning opportunity. Evolution of education

- /40

Industry engagement?
- /40

focus on well-being and resilience; building personal
resources for thriving

- /40

genuine commitment to students' learning and well-being,
and collaboration across university to do this

= /40

Moving beyond the classroom

Missing an evaluation of resources?

transition, for sure.

importance of supporting transitions

peer connections
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students who are not afraid to imagine, envision, and take
action to achieve their best world

- /40

empathetic and intellectually curious youth

- /40

I fear it's a business class model on a economy class
budget. Comes at a cost to the service providers when no
additional resources are available 1

- /40

engaged and educated youth

- /40

agree with empowerment. ++civic engagement ++Activism

- /40

honours the purpose of "university": building better
citizens w1

- /40

builds essential skills

- /40

what support needs to be specifically offered when

- /40

empowered youth - /40

student success - /40
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Now what?
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Appendix Q: Revised Pilot Ideas Concept Circle Metric

Post-action planning meeting
Word-Art-Circle Concept View: Pilot Ideas

WHO-WHAT-HOW (PILOT IDEAS) THEME

m Active Learning m Conceptual Communities

m Individual Congruence m Collective Advancement

This Concept Circle was created by combining the following four
Word Art Circles

Engaged Communities = Who should be involved?

Pilot Ideas = What activities make sense?

Design Considerations = How should we work togetner?
Building for Change = How do we find leverage?

N =

357
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Appendix R: Top-Voted Ideas Concept Circle Metrics

Action Planning meeting
Top-voted ideas - Concept Circle Metric

Idea #1

INDIGENOUS BRIDGING PROGRAM

® Individual Congruence B Active Learning

M Collective Advancement W Conceptual Communities

For this idea, seven (n=7) participants rated the idea, and the average
concept scores were as follows:

Individual Congruence =8.71

Active Learning =8.8

Collective Advancement =9.86

Conceptual Communities =9.86

*

*

358
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Action Planning meeting
Top-voted ideas - Concept Circle Metric
continued

|dea #2

MAKE TIME TO BUILD SKILLS ON "HOW TO STUDENT"

m Individual Congruence W Active Learning

M Collective Advancement W Conceptual Communities

For this idea, five (n=5) participants rated the idea, and the average concept
scores were as follows:
Individual Congruence =8.8
Active Learning =9.2
Collective Advancement =7.25
Conceptual Communities =7.25

*

*
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Action Planning meeting
Top-voted ideas - Concept Circle Metric
continued

Idea #3

ENSURE ADMITS HAVE THE "GROWTH MINDSET"

B Individual Congruence M Active Learning

m Collective Advancement m Conceptual Communities

For this idea, five (n=5) participants rated the idea, and the average concept
scores were as follows:

Individual Congruence =10

Active Learning =9.5

Collective Advancement =9

Conceptual Communities =8.5

*

*
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Action Planning meeting
Top-voted ideas - Concept Circle Metric
continued

|dea #4

BLUE SKY: WALK WITH THE STUDENTS THROUGH
THEIR JOURNEY, MENTORING & GUIDING

M Individual Congruence M Active Learning

m Collective Advancement m Conceptual Communities

For this idea, five (n=5) participants rated the idea, and the average concept
scores were as follows:

Individual Congruence =9

Active Learning =9.25

Collective Advancement =9

Conceptual Communities =9

*

*
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