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DEC IS ION

( 1 ) I ntroduction

Before me a re two (2) g rievances (G rievo rs - Janet Strick land and Nast ia

Touh lova) dated August 1 8 , 20 1 1 .

Both Grievo rs are emp loyed as Student Success Specia l i sts in the Schoo l

of Bus iness at Algonqu in Co l lege .

As a resu l t of g rievance meet i ngs between the parties the P . D . F . was

rev ised by the Co l lege (J une 20 1 2) , a lthough not ag reed to by the Grievors . The

Col lege has core-po in t rated the pos it io n at 50 1 po ints , Payband "G" . The Un ion

has core-po i n t rated the pos it ion at 558 po ints , Payband "H" .

The g rievance was referred to arb itrat io n and an a rb itration heari ng was

i n it i a l ly sched u led for March 7 , 20 1 3 ; however , the a rb itrator was i l l a nd unab le to

trave l to Ottawa . The arb it ration hear i ng was he ld on May 3 , 20 1 3 . I reco rd my

g ratitude to both parties fo r the briefs subm itted i n advance of the hea ring , a nd

for the i r ab le p resentations at the heari ng i n Ottawa .



(2) A Brief Overv iew of the Pos it ion

The Student Success Specia l i st works with bus i ness students wi th a

mandate to faci l i tate the i r academic success in the Bus i ness p rog ram at

Algonqu in Col lege . There are app rox imate ly th ree thousand (3 , 000) students i n

th is prog ram .

The i ncumbent must possess a deta i led understand i ng of (a) the p rog rams

offered at the Co l lege ; (b) how cou rse and prog ram changes a re effected ; (c)

ea rly warn ing s igns of a student 's fa i l i ng perfo rmance ; and (d) retent ion

i n i t iat ives . The incumbent works with students , facu l ty , Departmenta l Cha i rs ,

P rog ram Coord inators , a nd Deans to determine the best cou rse of act ion for

students .

The i ncumbent rev iews and develops "at r isk" measu rement techn iq ues ;

p la ns and imp lements retent ion i n it iat ives ; and comp i les statist ica l reports on

student success . Retent ion in i t iatives are des igned to ass ist students who are at

risk of fa i l i ng or d ropp ing out . Retention in i t iatives orig i n ate from the Student

Success Comm ittee , wh ich i nc l udes Facu lty , Management and Support Staff

from severa l a reas of the Col lege . Retent ion i n it iat ives inc l ude "b lackboa rd

t ra i n ing" (before classes beg in) ; mento ri ng ; and in class p resentations to a l l

i ncomi ng Bus i ness students in the fi rst two (2) weeks of c lasses . Th is represents

about twenty percent (20%) of the in cumbent's time .
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The primary funct ion (s ixty to seventy percent (60%-70%)) is gu id ing and

ass ist ing students . Th is in c ludes (a) mon itoring and track ing student success

th rough a va riety of formal and info rma l means ; (b) meeting , tu tori ng and

mentoring students ind ivid ua l ly or in g roups ; (c) commun icati ng with "at risk"

students as se lf- identified or ident ified by Facu lty ; and (d) adv is i ng p rospect ive ,

cu rrent , or former students at the Student Success Office on such issues as

adm iss ion requ i rements , records , cou rse changes , and p rog ram requ i rements .

The other pa rt of the Student Success Specia l i st pos it io n is I nfo rmat ion

Management (approximate ly twenty percent (20%)) . Th is i nc l udes the K. P . I .

s u rvey to Bus iness students ; u pdat i ng the Dean and Facu lty on Student Success

i n it i at ives ; adv is i ng on student retention techn iq ues , and re lated wo rk .



(3) Job Factors A.q reed

The part ies a re ag reed on the fo l lowing job factors :

Regu lar Occas iona l
Job Facto r Leve l Po ints Leve l Po ints

1 A . Ed ucat ion 4 48

l B . Ed ucat ion 1 3

2 . Experience 4 54

4 . P lann ing/Coord i nat i ng 2 32 3 7

* 6 . I ndependence of Act ion 3 78 4 9

* Th is factor was in d ispute in the b riefs I rece ived i n advance , but
was agreed to by the parties at the a rb it rat ion hea ring on May 3 ,
20 1 3 .

8 . Commun icat ion 3 78

9 . Phys ica l Effort - Reg u la r 1 5

1 0 . Aud io/Visua l Effort 2 20

1 1 . Worki ng Envi ronment 1 7

4

2

9

9
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(4) Job Factors i n D ispute

3 . Ana lys is and Prob lem Solvinq

Th is factor measu res the leve l of complex i ty i nvo lved i n ana lyz i ng

s ituat ions , i nformation or prob lems of varyi ng leve ls of d ifficu l ty ; a nd in

develop ing options , so lu t ions or other act ions .

The Col lege has rated th is factor at Leve l 3 : "S ituations and p rob lems a re

ident if iab le , b ut may requ i re fu rthe r inqu i ry in orde r to define them

prec ise ly . So lu t ions requ i re the ana lys is and co l lect io n of i nfo rmation ,

some of wh ich may be obta i ned from a reas or resou rces wh ich are not

norma l ly u sed by the pos i t io n . "

The Un ion has rated th is factor at Leve l 4 : "S ituat ions and prob lems are

not read i ly identifiab le and often requ i re furthe r i nvest ig ation and research .

So lutions requ i re the i nte rpretat io n and ana lys is of a range of i nformat ion

acco rd ing to estab l is hed techn iq ues and/or p rin c i p les . "

I have reviewed the examp les prov ided i n the P . D . F . (acknowledg i ng that

the P . D . F . is in d ispute) , I have a lso rev iewed the add it iona l examp les

provided ( in red i n k) i n the U n ion brief. I am sat isfied that a l l examples ,

both Col lege and Un ion , fa l l comfortably with i n a Leve l 3 rat ing . The



prob lems a re read i ly ident ifiab le , the i ncumbent must be a le rt to recogn ize

when add it iona l i nformation is requ i red ; he/she may have to obta i n such

i nfo rmat io n from unconvent iona l sou rces . Th is is a l l embraced wi th in

Level 3 . None of the examp les , i n e i the r the Co l lege or Un ion P . D . F . , or i n

the Grievors ' test imony , to my m i nd estab l ish a regu lar and recu rring , or

even an occas iona l , requ i rement to interpret and ana lyze informat ion

us ing estab l is hed techn iques and/or princ ip les .

Page 1 4 of the Manua l (u nde r Notes to Raters) p rovides a descript ion of

Leve l 3 Ana lys is and Prob lem Solv i ng wh ich I f i nd , on the ev idence of the

Grievors , corresponds ve ry c lose ly to what they actua l ly do .

For example , I asked what the most comp lex p rob lem encounte red was?

The answer was : "Students with menta l hea lth issues ; I have to l isten to

them and refer them app ropr iate ly . I g ive them a h ug to show them we

ca re . I wou ld even accompany them to the doctor's office . " Th is specif ic

example is an ident ifia b le prob lem that requ i res tact , empathy and fo l low

up . I t does not requ i re " inte rpretat ion and ana lys is of a range of

i nformat ion" nor reso lution by the Student Success Spec ia l i st with

"estab l ished techn iq ues and/or p ri n cip les" .

3 . Ana lys is and P rob lem Solv i ng Leve l 3 78 Poi nts



5 . Gu id in .q/Advis in# Others

Th is facto r add resses ass ig ned respons ib i l i ty to gu ide or adv ise othe rs

with i n the pos it ion 's expe rt ise .

The Col lege has rated th is factor Leve l 3 : "Advise others to enab le them

to perform the i r day-to-day act ivit ies . "

The U n ion proposes Level 4 : "Gu ide/adv ise othe rs with ongo i ng

invo lvement in the i r p rog ress . "

"Adv ise" means to recommend or prov ide knowledgeab le d i rection .

Even from the pos it ion descri pt io n ("Student Success Spec ia l i st") it i s

obv ious that the pos i t ion enta i ls work ing c lose ly with students and facu l ty .

That i nvo lvement is d i rected to one end - he l p i ng students to succeed i n

the i r Bus iness p rog ram . The incumbent provides knowledgeab le d i rect ion

to th is end . As I read the Manua l , a nd the Notes to Raters ( page 1 8) the

key d ist inct ion between Leve ls 3 and 4 is th is : I s the g u idance/adv ice

p rovided by the i n cumbent spo rad ic , "one-off' adv ice (Leve l 3) or is there a

cont i n u i ng , ongo ing invo lvement with the student to ensu re success

th roughout the student's academ ic prog ram?
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The Grievors' ev idence on th is was very clea r : the i r i nvo lvement with the

academ ic ca reer of a student who may be at risk does not end with the

fi rst meeti ng with the student . Rathe r, they fo l low-up wi th the student

th roughout h is/her career at A lgonqu i n Col lege to g raduation (and

sometimes even beyond ) .

True , the Grievors cannot requ i re any student to fo l low, or even to

i n corporate , the adv ice p rovided . But they fo l low-up i n an ongo i ng manner

with (a) the student and (b) whatever othe r Co l lege fac i l i ty o r se rv ice may

be i nvo lved (e . g . Hea lth Services , Reg ist ra r's Office , etc . ) . Ms . St rick la nd

testified that "most of the t ime" she is invo lved wi th her "at r is k" students

rig ht th rough to that student's g rad uat io n , and th is evidence was not

contrad icted by Ms . L isa Tay lo r , Cha i r , F i n anc ia l , Office and Lega l

Stud ies , the Superv isor who test ified fo r the Co l lege . She test if ied : " I n

some cases , the Student Success Specia l i st w i l l be invo lved th roughout

the student's t ime at the Co l lege" . She exp la ined that the Student

Success Specia l i st wi l l be i nvo lved wi th "probab ly less than ha lf the

students i n the prog ram" , b ut w ith those students the invo lvement can be

"frequent" .
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On the evidence befo re me, the Gr ievors have an "ongo i ng i nvo lvement"

i n the student's prog ress . Therefore , I conc l uded that Gu id ing/Adv is i ng

Others shou ld be rated at Level 4 .

5 . Gu id i ng/Adv is i ng Others Level 4 4 1 Po ints

7 . Service Del ivery

Th is facto r cons iders the se rv ice re lat io nsh ip that is an ass ig ned

respons ib i l ity of the pos it io n . I n th is case , the recip ie nts of service a re

p r ima ri ly students .

I s the p rimary focus to "p rov ide service acco rd ing to spec i f ications by

se lecting the best method of de l ive ri ng serv ice" (the Co l lege) or to "ta i lor

service based on deve lop i ng a fu l l u nderstand i ng of the customer's needs"

(the U n ion ) ?

The Co l lege rat ing is Regu lar Leve l 2 ; Occas io na l Leve l 3 .

The Un ion rat i ng is Regu la r Leve l 3 ; Occas iona l Leve l 3 . Th is was the

rati ng provided i n the P . D . F . I n fact , the Un ion meant a Regu la r rat i ng at

Leve l 3 and no Occas iona l rating and proceeded at the hea ri ng on that

bas is .



The Notes to Raters (Manua l page 22) defi nes Level 3 service as "ta i lori ng

service" ; mean i ng that the pos it ion ho lder must "ask quest ions to develop

an understand ing of the custome r's s ituation" . Th is po i nt was stressed

ove r and over i n the i r ora l ev idence by both G r ievors ; the service they

provided must be "custom ized . . . to su it the custome r's pa rticu la r

c i rcumstances" . The evidence of Ms . Tay lo r , in my j udgement , confi rmed

the va l id ity of th is assessment . Th is suggests Leve l 3 .

I t i s in terest ing that the Col lege acknowledged Leve l 3 , b ut g ives it on ly an

"Occas iona l " rat i ng . But the evidence of the Grievors was that ta i lo r i ng

advice to the spec ific customer's needs was not an "occas iona l " but a

regu lar and recu rrent ( in fact , "constant") aspect of the pos it ion .

F i na l ly , I note that Algonq u in has tried to make the Student Success

Spec ia l ist a "one stop shopp ing area" for student prob lems . And , based

on the Grievors ' ev idence , th is has been successfu l . Ms . St r ick la nd

test if ied : "N inety percent of student p rob lems wi l l be serviced by us ; i n

on ly ten percent of cases wi l l the student have to see someone e lse" . Th is

is so , I conc l uded , because the pos it ion must get to the bottom of what the

student's p rob lem rea l ly is (e . g . academ ic , persona l , med ica l , fin ancia l ,

etc . ) and then must mod ify or adapt the adv ice g iven to ensu re reso lu t io n

of that prob lem .
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7 . Serv ice Del ivery Leve l 3 5 1 Po ints

(5) Conc l us ion

The g rievances are a l lowed .

From the ev idence put before me , ! have conc luded that the Student

Success Spec ia l ist pos i t ion shou ld be eva luated at Payband "H " , 529 po ints .

I have attached a comp leted Arb it rat io n Data Sheet .

I remai n se ized to dea l with any issue wh ich may arise i n the

imp lementat ion of th is Decis ion .

Dated at the C ity of St . Thomas th is ( y f(day of 0L ,4 L( , 20 1 3 .

// P rofesSo r l a n A. H unter

_ b i t rato r



Arb itration Data Sheet - Support Staff C lass ification

Co l lege :

Current Payba nd : F

1 .

Superv isors: L i sa Taylor & Pete r Fo rtu ra

Steward : Ch r ist i ne Ke lsey

54 4 54 4 54

1 A . Educa tion 4

l B . Ed ucat ion 1

2 . Experience 4

3 . Ana lys is and
Prob lem Solvi ng 3

4 . P lann i ng/
Coord inat i ng 2

5 . Gu id i ng/
Advis i ng Othe rs 3

6 . I ndependence
of Act i on 3

7 . Service De l ivery 2

8 . Commun icat ion 3

9 . Phys ica l Effo rt 1

1 0 . Aud io/Visual Effort 2

1 1 . Working
Envi ronment 1

S u btota ls (a)

Tota l Po in ts (a) + (b)

Resu lt i ng Payba nd

I ncumbents : Nastia Touh lova & Janet Str ickl and

Payband Requested by Grievors : H

Concern ing the attached Pos it ion Description Form :

__ The parties agreed on the conten ts

The attached Wri tten Subm ission is from :

Ma na.qement

.

Factor

__ The Un ion d isag rees wi th the contents
and the specific deta i l s a re attached ,

__ The Un ion __ The Co l lege

Un ion Arb it rator
Regu la r/
Recurri ng.
Level Po i nts

48 4 48 4 48

3

Regu la r/ Reg u la r/
Occas ional Recu rring Occas iona l Recu rring Occasional
Leve l Points Leve l Po i n ts Leve l Po i nts Leve l Po ints Leve l Poi nts

78 4 1 1 0 3 78

32 3 7 2 32 3 7 2 32 3 7

29 4 4 1 4 4 1

78 4 9 3 78

29 3 6 3 5 !

78 4 9 3 78

5 1 5

20 2 20

3

4

6

9

3

3

3

1

2

78 4

5 !

78 4

5

20

9

7 2 9 1 7

461 (b) 40 (a ) 527

50 1 558

G H

2

(b )

9

3 I

I 7

(a ) 495

529

H

2 9

(b ) 34


