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Abstract 

The objective of this thesis was to explore strategies to enhance collaborative practice within 

student services at Bow Valley College. This project followed Rowe, Graf, Agger-Gupta, Piggot-

Irvine, and Harris’s (2013) action research engagement model with an appreciative stance 

comprising multiple research methods. The participants consisted of supervisors and staff in 

Learner Success Services. The first phase of the research involved an online survey sent to all 

members of the department to attain demographic information and perspectives on working in 

Learner Success Services. The second phase of research was conducted by an external member 

and included one focus group and three interviews. The research adhered to the research ethics 

policies of Royal Roads University and Bow Valley College. The thesis identified key themes 

and recommendations focused on a learner-centred approach, role understanding, strengthening 

team identity, sense of belonging and relationships, and fostering a workplace culture that aligns 

with values. 

Keywords: collaborative practice, learner-centred, student services, interprofessional 

teams, leadership in higher education 
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Chapter One: Focus and Framing 

Collaborative practice is emerging as the defining element of “the workplace of the 

future” (Dixon & Blackwell, 2010, p. 53) in which connectivity between people and information 

sharing is vital to success. As organizations grow exponentially in size, it becomes less efficient 

and productive to work in silos. Schütz and Bloch (2006) argued, “The larger the enterprise and 

the greater the degree of specialization, the greater the need for co-ordination” (p. 32), noting 

that the principle also applies to individual departments. 

The Learner Success Services (LSS) department of Bow Valley College (BVC) was 

officially formed 4 years ago, but some of the individual work units such as Financial Aid and 

Counselling have been in existence for over 20 years. Others, such as the Wellness unit, have 

recently been added to the department. The Library and Learning Commons (LLC) joined LSS 

in April 2016 as part of an organizational restructuring plan. Collaborative practice will become 

more imperative as the department changes and transforms, increasing the complexity between 

people and processes (L. Connell, personal communication, November 1, 2015).1 

I conducted this inquiry with the purpose of addressing the following question: What 

strategies can be adopted to enhance collaborative practice within student services at Bow Valley 

College? The various student services units at BVC are fairly cohesive under the banner of LSS. 

These include Career Services, Financial Aid, Student Affairs, Counselling and Wellness, 

Accessibility, Awards, and the Iniikokaan Aboriginal Student Centre. However, each has its own 

unique purpose and programs and services. In my dual role as student researcher and Learner 

                                                
1 All personal communications in this report are used with permission. 
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Engagement and Employment Coordinator, I saw opportunities for improving my own team’s 

effectiveness in collaboration through this project. This led me to consider the interprofessional 

collaborative opportunities among the various teams in LSS. 

Collaborative practice may lead to capacity building, shared resources, and expanding 

relationships with other faculty and service departments. I used the following four subquestions 

to support the inquiry question: 

1. How do teams in LSS currently collaborate? 

2. What would collaboration between teams and individuals ideally look like? 

3. What strategies could enhance collaborative practices across different teams in LSS? 

4. What supports are needed to implement the recommended strategies? 

My interest in the inquiry topic was twofold. First, I am part of the senior leadership team 

in the LSS department, and I am accountable for budgets, operations, and ensuring programming 

that supports the BVC’s (2011) Vision 2020 goals and outcomes. It is a part of my role as leader 

and manager to seek strategies that may lead to efficiencies and better work relationships. I lead 

a team of four individuals within a department of over 55 staff. My small team and I are 

responsible for career services, student life, and learner engagement. Collaboration is critical to 

the team’s success and business development because members simply cannot conceive and 

implement services without the support and input of others in LSS. Second, as an action 

researcher, my role was to engage stakeholders in a process of collaborative inquiry. Through 

participative research, staff in LSS and the LLC may “rigorously explore and reflect on their 

situation together . . . repudiate social myths, misconception, and misrepresentations and 

formulate more constructive analyses of their situation” (Stringer, 2007, p. 11). 
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The LSS department provides comprehensive wrap-around service for all learners at 

BVC and supports a diverse and rapidly growing community of learners while they define their 

story and purpose. As the college grows and changes, so will LSS. Existing as an interconnected 

part of the larger organization, LSS is a complex system in itself, susceptible to chaos as the 

department rapidly grows in a fast-changing work environment. Interprofessional collaboration 

and united brand identity is crucial, as LSS communicates and delivers programs and services to 

students and the broader college community through constant change and transition. 

Significance of the Inquiry 

The inquiry had the potential to create positive change within LSS and the LLC, thereby 

benefitting stakeholders such as students, alumni, community partners, employers, and faculty 

departments. The student experience is greatly enhanced and supported by LSS. Milestone 

studies documented in Tinto’s (1975) student integration model theorized that the social 

integration of students increased their institutional commitment, ultimately reducing the 

likelihood of dropping out or leaving early. The role of the student services office has evolved to 

deal with a multitude of learner issues. A strong, collaborative team of professionals in LSS is 

critical to support the social and academic success of students. 

The LSS department connects BVC to community organizations and to employers 

seeking work-ready students and graduates, while also cultivating a lifelong relationship with the 

college’s alumni community. LSS collaborates with faculty programs to provide services that 

align with student needs and program outcomes. Without collaboration within LSS, individual 

teams may not be able to provide timely, relevant, or innovative services to stakeholders. The 

outcomes of this inquiry have the potential to enhance collaborative practices in LSS and yield 
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benefits, including effectiveness gains, efficiency gains, resource gains, capacity gains, and 

ultimately, better services for learners (Lawson, 2004, p. 225). 

The LSS department strives to enhance the student experience, creating positive learner 

and alumni experiences and job-ready graduates. Professional and knowledgeable graduates who 

find gainful employment are critical outcomes for the college. Furthermore, continued 

engagement with the alumni community is part of the college’s strategy to foster a “Learning 

Partner for Life” (BVC, 2011, p. 13) connection with BVC graduates. 

Key stakeholders who will benefit from the outcomes of this collaborative inquiry 

include LSS team leads and staff. Enhancing collaborative practice enables teams to work 

together. Salm (2014) noted, as interprofessional teams were provided opportunities to 

collaborate, “the more the team learned from one another, the more they craved working 

together. Not only did working collaboratively illuminate the narrow focus of typical 

professional training and practice, but it also validated their own expertise” (p. 102). 

The department had the chance to develop and grow as a team of student services 

professionals because BVC capitalized on the opportunity to explore collaborative practice in 

LSS. Engaging in the inquiry process was an excellent opportunity for leadership to support staff 

and team development. As the college grows and evolves, the institution and students will 

require a strong, unified, and current Student Services department. 

Organizational Context 

In 1965, BVC began with 535 students in Academic Upgrading and Business Education 

courses (BVC, 2016a). The college currently serves over 14,000 learners in Calgary and 20 other 

locations in Southern Alberta (BVC, 2014). The staffing compliment has grown to over 750 
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employees while full-load equivalents and student head count has increased exponentially each 

year (BVC, 2015, p. 21). There are newer business areas emerging including Marketing and 

Communications, Occupational Health and Safety, and Business Development. The substantial 

organizational growth has propelled BVC to be Southern Alberta’s fastest growing 

comprehensive community college (BVC, 2013). The college has grown into a complex 

organization with “systems archetypes” (Senge, 2006, p. 93) that layer complex management 

issues. Systems archetypes are patterns of behaviour in the organization that are reoccurring and 

are often the underlying cause for complex management issues (Senge, 2006). Possessing a 

systems view of the college and the relationships between teams and departments provided 

insight into factors that influence growth, processes, goals, productivity, and success. Each 

integral part of BVC functions on its own, but is also interconnected with every other unit to 

operate efficiently (see Appendix A, Organizational Chart). Organizational efficiency and 

collaboration are also notable in the 2015–2018 Comprehensive Institutional Plan (BVC, 2015) 

and Vision 2020 (BVC, 2011) strategic planning publications.  

As a government-funded institution, BVC relies mainly on grants and tuition as sources 

of revenue for its core operating budgets. Although LSS is considered a nonrevenue generating 

division, the department strives to be innovative and resourceful by producing revenues through 

events, services to employers, and alumni sponsorships. These outcomes are optimized through 

teamwork as “collaboration, interaction, or exchange is important or necessary for creativity, 

innovation, or problem solving [to occur]” (Paulus & Nijstad, 2003, p. 110). The nature of 

management and leadership is unique in higher education, as institutions contend with various 

internal and external forces to be more businesslike and market-driven while being accountable 
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to individuals, community, government, and industry. Furthermore, Bolman and Gallos (2011) 

asserted that colleges and universities also grapple with 

changes in technology, major demographic and global shifts in student populations, 

formidable new competitors in for-profit and virtual universities and wide-spread 

concerns that higher education lags in giving today’s citizens and tomorrow’s workforce 

the twenty-first century skills and values they need. (p. 6) 

LSS and the LLC are integral parts of the student services model at BVC and the 

educational mission to serve learners and prepare the workforce of tomorrow (BVC, 2011). 

Comprised of over 70 employees, seven team leads and coordinators oversee services and 

projects in different specialty areas: Accessibility Services, Career Services, Counselling and 

Wellness, Financial Aid, Student Affairs, Student Awards, the Iniikokaan Aboriginal Centre, 

library resources, and internal testing. The Director leads the department and reports to the Vice 

President, Learner Services. In April 2016, LSS, Registrar and Enrolment Services, and 

Institutional Analysis were joined by the LLC, Regional Stewardship and International 

Education (who were all formerly under the Vice President, Academic) in the newly expanded 

Learner Services Division. 

The LSS department has undergone several changes in the last year that have impacted 

staff. The dissolution of the Health Services area resulted in the loss of a coordinator role, with 

two remaining nursing staff joining the new Counselling and Wellness team (formerly 

Counselling and Specialized Support) of mainly counsellors, social workers, and psychologists. 

The Counselling and Specialized Support team divided into Counselling and Wellness and 

Accessibility Services with two coordinators taking on the leadership of each team. The previous 
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Counselling and Specialized Support coordinator retired after 30 years of service with BVC, 

impacting the team dynamics, leadership culture, and institutional knowledge of LSS. This shift 

created a need for the two coordinators to collaborate and resulted in a loss of experience and 

expertise with the outgoing coordinator. With ongoing staffing changes, there have also been 

leaves, absences, addition of new roles, restructuring of old ones, and shifting attitudes and 

culture within LSS. This inquiry was timely, as LSS staff required time to reflect on the current 

state of teams within the department (see Appendix B, LSS Department Organizational Chart) 

and on how collaboration could propel everyone forward in building LSS into a valued pillar of 

student services support within the organization. 

Systems Analysis of the Inquiry 

Senge (2006) described systems analysis as “organizing detail complexity into a coherent 

story that illuminates the causes of problems and how they can be remedied in enduring ways” 

(p. 124). This inquiry explored the complex interconnectivity of people within team and 

organizational contexts in LSS at BVC. However, systems thinking alone cannot lead to 

enhanced collaboration in the workplace. Cabrera, Colosi, and Lobdell (2008) noted problem-

solving efforts, “informed by a systems thinking perspective, . . . will uncover a viable solution to 

the issue, problem, or crisis at hand” (p. 300). 

The LSS department is a part of a large organization comprised of dynamic and complex 

systems (see Figure 1). The department is influenced by and also influences other stakeholders in 

an interconnected network that involves various groups, including program departments, 

students, alumni, employers, donors, government, board of governors, faculty, staff, and 

community organizations. Lawson (2004) maintained, 
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Institutions are meaning systems and action structures with distinctive histories. The 

histories consist of identifiable identities, rules, roles, discourses, norms, jurisdictions, 

and power and authority relations. Collaboration is special because it reforms, and 

sometimes transforms, existing institutions. It also may create new ones. (p. 233) 

 
Figure 1. Organizational divisions at Bow Valley College. 

The LSS department includes the following unique teams and service areas: Career 

Services, Counselling and Wellness, Accessibility, Student affairs, Awards, Financial Aid, and 
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years ago with a new director role to lead the department, LSS has endeavoured to provide 

comprehensive student supports to a diverse learner community. Over the years, the department 

has brought a unified awareness to others about the services while building the LSS story and 

relationships internally. Just prior to this inquiry, action research into collaborative practice 

surfaced as an opportunity for the department to reflect and enhance the way they work together. 

Coghlan and Brannick (2010) described the third meaning of action research as “a procedure in 

which the participants of a social system are involved in a data collection process about 

themselves in order to take some form of remedial or developmental action” (p. 39). The 

opportunity for inquiry in LSS enabled the constructing and planning action aspects of action 

research, following more closely to the action research engagement (ARE) model (Rowe, Graf, 

Agger-Gupta, Piggot-Irvine, & Harris, 2013; see Appendix C). 

Internally in the department, each unit has its own specific purpose, culture, resources, 

and interests. For example, Career Services focuses on providing job search support and 

generating revenues through BVC’s annual job fairs. Counselling and Wellness staff focus on 

their practice and supporting students one on one and through group workshops. The various 

interprofessional teams and unique roles do not always take the time to seek opportunities for 

partnership and learning about each other’s scope of work. Without collaborative practice, the 

diversity of workload and services provided sometimes overlap and duplicate, with staff viewing 

their own areas as competing for learner attendance. 

Furthermore, various factors impact the working relationships and collaborative culture 

in LSS. First, the department is comprised of multigenerational teams—Baby Boomers (born 

1945–1964), members of Generation X (born 1965–1981), and Millennials (born 1982–2000; 
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Howe, Strauss, & Matson, 2000)—with work experience ranging from 2 months to over 30 years 

of service. Different personal interests and levels of engagement are also apparent and impact 

individual, team, and department collaboration. Generations, roles, experience, and culture all 

play a part in how professionals collaborate and deal with conflict or difficult situations in the 

department. 

Second, union relationships affect the perspectives of staff and their roles in the 

department with respect to duties, hours, schedule, responsibilities, and employment terms. The 

department includes faculty positions on the counselling team only, with a majority of staff being 

Alberta Union of Provincial Employees members, and two exempt management positions (my 

role and that of my director). 

Third, most staff may not understand the breadth and depth of each other’s work, creating 

misconceptions and misunderstanding about other staff’s initiatives, spending, and outcomes. 

Bolman and Deal (2013) asserted, 

People are imperfect cogs in the bureaucratic machinery. They form relationships to fit 

individual styles and preferences, often ignoring what the organization requires. They 

may work, but never only on their official assignments. They also express personal and 

social needs that often diverge from formal rules and requirements. (p. 162) 

The more LSS and the LLC understand the personal and professional dynamics of the people in 

the department, the greater their capacity to build relationships conducive to collaboration. 

External factors that impact LSS include organization-wide governance and operational 

mandates. First, a new board of governors has set the direction for career program development 

and business development, with emphasis on revenue generation and less reliance on 
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government funding. The college has undergone an operational shift to increase career program 

enrolments and continuing education offerings from upgrading and other access programs 

available. Second, the executive leadership team recently changed, as the Vice President, College 

Advancement retired in February 2016, the President retired in December 2016, and the Vice 

President, Academic will likely retire this year. In addition, a new Vice President of Learner 

Services joined the college in April 2016.  

 
Figure 2. Internal and external influences that impact Bow Valley College. 

Factors external to the college also impact LSS (see Figure 2). First, with a New 

Democratic Party provincial government in place after 30 years of Progressive Conservative 

leadership, the college must review its mandate and operations to meet those interests and 

funding model plans. Second, the ongoing economic downturn in Alberta due to decline in the 
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oil and gas industry has made it more difficult for graduates to find jobs (Thomson, 2016). The 

LSS department is striving to do more to address student employability and connecting graduates 

with employers and industry contacts with professional networks. Third, donors and alumni in 

the community remain critical stakeholders to the sustainability and authentic representation of 

BVC program quality and outcomes. The LSS department continues to engage alumni through 

Business Development and Alumni Relations, in collaboration with other faculty departments. 

Factors that are internal and external to both the department and the college influence the 

work and business responsibilities of LSS (see Appendix D, BVC Relationship Map). 

Adaptability and willingness to change are critical to the growth and value-added perception of 

student services at the college. Collaboration in LSS can foster partnerships, innovative 

programming, and the sharing of resources in a time of fiscal constraint. 

Chapter Summary 

This chapter described the focus of the inquiry and provided organizational context for 

the action research inquiry set within the framework of higher education. The significance of the 

inquiry was articulated and instrumental in developing the research topic and approach to 

exploring strategies to enhance collaborative practice in LSS. I have organized this thesis in 

chapters, presented in the order of literature review, methodology, findings and conclusions, and 

recommendations and implications. The next chapter examines literature and provides a 

scholarly context to the inquiry project. 
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Chapter Two: Literature Review 

This chapter explores concepts and key definitions of collaborative practice to provide a 

foundation of theory to substantiate the need to develop strategies to enhance collaboration 

among interprofessional teams in LSS at BVC. The literature presented in this chapter provided a 

theoretical framework for enhancing collaborative practice; I then used data from the research to 

construct the recommendations of the inquiry. The literature review topics provide a foundation 

for the research question: What strategies can be adopted to enhance collaborative practice 

within student services at Bow Valley College? I begin with definitions of collaborative practice 

and core competencies, as it is currently understood across different disciplines and industry 

(business, health, public services, government, education, etc.). Next, generational differences 

are explored in relation to motivation and attitudes towards collaboration, and challenges in 

engagement follows, as barriers to collaboration are prevalent in the workplace and may hinder 

successful outcomes of teams. The second part of the literature review is an examination of 

strategies to enhance collaboration including developing trust and shared goals, role 

understanding, developing team identity and learning, and the role of leadership in student 

services. 

Collaborative Practice in the Workplace 

Defining collaborative practice is the first step to building a framework for what 

collaborative success would ideally look like within a student services context in postsecondary 

education. Identifying competencies, behaviour, and values that drive collaborative practice is 

key to assessing the current environment in LSS at BVC and developing strategies for 

improvement. Getha-Taylor (2008) noted the changing nature of public service, “including 
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technical complexity, a shrinking managerial workforce, flatter organizational structures, and 

demands for improved performance” (p. 103), circumstances that make collaborative practice 

necessary for organizations to succeed. Scholars have extensively defined collaborative practice 

within the literature; broadly summarized, collaborative practice is a process that includes 

communication and decision making, enabling the sharing of knowledge and skills among 

individuals in a mutual effort to solve or explore a common goal (Bedwell et al., 2012; Patel, 

Pettitt, & Wilson, 2012; Salm, 2014; Srivastava & Banaji, 2011). Mattessich and Monsey (1992) 

provided the following definition: 

Collaboration is a mutually beneficial and well-defined relationship entered into by two 

or more organizations to achieve common goals. The relationship includes a commitment 

to: a definition of mutual relationship and goals; a jointly developed structure and 

responsibility; mutual authority and accountability for success; and sharing of resources 

and rewards. (p. 59) 

Lawson (2004) conceptualized the outcomes of collaboration as occurring when 

“interdependent, autonomous stakeholders with their respective competency domains mobilize 

resources, and both harmonize and synchronize their operations to solve shared problems meet 

common needs, capitalize on important opportunities, and obtain prized benefits” (pp. 227–228). 

Collaborative practice is a well-researched subject; scholars have extensively studied the topic, 

as workplaces across different industries seek best practices for achieving organizational success. 

Collaboration is an intentional process with a common goal in mind, and does not occur 

due to coincidental or random experiences with other professionals. Katz and Miller (2013) 

wrote about consciously moving from a judging mindset to a joining mindset in effective 
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collaborative practice, making the choice to view colleagues as allies and being open to their 

perspectives and contributions. The definition of collaboration in literature spans from simple to 

layered, with some authors expanding beyond two entities working together towards a common 

goal to include elements of shared values, practice, and mutual accountability (Bedwell et al., 

2012; Mattessich & Monsey, 1992; Patel et al., 2012; Salm, 2014; Srivastava & Banaji, 2011). 

Piggot-Irvine (2012) provided another view of collaboration in which trust and cogeneration are 

present through deeper dialogue and openness, resulting in authentic joint effort. The notion of 

authentic collaboration is the highest level of collaboration, defined as “achieving new levels of 

awareness of both our own and others’ perspectives, emerging as courage expressed and inquiry 

leads to action - a process distinguished by spontaneity, synergy and creativity, and leading to 

openness, trust and learning” (Piggot-Irvine, 2012, p. 94).  

With the definition of collaborative practice identified, my next step was to explore 

practical strategies for enhancing the application of it in teams and organizations. The literature 

review covers collaboration in the workplace in the scope of competencies, motivations, and 

value-based practices. Furthermore, in this section I examine strategies to enhance collaborative 

practices through developing trust and shared goals, role understanding, team identity and 

learning, and the role of leadership in student services. 

Defining collaborative practice was the first step to building a framework for what 

collaborative success would ideally look like within a student services context in postsecondary 

institutions. Identifying competencies, motivation, and challenges to engagement is key to 

assessing the current environment in LSS at BVC and developing strategies for improvement. 
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Collaborative competencies and organizational culture. Getha-Taylor (2008) used 

behavioural event interviewing to identify the competencies required to address critical 

situations. In applying behavioural event interviewing, the researcher analyzes the competencies 

that separate outstanding performers from average ones on a particular behaviour of interest. 

Competencies are the underlying characteristics of individuals that influence their current and 

future performance on a job. Getha-Taylor’s data analysis demonstrated that the most significant 

competencies for collaboration are interpersonal understanding, teamwork and cooperation, and 

team leadership (p. 114). Interpersonal understanding is the ability to perceive emotion, 

meanings, and complex underlying issues of others. Teamwork and cooperation involve being 

coordinated with others, sharing information, empowering colleagues, and the ability to resolve 

conflicts. Team leadership is the capacity to communicate the collective vision, informing 

others, managing meetings, and positioning oneself as leader. 

Evans (2012) applied a reverse brainstorming approach, in which participants explored 

the cause of problems rather than working to develop solutions. Evans stated, “The 

overwhelming reasons why collaboration eludes organizations involve personal attitudes and 

organizational culture and support” (p. 182). According to Evans, personal attitudes that hinder 

collaboration include personality clashes, mistrust, and lack of communication. She further 

explained that organizational cultures with high turnover, office politics and mistrust, negative 

staff attitudes about their scope of work, and lack of support from management contribute to 

ineffective collaboration (Evans, 2012).  

O’Dell and Hubert (2013) affirmed that organizational culture is critical to collaborative 

practice, especially given the complexity of diverse people, behaviours, values, communication 



COLLABORATIVE PRACTICE IN STUDENT SERVICES 26 

styles, experience, and backgrounds (p. 18). The authors agreed that people, not necessarily 

technology or resources, are the defining factor in collaboration success (O’Dell & Hubert, 

2013). 

Although individual interpersonal understanding is key, LSS cannot ignore the 

complexity of other factors that influence collaborative practice. Patel et al. (2012) asserted, 

“Collaboration is a complex phenomenon with many interactions between many factors which 

contribute to performance at any one point in time” (p. 23). Getha-Taylor (2008) acknowledged, 

“Many skills are theoretically connected to collaboration, but these links have not been tested 

empirically” (p. 103).  

For collaborative practice to be effective, one must also consider individual abilities, 

communication, team capacity for learning, organizational culture and support, technology and 

space availability, and financial and knowledge resources (Dietrich, Eskerod, Dalcher, & 

Sandhawalia, 2010; Patel et al., 2012). In discussing collaborative activities, Isaacs (1999) 

described “three fundamental levels of human interaction . . . by which we can think together” 

(p. 29). The first is “producing coherent actions” (Isaacs, 1999, p. 29) and being aware of 

people’s abilities and intended outcomes. Second is creating “fluid structures of interaction” 

(Isaacs, 1999, p. 30) and being more intuitive and open to the forces that may impact individual 

efforts. Third is providing a “wholesome space for dialogue” (Isaacs, 1999, p. 30), free from 

habitual thinking and inattention, which is key for thinking together. 

I found strong consensus within the literature that collaboration is vital to the future of 

organizations. Evans (2012) noted that collaboration becomes the focus, “as organizations have 

moved from a production-based economy to one based on information and knowledge” (p. 176). 
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Getha-Taylor (2008) summarized collaboration succinctly by contending that public sector 

organizations (such as BVC) and the people working in them need to collaborate with other 

public agencies, nonprofit organizations, and private industry to solve “wicked problems” 

(p. 103), those which one organization cannot solve alone or lacks the resources and answers to 

decipher. There is also need for a collaborative culture within the organization. When internal 

groups cannot collaborate effectively with each other, they cannot expect to work jointly with 

external partners and ensure stakeholder needs are met in the greater community. 

Generational differences. Within LSS, three generations work alongside each other at 

the leadership and team levels. Kupperschmidt (2000) noted, 

[Generational] group[s] of people or cohorts . . . share birth years and experiences as they 

move through time together, influencing and being influenced by a variety of critical 

factors. These factors include shifts in society-wide attitudes; changes in social, 

economic, and public policy; and major events, such as the Vietnam War and recent 

corporate downsizings. (p. 66)  

Generational differences may impact individual attitudes and behaviours in the workplace, as 

each cohort brings different life, education, world experience, and values to the organization.  

According to Howe et al. (2000), Baby Boomers are born between 1945–1964, members 

of Generation X between 1965–1981, and members of Generation Y or Millennials between 

1982–2000. Generational differences may impact workplace environment and affinity for 

collaboration (Howe et al., 2000). Wong, Gardiner, Lang, and Coulon (2008) examined the 

personality and motivational drivers across these three generations, acknowledging that the 

distinct generational groups are unique because they share historical and social life experiences, 
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shaping their attitudes and behaviours (p. 879). In a sample size of 3,535 professionals in 

moderate to large organizations, Wong et al. measured individual personality and motivation 

preferences across the generations. In their research, personality styles included achieving, 

affiliative, optimistic, variety-seeking, independent-minded, and conscientious (Wong et al., 

2008). Achieving is the degree to which a person sees him or herself as being ambitious and 

career-driven (Wong et al., 2008). Affiliative is how much an individual enjoys being around 

others (Wong et al., 2008). Optimistic is a person’s level of positivity in his or her future outlook 

and perceptions of the current situation (Wong et al., 2008). Variety-seeking measures the degree 

to which a person enjoys nonroutine work (Wong et al., 2008). Independent-minded is the 

tendency of an individual to develop views on one’s own, “independent of the group consensus” 

(p. 883). Lastly, conscientious is an individual’s ability to consistently complete tasks in a timely 

manner (Wong et al., 2008). Wong et al. also assessed the following motivation drivers: power, 

immersion, ease and security, progression, personal growth, and affiliation. Power measured a 

person’s desire to be in control and attain authority and responsibility (Wong et al., 2008). 

Immersion is the extent to which a person is willing to commit to work beyond regular working 

hours (Wong et al., 2008), also referred to as “discretionary work effort” (Frenkel, Restubog, & 

Bednall, 2012). Ease and security refers to being motivated by job security and positive working 

conditions (Wong et al., 2008). Progression is motivation by good prospective promotion 

opportunities (Wong et al., 2008). Personal growth refers to motivation by training and 

development offered (Wong et al., 2008). Finally, affiliation is the degree of being motivated by 

the opportunity for interaction and working with others (Wong et al., 2008).  
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Wong et al.’s (2008) results indicated that Generation X and Millennials were “more 

ambitious and career centred and had a tendency to enjoy working with demanding roles and 

targets” (p. 885) than Baby Boomers. Furthermore, Millennials are significantly more affiliative 

than Baby Boomers and Generation X, seeking opportunities for interactions with other people in 

their work, and more “likely to be at a stage in life when social networks are particularly 

important, being fairly young” (Wong et al., 2008, p. 887). 

In the motivation scale, Generation X and Millennials are significantly more motivated 

by progression than Baby Boomers (Wong et al., 2008). In his study of admired leadership traits, 

Arsenault (2004) concluded that Generation X and Millennials also prefer leaders with 

determination and ambition (p. 134). 

The literature reviewed reflected some of the collaborative attitudes between various staff 

in the department. For some, they are later in their careers and less interested in affiliating with 

others and seeking variety and collaborative opportunities. For others, progression and personal 

growth are primary goals in their career development, thus they are more likely to seek affiliation 

and collaboration (Wong et al., 2008). Howe and Strauss (2003) identified seven traits of 

Millennials, including confident, achieving, team-orientated, and conventional. These four traits 

align with Getha-Taylor’s (2008) collaborative competencies of interpersonal understanding, 

teamwork and cooperation, and team leadership (p. 114). Millennials comprise a smaller number 

of individuals in LSS, offering a unique upbringing and worldview context compared to many 

Generation X and Baby Boomers in the department. 

Presenting a different perspective, Kezar (2005) posited that higher education 

professionals, in general, are likely more motivated by people and relationships than 
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organizational goals, rewards, or prestige. This may be unique to educational institutions and 

their teaching, research, and outreach mandate in serving students. 

Studies on generational cohorts presented traits and motivations that are generally 

accurate for a majority of individuals in the age groups (Arsenault, 2004; Howe et al., 2000; 

Kapoor & Solomon, 2011; Wong et al., 2008). However, differences may also emerge depending 

on individual personalities, attitudes, and industry of work. Arsenault (2004) remarked, “Leaders 

of organizations need to recognize and understand that generations develop a unique persona that 

translates into a mind-set that has different emotions, attitudes, beliefs, preferences, and 

embodied activities” (p. 137). 

Challenges in engagement. Patel et al. (2012) contended that a crucial factor for 

collaborative practice success in any community is “the extent to which it can coordinate itself to 

communicate and achieve common goals” (p. 1). Their research examined factors of 

collaborative work that would promote or hinder success: context, support, tasks, interaction 

processes, teams, individuals, and overarching factors (Patel et al., 2012, p. 23). Various 

challenges to engagement may arise in organizations based on these factors. First, context 

encompasses the type of people involved and the types of tasks that need to be carried out (Patel 

et al., 2012). This may not always be clear in the workplace if professionals in the department are 

unaware of ongoing initiatives outside the scope of their role. In the case of LSS, student services 

professionals with various education and backgrounds operate in speciality areas, while striving 

to know the other supports and resources available to students. Second, support refers to the 

tools, resources, and training required (Patel et al., 2012). With limited budget and resources, 

leaders in LSS have to plan and be strategic around the training and professional development 
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required to meet the learning needs of staff. Third, LSS must consider the tasks and their type, 

structure, and demands on individuals and teams (Patel et al., 2012). Fourth, interaction 

processes require team learning, coordination, communication, and decision making (Patel et al., 

2012). Fifth, as discussed also by Getha-Taylor (2008), collaboration demands individual factors 

and competencies such as knowledge, willingness to work together, and interpersonal skills. 

Although collaboration is desired in LSS, the personal attitudes and competencies of each staff 

varies and the scope of work for each individual requires different levels of collaboration. 

Finally, Patel et al. presented overarching factors in their research that encompass trust, conflict, 

experience, goals, and time to consider in building collaborative work environments. In addition, 

Kezar (2005) cautioned, “Institutions are, generally, not structured to support collaborative 

approaches to learning, research, and organizational functioning. Departmental silos, 

bureaucratic/hierarchical administrative units, unions and other rigid structures act as barriers to 

cross-divisional work and partnerships” (p. 832). The structure of LSS by departmental teams 

and areas of specialization, along with different union membership, and culture within individual 

teams, impact the effectiveness of a collective mindset towards collaboration.  

Townsend, Wilkinson, and Burgess (2014) further suggested that external factors such as 

economic and financial circumstances and internal factors such as union relations, employee 

satisfaction, and relationships between managers and employees may impact engagement in 

collaboration (pp. 922–924). Baert and Govaerts (2012) explored learning patterns in the 

workplace and asserted that different job characteristics and restrictive conditions can affect 

participation in learning opportunities. Restrictive conditions, including “high work pressure, 

understaffing, low or too high job complexity, little time for reflection, the mere focus being on 
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job execution, poor communication, etc.” (Baert & Govaerts, 2012, p. 544), can leave employees 

feeling “forced to keep up to date” (p. 544), especially when they receive fewer opportunities to 

learn and take part in collaborative activities. 

Kochan and Mullen (2003) pointed out possible disadvantages of collaboration that need 

to be considered when assessing challenges to engagement. Their study revealed challenges 

including sentiment that collaboration only works for relational people, projects not being 

completed because of role and task misunderstanding, different understanding of collaboration, 

conflicts from receiving due credit and recognition, and issues of power and status (Kochan & 

Mullen, 2003). Beattie, Cheek, and Gibson (1996) acknowledged the politics of collaboration 

and the issues of power, status, and perceived loss of identity when members of one team 

participate in cross-functional endeavours. 

The process of collaborating can be daunting, as it requires patience, understanding, 

learning, and a host of organizational factors that may impede success even when trust and 

relationships are established. I have observed strong relationships among staff and the 

willingness to innovate and be engaged across teams in LSS, and believe that mutual 

understanding and supporting opportunities for cross-team initiatives may lead to more suitable 

strategies that promote further engagement.  

Strategies to Enhance Collaborative Practice 

With principles of collaborative practice identified, the next step was to explore practical 

strategies for enhancing the application of it in teams and organizations. Salm (2014) claimed 

that collaboration is an intentional process with shared goals and mindful interactions with 

others, and remarked that dedication to collaboration occurs when people experience 
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“intentional, strategic professional development opportunities that fostered collaborative 

competencies with professionals” (p. 93). Intentional professional development opportunities 

may be as simple as activities within the department that develop trust, create role understanding 

between interprofessional groups, and establish a collective identity. Senge (2006) asserted, 

“Small, well-focused actions can sometimes product significant, enduring improvements, if 

they’re in the right place” (p. 64). Strategies to enhance collaborative practice will be explored in 

the following sections. 

Developing trust and shared goals. Researchers and organizational development leaders 

recognized the influence of trust in developing successful teams and workplaces (Connell, 

Ferres, & Travaglione, 2003; Mayer, Davis, & Schoorman, 1995; Möllering, Bachmann, & Lee, 

2004; Ruthkosky, 2013; Schein, 2010). Mayer et al. (1995) defined trust as “the willingness of a 

party to be vulnerable to the actions of another party based on the expectation that the other will 

perform a particular action important to the trustor” (p. 712) and asserted that ability, 

benevolence, and integrity are key factors of perceived trustworthiness. Ability being the 

competence of individuals; benevolence being defined as the loyalty, caring, and desire to do 

good; and integrity as the reliability and principles of an individual (Mayer et al., 1995). Trust 

and shared goals are mutually important when taking on collaboration and partnership projects 

(Dhillon, 2007; Lawson, 2004). Shared goals form the basis of partnerships and required 

interdependence on the expertise of the collective. Trust develops from the willingness to be 

vulnerable when working with others and taking a risk in doing so. Short (1998) contended, “We 

need to risk before we can trust—not the other way around” (p. 9). Contributing a contrary 

viewpoint, Piggot-Irvine (2012) asserted, “Trust is a hard earned outcome from effective 
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collaboration. It is not a precursor and it is not easily attained” (p. 91). Piggot-Irvine outlined 

five levels of collaboration; she described aspects shared goals in Levels 1 through 3 by 

exploring commonalities, gaining an inquiry perspective, and accepting the worldviews of 

others. Level four commenced “true inquiry and genuine collaborative action” (Piggot-Irvine, 

2012, p. 94), while level five reached trust and cogeneration. Hattori and Lapidus (2004) 

observed,  

After years of collective experience, we are learning to expect that innovation takes much 

more than brainstorming, polite listening and casual engagement. Continuous innovation 

and the creation of new and distinct success touch core values, cultural norms, business 

practices and processes. (p. 99) 

The dual perspectives in the literature regarding trust and collaboration, with each being the 

precursor to the other, further highlight the importance of trust and the effectiveness of goal 

sharing and deeper inquiry when working with others to achieve effective collaboration.  

Bedwell et al. (2012) claimed without a shared goal or endpoint there is no reason for 

people to collaborate and work together. Senge (2006) and Kouzes and Posner (2012) reiterated 

the significance of shared goals of collaborative success. Developing a common goal “is the first 

step in allowing people who mistrusted each other to begin to work together. It creates a 

common identity” (Senge, 2006, p. 194). This unified identity and shared purpose motivates 

individuals to go beyond the scope of their roles and explore opportunities for partnership. 

Kouzes and Posner (2012) observed that work has become the place where people pursue 

meaning and identity (p. 120) and where “creating a climate of trust” (p. 219) fosters 

collaboration and relationship building. In Evans’s (2012) study, participants saw “lack of vision, 
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purpose/goals and topic, as well as vague or unclear outcomes and roles as barriers to 

collaboration” (p. 179). In contrast, Isaacs (2012) posited that holding fast to a predetermined 

outcome may prevent deeper dialogue in which judgements and expectations are suspended, 

opening “a window into the source of deeper creativity that emerges from being who we really 

are. From this place an entirely new level of action emerges” (p. 10). 

 Shared goals and trust are foundational to collaborative practice, as they intrinsically and 

extrinsically promote communication and action towards a common outcome. As Russell and 

Flynn (2000) observed, “The act of building relationships, creating trust, and working together 

toward mutually held goals almost becomes an end in and of itself” (p. 203). 

Shared goals are often guided and influenced by the mission and vision statements of 

organizations. Meacham and Gaff (2006) remarked, “The mission statement is an institution’s 

formal, public declaration of its purposes and its vision of excellence” (p. 6). The process of 

cocreating an organizational or departmental mission statement can have positive and strategic 

influence on staff who participate and provide feedback (Davis, Ruhe, Lee, & Rajadhyaksha, 

2007). The various teams in LSS support learners in academic, personal, and professional 

capacities, each with their own unique focus on specific services that meet different student 

needs. An inclusive departmental mission supports the work of all members and connects back to 

organizational goals. 

Role understanding. Interprofessional teams from various backgrounds comprise LSS. 

Counsellors, psychologists, social workers, career advisors, learning strategists, sign language 

interpreters, and many others with professional backgrounds offer comprehensive wrap-around 

services to BVC students. Role understanding and clarification enables teams to work together 
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towards comprehensive service delivery involving perspectives from multiple disciplines 

(Orchard, Curran, & Kabene, 2016; Suter et al., 2009). 

Identity and control dilemmas may prevent groups from being open and collaborative 

(Jones, 2006; Orchard et al., 2016; Rose Jo, 2011). Fostering knowledge about different roles 

and jobs within LSS may encourage staff to understand each other’s work and connections 

better. J. Rose (2011) explored the impact of territory and power on collaboration in teams. 

Territory refers to practitioners letting others know what they do and how they do it (Rose Jo, 

2011). Power is each employee’s perception of his or her own authority, decision-making 

abilities, and influence over other professionals (Rose Jo, 2011). Orchard et al. (2016) claimed 

that individuals may often identify with others within their own profession and are limited in 

their understanding of the perspectives and contributions of other teams. I have observed this in 

LSS when staff from different professional backgrounds and areas of expertise are focused 

primarily in their own scope of work and less engaged in the work of other teams, diminishing 

opportunities for engagement, dialogue, and cocreating.  

Suter et al. (2009) concluded that role understanding and effective communication are 

two core competencies for collaborative practice in interdisciplinary work environments. 

Understanding the professional role of others, identifying the strengths of one’s own role, and 

respecting the expertise of others is imperative for collaboration to occur (MacDonald et al., 

2010; Suter et al., 2009). Role understanding is also critical when there is a “perceived need to 

more clearly articulate how each professional contributes to the team and to more effectively 

delegate work and direct team members” (Suter et al., 2009, p. 45). Effective communication 
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may facilitate “skillful negotiation to overcome differences in viewpoints arising from different 

professional cultures or other influences” (Suter et al., 2009, p. 46). 

MacDonald et al. (2010) further explained behaviour indicators related to role 

understanding, including the ability to describe where the scope of one’s own profession ends 

and another’s begins; to seek out the contributions of other team members; address 

misconceptions and stereotypes among team members; respect the roles, expertise, and unique 

contributions of other team members; identify common and overlapping professional skills 

among team members; value the enhanced benefits of the collaborative efforts of the team; and 

describe the different perspectives and knowledge of other professions. Individuals may be 

familiar with others on their teams and in similar roles, but less aware of the expertise of others, 

their roles, scope of expertise and areas of service. 

Developing team identity and learning. Patel et al. (2012) examined barriers to 

collaboration including “weak team identity” (p. 22). Koschmann (2013) explained the 

importance of collective identity in successful collaboration through a longitudinal case study 

involving participant interviews and observing team meetings and interactions. In completing the 

data analysis, Koschmann examined what members found problematic about who they were and 

the impact of identity perception on their actions and decision making in the workplace. 

Furthermore, team identity can be developed and sustained through constructive models of 

communication. LSS is a multifaceted group that may benefit from a clear and unified collective 

identity. Due to organizational restructuring and the growing need to promote the department’s 

services to the campus community, I have observed that individuals and teams still align with 

their own area of expertise and promote certain services individually rather than LSS as a whole. 
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Beech and Huxham (2003) noted that the way teams “identify themselves and each other seems 

likely to be significant in their ability to develop productive mutual relationships” (p. 29). The 

ability to build productive and strategic partnerships with other academic and service 

departments in the college begins with the internal identity possessed by LSS members and their 

understanding of the collective intelligence the department has to offer. 

The capacity for building relationships can lead to greater team learning through dialogue 

and discussion (Senge, 2006, pp. 221–232). Senge (2006) believed that a learning organization is 

possible, “where people continually expand their capacities to create the results they truly desire, 

where new and expansive patterns of thinking are nurtured, where collective aspiration is set 

free, and where people are continually learning how to learn together” (p. 3). 

Collective identity and team learning are the cornerstones of organizational collaboration. 

The intricacies of institutional systems can only be understood and examined when teams “share 

a new language for describing complexity . . . [and] start to learn the language of systems 

thinking” (Senge, 2006, pp. 250–252). Teams are the basic units in organizations, and the ability 

to enhance individual capabilities through team learning can improve organizational 

effectiveness (Decuyper, Dochy, & Van den Bossche, 2010; Fisser & Browaeys, 2010; Senge, 

2006; Short, 1998). 

In contrast, Kezar (2005) observed that well-developed relationships were more critical to 

advancement in postsecondary communities than development based on learning in corporate 

management models (p. 856). She asserted, 

The difficulty of creating learning within the higher education context was noted since 

there are so many different groups and subcultures with very different views of the world. 
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It might be the difficulty of creating learning that resulted in people using relationships 

more as a strategy for moving the organization toward collaboration. (Kezar, 2005, 

p. 853) 

I have observed that some individuals in LSS revel in team learning and development 

opportunities, while others prefer to establish trusting relationships and a network of allies in the 

pursuit of collective identity and learning. 

Role of Leadership in Student Services 

The success of student services in postsecondary institutions is greatly dependent on the 

leadership strategy and ability of the management team, whereby the “resultant outcomes are 

academic achievement, student learning, and student development, all of which are tied to 

institutional advancement as well as student success” (Cox & Strange, 2010, p. 173). Student 

services leadership is a challenging and evolving role, unique in its own practice in the context of 

postsecondary institutions (Cox & Strange, 2010; Dalton & Imanuel Gardner, 2002; Kuk, 

Banning, & Amey, 2010; Sandeen, 2000; Stewart & Williams, 2010; Thomas, 2002). 

Professional leaders in student services possess a broad spectrum of expertise in first-year 

transitioning programs, academic aide, accessibility, financial aid, counselling, career services, 

housing, health and wellness, and other personal, professional, and academic-related supports. 

Even leaders tasked with a specific area of expertise in student services must be current beyond 

their own team and avoid the silo syndrome in which “people are culturally inhibited from 

interacting across departments and functions . . . [and] avoid sharing data and information 

outside of their silos” (Evans, 2012, p. 176). Leaders who understand the value of collaboration 

and collective team learning have ability to promote unified action towards the common goal of 
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supporting student success (Archer & Cameron, 2009; Evans, 2012; Kocolowski, 2010; Thomas, 

2002). Collaborative practice in student services is especially critical in higher education in 

which student services professionals may encounter numerous challenges and change, including 

institutional or divisional reorganization; economic changes leading to decline in funding, as a 

result of decreases in student enrolment; changing trends in student preferences, career interests, 

and personal values; new technology and academic programming; new laws and regulations 

impacting student supports and policies; and personal factors including retirement, health, aging, 

burnout, and family issues (Dalton & Imanuel Gardner, 2002). Leaders in student services 

embrace the diversity of their staff, support the collective learning of interprofessional teams, 

and instil a sense of priority in cross-function collaboration (Kezar, 2005; McGraw, 2011; 

Sandeen, 2000). 

Furthermore, leaders in student services must adhere to a high standard of integrity (Astin 

& Astin, 2000; Baird, 2011; Lovell & Kosten, 2000; Reybold, Halx, & Jimenez, 2008), as they 

balance the competing demands of institutional goals, industry and government interests, and 

staying true to the mission of student services in higher education. Leadership in student services 

is multidimensional and embodies a critical role in developing members of the department, 

supporting interprofessional relationship building, and presenting opportunities for learning and 

development among a diverse composition of services and supports. 

Gulley and Mullendore (2014) posited that student services is a logical place for leaders 

to create a collaborative environment, as those areas make initial contact with students through 

first-year transition programs, new student orientation, academic supports, and other initiatives 

that provide a positive onboarding experience to the school. LSS provides various services and 
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supports to new and current students; a learner-centred and collaborative approach aims to have a 

holistic outcome for every student. Leaders in LSS are tasked with developing and creating a 

collaborative workplace for individuals from interdisciplinary teams, bringing 

these employees together in ways that provide fair and equitable opportunities for each 

individual to contribute their best and to achieve their personal goals in alignment with 

organizational goals. They must create an environment in which employees are . . . 

informants and resources for each other. (Kupperschmidt, 2000, p. 70)  

Furthermore, Kouzes and Posner (2012) emphasized the importance of fostering collaboration 

and facilitating relationships among staff “to promote a sense a sense of mutual dependence — 

feeling part of a group in which everyone knows he or she needs the others to be successful” 

(p. 239). 

Leaders in higher education and especially in student services administration have a 

critical role to play in coordinating the various supports, services, and programs offered to form 

the student experience. Their leadership and guidance connects the work of staff members and 

teams to each other and to the organization’s mission and purpose. Departmental and 

institutional collaboration and efficiency are indicated in the 2015–2018 Comprehensive 

Institutional Plan (BVC, 2015) and Vision 2020 (BVC, 2011) strategic planning publications. 

Chapter Summary 

In this literature review I examined definitions of collaboration and the myriad of factors 

that support and hinder successful practices in organizations. Collaborative competencies were 

defined and generational differences that impact worker motivation and attitude were explored to 

gain insight into collaborative traits and influences. Challenges in engagement lay the 
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groundwork for overcoming potential barriers to collaboration, followed by strategies to enhance 

collaborative practice. Strategy topics include developing trust and shared goals, role 

understanding, team identity, team learning, and the role of leadership. The following chapter 

discusses the inquiry project methodology, including the inquiry approach, project participants, 

inquiry methodology, and ethical issues related to the research. 
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Chapter Three: Methodology 

This chapter describes the inquiry approach and methodology used to answer the research 

question: What strategies can be adopted to enhance collaborative practice within student 

services at Bow Valley College? This inquiry also explored the following four subquestions: 

1. How do teams in LSS currently collaborate? 

2. What would collaboration between teams and individuals ideally look like? 

3. What strategies could enhance collaborative practices across different teams in LSS? 

4. What supports are needed to implement the recommended strategies? 

The chapter describes action research (AR) and the participatory approach to inquiry 

utilized in this project. Project participation selection and data collection methodology are 

explored, along with ethical considerations of the research and inquiry. 

Inquiry Project Methodology 

I applied the ARE model (Rowe et al., 2013; see Appendix C) in this project. The ARE 

model is a variant of AR in which the focus is aimed at people’s interpretation of their actual 

lived experiences and the associated meaning to gain clarity and understanding from the 

participant perspective (Stringer, 2007). AR is based on a “collaborative problem solving 

relationship between researcher and client which aims at both solving a problem and generating 

new knowledge” (Coghlan & Brannick, 2010, p. 35). The process is guided by cycles of 

construction, planning action, taking action, and evaluating action (Coghlan & Brannick, 2010). 

Although this inquiry did not complete the entire AR cycle, the planning action phase was 

embedded in the ARE model (Rowe et al., 2013) and the dialogue among stakeholders in the 

process of inquiry is change in itself (Bushe & Marshak, 2009). In the dialogic approach,  
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the focus is on eliciting new thinking in the targets of change themselves—new thinking 

that is not prescribed by the OD practitioner or action research team but new thinking that 

emerges individually and collectively from going through the dialogic change process 

itself. (Bushe & Marshak, 2009, p. 361) 

The first step in the ARE model is the engagement readiness cycle, which involves 

understanding context and purpose, looking at the current reality through data collection, 

analyzing findings with stakeholders, and providing recommendations (Rowe et al., 2013; see 

Appendix C). The dialogue among stakeholders that aligns their understanding of what needs to 

change and how, begins with an internal change in their mental models before any structural 

change is possible. Next, the transition zone and change action cycle put recommendations into 

action, followed by evaluation (Rowe et al., 2013). The ARE model approaches change as a 

process that begins internally within stakeholders and as an outcome of dialogue and 

consultation. 

In the ARE model, the inquiry project begins with dialogue between researcher and 

organizational sponsor to understand the system context and identify the inquiry focus (Rowe et 

al., 2013). Managers in the project department are also engaged to gain their perspectives on the 

inquiry, as the process of “collaborative exploration alone helps . . . to develop increasingly 

sophisticated understandings of the problems and issues” (Stringer, 2007, p. 11). In this inquiry, 

data collection included a combination of quantitative and qualitative methods through a survey 

to all employees in LSS with follow-up focus group opportunities. Quantitative and qualitative 

data provided corroborative evidence that informed the inquiry research questions in the study. 
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In this inquiry, appreciative inquiry influenced the overarching frame in designing the 

research questions used to gather data. Appreciative inquiry follows the social constructionist 

concept and builds on a shared vision through positive collaborative inquiry (Cooperrider, 

Whitney, & Stavros, 2008). The appreciative stance focuses on the positive and what works, 

rather than converging on issues and barriers to what is possible (Cockell & McArthur-Blair, 

2012; Cooperrider et al., 2008; Whitney & Trosten-Bloom, 2010). I considered this approach 

when developing the methodology because the college has embraced and brought awareness to 

faculty and staff about the merits of appreciative inquiry. The Our Vision 2020 college-wide 

brainstorming day in May 2011 brought together over 2,000 faculty, staff, and students, in a full-

day appreciative inquiry seminar to cocreate the future of BVC in the year 2020. The outcome of 

the inquiry was five “strategies for becoming the future” (BVC, 2011, p. 13), including being a 

learning partner for life; delivering excellence in applied education; optimizing our community 

connectedness; advancing the diversity advantage; and growing our capacity for the future. 

These pillars continue to drive LSS annual planning in relation to institutional goals and 

comprise the categories mid-year and year-end reporting is based on.  

Various stakeholder sessions were hosted the same month as the Our Vision 2020 

college-wide brainstorming day with appreciative inquiry facilitators, and additional training was 

provided to staff the following months to learn more about the method and practice. 

Furthermore, an appreciative stance was used with the LSS team in a departmental planning day 

in October 2012. 

At the onset of the inquiry I intended to use two methods of data collection, an online 

survey and focus groups. I planned to conduct two focus groups sessions, one for supervisors and 
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one for staff. I invited all eligible staff (60 individuals) to take part in the online survey and focus 

groups. One supervisor could not attend the focus group and participated in a one-on-one 

interview. Due to low response for the staff focus group, I conducted two one-on-one interviews 

instead. A total of 21 (34%) respondents completed the online survey, with 100% of supervisors 

(six individuals) providing feedback through focus groups or one-on-one interviews and two 

staff taking part in one-on-one interviews. After discussion with my thesis supervisor, project 

sponsor, and inquiry team, I determined that the data collected from the online survey, focus 

group, and three one-on-one interviews provided sufficient data.  

I analyzed the results from each research method using the approach of thematic analysis 

through categorizing and coding as well as analyzing key experiences (Glesne, 2016; Stringer, 

2007). I engaged my inquiry team with the findings, one facilitating the focus groups and 

interviews, and the other being an internal member of the organization to validate the 

authenticity of the findings and relevance of organizational context to the conclusions and 

recommendations. 

Project Participants 

The participants of the research project included over 60 staff from LSS and the LLC. 

The LLC transitioned to LSS from the Applied Research and Instructional Support division in 

April 2016; this move affected over 25 staff, who now report to the Director, Learner Success 

Services. It was ideal to have staff representation from various teams in LSS and the LLC to gain 

a comprehensive understanding of different perspectives and frequency of collaboration from 

each area. Stringer (2007) noted, “Any problem or issue is likely affected by a wide range of 

people” (p. 43), and ownership by the collective is a key element of AR success. 



COLLABORATIVE PRACTICE IN STUDENT SERVICES 47 

Survey participants. I invited all staff in LSS and the LLC to take part in an online 

survey. With over 10 interprofessional teams and business areas operating in the two 

departments, it was critical that I be inclusive of all staff and faculty to cover all levels and types 

of roles. Hammond and Wellington (2013) noted, “The point of a survey is to find out ‘how 

many’ feel, think, or behave in a particular way” (p. 138), providing a general picture for further 

exploration purposes. Receiving feedback from as many respondents as possible across teams 

provided data from various age, role, and years of service categories. For all methods (online 

survey, focus groups, and interviews), I invited all staff in LSS and the LLC invited to take part. 

This included full-time staff, part-time, casual, Alberta Union of Provincial Employees, faculty, 

and team leads. For this inquiry, 60 employees comprised the participant pool, and I ensured all 

received emailed the invitations to complete the online survey and attend the focus groups or 

interviews. The online survey saturation sampling method included the email address of every 

member of the target population. 

I determined the target participation for each method based on literature and best 

practices. The online survey tool FluidSurveys™ (2014b) reported an average response rate of 

24.8% to their email surveys, after excluding free users, surveys that received less than 100 

responses, and the 5% of outliers. Response rates to surveys vary widely depending on the 

context, survey design, research affiliation, incentives, and follow-ups. The research I reviewed 

indicated that response rates for email surveys range between 24% and 76% (Sue & Ritter, 

2007). Sheehan (2001) examined the email response rates of 31 studies that appeared in journals 

on marketing, sociology, communication, organizational behaviour, education, statistics, and 

health. The mean response rate was 37.8%, with the most recent years showing 24% (2000) and 



COLLABORATIVE PRACTICE IN STUDENT SERVICES 48 

27.5% (1999). With 60 participants in the inquiry, the achieved 35% response rate was 

acceptable in accordance to literature, although not considered exceptional. 

Participants spanned different roles including counsellors, career advisors, event 

planners, learning coaches, sign language interpreters, library staff, and financial aid advisors. 

The participants surveyed work in the areas of Counselling and Wellness, Career Services, 

Student Affairs, Financial Aid, Student Awards, Library Services, Testing Services, and the 

Aboriginal Student Centre. Managers, team leads, and staff were included in the sample, 

reflecting multigenerational groups that ranged from Millennials to Baby Boomers. Each staff 

member had access to a computer and individual emails, providing equal capacity to participate 

in the survey (see Appendix E, Online Survey Questions). 

Focus group participants. A member of my inquiry team facilitated one focus group 

session with themes coded from the survey data and reviewed by the inquiry team. Originally, I 

offered two focus groups, one for supervisors and one for staff. Due to low response rates, a 

member of my inquiry team conducted one focus group for supervisors who could attend, as well 

as one-on-one interviews with other supervisors and staff. All supervisors invited (100%) elected 

to participate in either the focus group or one-on-one interviews. Separate email invitations were 

sent to supervisors and staff to encourage participation from all areas of the department. 

Interested individuals contacted the external inquiry team member, who was also the focus group 

facilitator, directly to maintain identity confidentiality from the project sponsor and me. Had I 

received a greater response rate from the staff, more than one focus group would have been 

offered to maintain a reasonable focus group size of six to eight people (Patton, 1987). The 

cross-section of participants from different teams supported the use of “group interaction to 
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produce data and insights that would be less accessible without the interaction found in a group” 

(Morgan, 1997, p. 12). 

My management role led to potential power-over issues with LSS staff, and also with 

members of the LLC who may have perceived my leadership role to have influence in their area 

after our departments merged. To mediate the real and perceived conflict of interest that my role 

in the inquiry project could hold, a member of my inquiry team, external to BVC, facilitated the 

focus groups and was the key contact for individuals who expressed interest in taking part in the 

focus group opportunity. 

Interview participants. Due to low participant availability for the focus groups, I 

ensured an interview opportunity was provided to supervisors and staff after a focus group 

reminder email was deployed with no further responses. As previously noted, the external 

inquiry team member conducted the one-on-one interviews. Three participants took part in one-

on-one interviews, providing rich, personal experiences and feedback. Stringer (2007) explained 

that interviews are a “reflective process that enables the interviewee to explore his or her 

experience in detail and to reveal the many features of that experience that have an effect on the 

issue investigated” (p. 69). 

Inquiry team. My inquiry team consisted of a fellow Master of Arts in Leadership peer 

who was external to the organization and a staff member from BVC’s Applied Research and 

Innovation team who was not a part of the college’s ethics review board. The Master of Arts in 

Leadership peer was the key contact for questions regarding the online survey and interest in the 

focus group and one-on-one interviews, as well as the focus group and interview facilitator. He 

managed the focus group logistics, including equipment and set up to record the sessions. Both 
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members of the inquiry team provided feedback on the design of the survey and focus group 

questions and provided insight in the data analysis phase of the inquiry. 

Inquiry Methods 

Data collection methods. As previously noted, for this research I employed Rowe et al.’s 

(2013) ARE variant of AR. I applied a multimethod approach within the larger framing of 

AR/ARE. First, I deployed an anonymous online survey to provide an opportunity for all 

participants to share feedback on the inquiry project topic. The themes generated from the survey 

informed the focus group and interview questions to gain more in-depth stories of participants’ 

experiences and feelings. I chose this multimethod sequence to encourage broad participation in 

the project in the first phase of data collection and the option to participate in a more focused 

face-to-face collaborative inquiry with other members of the division. Researchers noted the 

sequential collection and analysis of quantitative survey data for the purpose of exploring themes 

for qualitative focus group data collection effectively merges and connects two data sets 

(Palinkas et al., 2011; Teddlie & Tashakkori, 2003). 

Online survey. I deployed an online survey to collect demographic data (age, years of 

service, type of role) from participants and feedback on frequency of collaboration and working 

with other teams. Convenient, accessible, and low cost, surveys are often used to “inform 

knowledge, challenge existing assumptions, and shape policies” (Gideon, 2012, p. 3). The survey 

was a reasonable method to employ within the organization, as all potential participants had 

access to an email account, the Internet, and a computer in their workspaces. Given the varied 

schedules of student services professionals, an online survey provided privacy and real-time 

access when it was convenient for the participant.  
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The drawbacks to online surveys included nonresponse error (i.e., lack of knowledge of 

nonresponders’ perspectives), reliance on software, and the anonymity of respondents (Gideon, 

2012; Hammond & Wellington, 2013; Sue & Ritter, 2007). Although often strong on the 

measures of validity and reliability, surveys may not capture the “situated nature of participant 

responses and make naïve assumptions about the accuracy of reported behaviour as against 

actual behaviour” (Hammond & Wellington, 2013, p. 140). Reliability refers to the consistency 

of results over time and its accurate presentation of the total population under the study. Validity 

measures the success of the research methodology in providing answers to the study topic. 

Focus group. I selected the focus group method because the face-to-face interaction 

aligned with the inquiry topic of collaborative practice. Furthermore, despite being from different 

professional backgrounds with varying areas of expertise, all participants had the common 

identity of working in a student services capacity within the postsecondary environment. A focus 

group, as a participative research tool, “places an emphasis on involving people in a community 

in conducting research, because of what that process does for that community in terms of 

developing commitment, capacity, and talents” (Krueger & Casey, 2000, p. 18). The strengths of 

focus groups include debate among participants, reflective sharing, knowledge development, and 

group interaction (Glesne, 2016). Experienced moderator facilitation and group interaction may 

elicit true feelings and beliefs of the people who may be influenced by the research project and 

generate ideas otherwise not considered by participants alone (Morgan, 1997). Limitations to this 

method include the time-consuming analysis of ambiguous data and the quality of feedback and 

participant interaction relies on the experience and skills of the moderator (Glesne, 2016; 
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Stewart, Shamdasani, & Rook, 2007). Combined, the sequence of surveying and focus groups 

provided both quantitative and qualitative data that informed the inquiry research questions. 

Study conduct. After I received research ethics board approval from both Royal Roads 

University and BVC, I met with my inquiry team to review the project purpose and their roles, to 

obtain their signed letters of agreement (see Appendix F, Inquiry Team Letter of Agreement), 

and to confirm their understanding of participant and data safety. I selected members of the 

inquiry team based on their facilitation skills, expertise in research design, and proximity to the 

location of the sponsoring organization. Inquiry team members assisted with communications 

with participants, question piloting, focus group facilitation, analysis of findings and 

conclusions, and drafting final recommendations. Involving the inquiry team in peer review and 

debriefing throughout the research process supported the validity and trustworthiness of data 

outcomes, findings, and recommendations (Glesne, 2016; Nicholas-Casebolt, 2011; Stringer, 

2007). 

Online survey. I piloted the online survey questions with eight participants from other 

college departments, from different divisions than the research participants. We met as a group 

and reviewed the questions on paper and through the survey tool to imitate the end-user 

experience. The pilot participants provided rich feedback on language, question clarity, and 

online survey display, which I incorporated into the finalized survey questions (see Appendix E). 

After the survey was pretested and updated (Sue & Ritter, 2007), I emailed the inquiry 

participants the invitation and information letter (see Appendices G and H), clearly indicating 

that participation was voluntary. The survey preamble (see Appendix I) appeared on the first 

page of the online survey to inform participants that completing and submitting the survey 
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indicated their consent to take part in the inquiry. I used the FluidSurveys™ (2017) software 

tool, which was purchased by SurveyMonkey, a reputable and secure online software company, 

in 2014 (FluidSurveys, 2014a). SurveyMonkey stores their servers in the United States, and as 

such the data gathered were subject to United States legislation; I ensured this was made clear to 

the survey participants in the email. The inquiry team and I analyzed data from the online survey 

to develop and support the themes in collaborative practice to be addressed in the subsequent 

focus group and interview sessions. The survey took an estimated 20–25 minutes to complete 

and stayed open for 10 business days. A reminder was sent 2 days prior to the closing date of the 

survey (see Appendix J, Survey Reminder). 

Focus group. Members of my inquiry team pilot tested the focus group questions, and I 

emailed invitations, information letters, and consent forms to potential participants (see 

Appendices H, K, L, and M). The invitation directed interested participants to contact an inquiry 

team member facilitating the focus groups to protect their identities and to maintain their 

anonymity if they did not wish their participation to be known to me. Interested participants 

provided their names to the inquiry team member. An inquiry team member notified confirmed 

participants and consent forms were collected during the focus group. The facilitator ensured all 

participants were made aware that they had the right to withdraw at any point without prejudice, 

of the confidentiality and privacy limitations of group interviews, and that the sessions would be 

audio recorded. The focus group invitation indicated participants had the option to withdraw 

from the research at any time, while also noting that I would not be able to remove their recorded 

input after the focus group meeting, and all data collected would remain a part of the research 

findings. 
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I scheduled each focus group to be 60–90 minutes depending on the size and discussion 

(see Appendix N, Focus Group and Interview Questions). A member of the inquiry team external 

to the study organization facilitated the focus groups and interviews and a third-party 

transcriptionist transcribed the audio recordings to maintain participant anonymity from the 

project sponsor and me. 

One-on-one interviews. The one-on-one interview questions were similar those used in 

the focus group to maintain consistency in data collection for theme analysis (see Appendix N). 

The one-on-one interviews were offered to supervisors who could not attend the focus group as 

well as to staff, as the invitations did not solicit a sufficient number of participants to run that 

session. The invitations directed interested participants to contact the external inquiry team 

member to set up a meeting time and location (see Appendices K and L). The external inquiry 

team member facilitated the interviews at a time and location that was convenient for the 

participant. Glesne (2016) noted the importance of setting up the interview and selecting a 

“convenient, available, appropriate location . . . [that is] quiet, physically comfortable, and 

private” (p. 113). The facilitator ensured the interviews were tape-recorded; the inquiry team 

member then sent the audio files to a third party for transcription and checked the transcripts for 

identifying information prior to sharing the data with me. The facilitator ensured all participants 

completed the consent forms prior to conducting the interview session (see Appendix O). 

Data validity and trustworthiness. Stringer (2007) emphasized the importance of 

utilizing checks throughout the research process to ensure “researchers have rigorously 

established the veracity, truthfulness, or validity of the information and analyses that have 

emerged from the research process” (p. 57). I ensured transparent and systematic approaches to 
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online survey data collection along with member check-ins during focus groups to establish 

theme consensus were used to confirm participant feedback (Hammond & Wellington, 2013; 

Nichols-Casebolt, 2011; Stringer, 2007) and increase validity. I employed a professional 

transcriptionist to transcribe audio recordings from the focus group and interview sessions to 

ensure data accuracy for coding and theming. Furthermore, the inquiry team and I employed 

strategies to ensure reliability and validity throughout the study. Tactics included ensuring the 

research method fit the questions asked, including participants who were appropriate for the 

study, collecting and analyzing data concurrently, and constantly checking and rechecking data 

to ensure results were consistent at different stages of data collection (Morse, Barrett, Mayan, 

Olson, & Spiers, 2002, pp. 12–13). 

Prior to participant recruitment for the online survey and focus groups, I attended team 

meetings to provide research project information to team leads, coordinators, and their staff. I 

briefed and consulted with the project sponsor at various stages of research design, participant 

recruitment, and data collection to ensure credibility and trustworthiness was considered 

throughout the inquiry and in forming the final recommendations. 

Data analysis. The think phase of data collection involves the interpretation and analysis 

of information collected from participants (Stringer, 2007) and developing stories from what has 

been seen, heard, and read (Glesne, 2016). I used various systematic approaches, as “sorting and 

searching through all [the] data while at the same time creating a consistent and perceptive 

analysis that remains grounded in [the] data” (Gibbs, 2003, p. 2) can be challenging with the 

quantity of data collected from a mixed-method inquiry. 
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The online survey results provided quantitative data, which I then summarized using 

FluidSurveys™ (2017) reporting tools. At my request, an inquiry team member generated 

percentages and cross-tabulation tables to provide demographic context and insight into 

causation and correlation between sets of information provided by the survey questions. 

Data analysis of the focus group transcription involved a combination of coding, 

marginal remarks, and thematic analysis based on a grounded theory approach (Gibbs, 2003; 

Glesne, 2016; Miles & Huberman, 1994). Coding enables the researcher to review data at 

different points with context to consider all possible themes and patterns, producing a language 

for data discussion (Strauss & Corbin, 1998). Miles and Huberman (1994) noted that coding “can 

become tedious if you treat yourself as a sort of machine scanning the pages methodically” 

(p. 66), so I supported coding with marginal remarks. Marginal or reflective remarks can add 

meaning to the transcribed data and allude to important ideas or concepts that the coding may not 

capture (Miles & Huberman, 1994). Glesne (2016) also encouraged the practice of memo writing 

and reminded that by writing, “even as you become intimately familiar with your data, you can 

never be sure of what they will tell you until analysis and writing are complete” (p. 189). 

Data validity and trustworthiness provide assurance that research design and data 

collection “do not merely reflect the particular perspectives, biases, or worldview of the 

researcher and they are not based solely on superficial or simplistic analyses of the issues 

investigated” (Stringer, 2007, p. 57). I ensured this through member check-in, inquiry team 

member input, and project sponsor briefings throughout stages of data collection and analysis. 

Sharing the coding, theming, findings from triangulation, and connections to literature enabled 

me to mitigate researcher bias that may arise from my dual role as researcher and organizational 
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leader as well as preconceived notions of best practices in student services. Triangulation 

involved cross-checking data with inquiry team members from the online survey and focus 

groups to determine overlying themes. 

Ethical Issues 

Ethical considerations were paramount as I embarked on the AR process and “involve[d] 

participants in [the] study; gather[ed] personal, emotional data that reveal[ed] the details of life; 

and ask[ed] participants to give considerable time to [my project]” (Creswell, 2003, p. 44). The 

common ethical issues that researchers encounter centre on consent, anonymity, confidentiality, 

risk and safety, and role conflict (Wiles, 2013). In the dual role of organizational leader and 

researcher, I faced the dilemma of providing quality services to the organization’s mandate and 

going beyond the scope of the research project to contribute to the generation of knowledge 

(Coghlan & Brannick, 2010). Furthermore, I was aware of the need to manage the humanistic 

and scientific obligations as a researcher in an inquiry involving people. 

I undertook this inquiry with utmost respect to participants and followed guidelines 

outlined in the Tri-Council Policy Statement (Canadian Institutes of Health Research, Natural 

Sciences and Engineering Research Council of Canada, & Social Sciences and Humanities 

Research Council of Canada, 2014), the Royal Roads University (2011) Research Ethics Policy, 

and the BVC (2010) Ethical Conduct for Research Involving Human Participants Policy. In the 

subsections that follow, I address the three core elements of the Tri-Council Policy Statement’s 

ethical guidelines: respect for persons, concern for welfare, and justice (Canadian Institutes of 

Health Research et al., 2014). 
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Respect for persons. Recognizing the intrinsic value of human beings and respecting 

their autonomy and freedom to choose and be informed is central to the first core principle 

(Canadian Institutes of Health Research et al., 2014). Nichols-Casebolt (2011) asserted, 

“Individuals should be able to participate in research voluntarily and be given enough 

information about the study to make an informed decision about their participation” (p. 74). I 

operationalized within the inquiry project by providing participants with information letters and 

ongoing informed consent throughout the research. The purpose of the project was shared 

verbally in meetings with teams and in writing through electronic invitations to participate. I 

assured participants that they could withdraw their consent or decline participation without 

consequences or harm to their work or employment status. 

Concern for welfare. The welfare of a person involves their wellbeing in all aspects of 

life. This takes into account the physical, mental, and spiritual health, as well as their physical, 

economic, and social circumstances (Canadian Institutes of Health Research et al., 2014). I 

ensured the welfare of participants by providing ample information for each person to assess 

risks and potential benefits associated with being a part of the research. In the stakeholder 

engagement process with the project sponsor and the team leads and coordinators, I discussed 

potential teams and individuals who could be negatively affected by the research and explored 

ways to minimize the impact on their welfare. To minimize risks and harm to participants, I 

employed strategies to maintain anonymity in the online survey, be transparent about the 

limitations of confidentiality in focus group participation, and address the real and perceived 

implications of my dual role as organizational leader and researcher through written and oral 

communications to participants. 
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Justice. The researcher has an obligation to treat people fairly and equitably (Canadian 

Institutes of Health Research et al., 2014). I invited individuals to participate based on reasonable 

inclusion criteria within the framework of the research question. Inequity emerges when 

particular groups do not have the same or fair opportunity to learn about the project and 

participate fully (Canadian Institutes of Health Research et al., 2014). To minimize 

discrimination in concern for justice, I provided all participants with consent forms and 

information letters to support their decision to participate or not. I invited all eligible participants 

to take part in the survey, focus groups, and interviews, with no bias with regards to age, years of 

services, background, and participants represented a cross-section of teams. 

At the onset of this research I anticipated three aspects that could be challenging. First, I 

believed my dual role of organizational leader and researcher could create the polar perceptions 

that I was completing the research on behalf of the organization or doing it solely for my own 

benefit as a requirement for my program. To mitigate this, I attended team meetings in LSS and 

the LLC to provide information about my school program, research purpose, and nature of the 

organizational leadership project. Written communications in the email invitations and 

information letters also enhanced LSS staff awareness about the research project purpose and my 

involvement. Second, I needed to address real and perceived power-over issues, since some 

participants may have reported directly to me or may have viewed me as an authority figure in 

my leadership role within the department. To mitigate this, I arranged for members of my inquiry 

team to facilitate the focus group and interview sessions to ensure participants did not feel 

pressured or obligated to participate because they knew me. Online survey results did not link 

responses back to participants. I put these measures in place to ensure participants felt safe to 
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share information, knowing that their responses and feedback would remain anonymous and 

confidential. Third, with the LLC merging with LSS around the same time staff that I invited 

staff to participate in the collaborative practice research project, participants may have held the 

perception that the inquiry topic was related to the merger and the two departments working 

together. To alleviate this perception, I maintained transparent communication with teams and 

individuals through initial stakeholder meetings to establish my intentions in conducting this 

research project. The language I used in the information letters and invitations also emphasized 

the study’s focus on collaborative practice in student services, not necessarily between LSS and 

the LLC. I maintained ethical practices and effective communications despite various 

challenging aspects that developed throughout the inquiry.  

Chapter Summary 

This chapter summarized the AR methodology of the inquiry and fit in the current culture 

of LSS at BVC. I described the project participants, data collection methods, and study conduct 

and detailed how I considered ethical issues throughout the inquiry and data analysis. The next 

chapter will present the research findings and conclusions informed by focus groups, one-on-one 

interviews, and online survey. 
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Chapter Four: Inquiry Project Findings and Conclusions 

This chapter presents research study findings, summary of conclusions, and the scope and 

limitations of this research inquiry. In conducting this research, I explored the following primary 

inquiry question: What strategies can be adopted to enhance collaborative practice within student 

services at Bow Valley College? The following subquestions provided insight into the current 

culture of collaboration in LSS and the supports needed to strengthen it: 

1. How do teams in LSS currently collaborate? 

2. What would collaboration between teams and individuals ideally look like? 

3. What strategies could enhance collaborative practices across different teams in LSS? 

4. What supports are needed to implement the recommended strategies? 

The inquiry provided managers and multidisciplinary staff in LSS an opportunity to 

examine and imagine possibilities for strengthened collaborative practice across the department. 

Data collected from an online survey, followed by focus groups and one-on-one interviews 

revealed six distinct themes: 

1. A learner-centred approach bridges interprofessional teams. 

2. Collaboration would enhance role understanding. 

3. Collaboration opportunities and barriers. 

4. Sense of belonging and relationships are vital. 

5. LSS fosters a workplace culture that aligns with values. 

6. The leadership team supports a collaborative environment. 

In the subsections that follow I provide analyses for each finding that are supported by 

data. To protect participant anonymity, I cite excerpts from the focus group sessions using the 
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code FG, quotes from the interviews using the codes I1 through to I3, and the code OS for online 

survey responses. 

Finding 1: A learner-centred approach bridges interprofessional teams. A learner-

centred approach meets the needs and interests of students and supports individual learner 

outcomes. A learner-centred model for service delivery may benefit both students and 

interprofessional teams in student services. Students have access to a variety of services in a one-

stop shop manner, and they may be supported by more than one contact if their primary source is 

not available. Student services professionals benefit by sharing the responsibility of complex 

students and having a team of interprofessional expertise to access and learn from. 

Most participants agreed on the department’s purpose to provide services to students and 

contribute to student success. The common goal of supporting student success and being learner 

centred emerged often and across each research method. Of the online survey respondents, 100% 

answered strongly agreed or agreed that “the department’s purpose is to provide services to 

learners” and “the department’s goals are clear and appropriate for my role.” For example, one 

respondent noted, “Everyone’s dedication to supporting our learners and each other is always 

evident” (OS). 

Students are often at the centre when considering collaboration opportunities. Focus 

group responses echoed this, with one participant asking, “What can we do . . . to make it more 

user friendly for the student?” Participants are motivated to seek efficiencies and ensure the 

learner has access to supports beyond one team’s scope of work (FG). Another participant 

conveyed a sense of satisfaction, noting that it has “been really gratifying to see the students who 

wouldn’t have been able to use our services before, able to get done what needs to be done” 
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(FG). A common sense of purpose was evident in LSS, but role understanding and shared 

expertise across teams also contributes to a collaborative mindset, as portrayed by one 

respondent who stated, “With the knowledge of what other [teams] are doing and where joint 

goals can be found, I think collaboration becomes natural” (OS). 

When asked what factors or variables have supported their ability to work together in 

idea sharing and relationship building, several respondents indicated that a student-centred focus 

was important. One participant asserted, 

It’s probably because we are coming together for students, right? We all kind of, you 

wouldn’t be in student services if you didn’t have a student-services-centred mind. 

Within students, there’s an incredible amount of diversity. That’s what we’re striving for, 

is looking for those gaps in services, or how to make their experience richer and better at 

school. (FG) 

Another participant spoke about the importance of supporting students in multiple ways, 

not just what is offered by one’s own team (FG). A second focus group participant agreed and 

replied, “I was thinking the same thing, just around the focus being on what’s best for the 

learner. We might come at it from different perspectives, but the end goal is the same thing.” A 

learner-centred approach bridges interprofessional teams that may otherwise be supporting 

learners in silos by accessing only their own areas of expertise. Ideally, with the learner’s best 

interest being the common goal, individuals from different teams forge best practices in student 

services together, integrating the collective expertise of the department. 

Finding 2: Collaboration would enhance role understanding. Role understanding is 

the knowledge of interprofessional roles, expertise, and responsibilities. This is especially 
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paramount in student services, in which interprofessional teams and individuals with diverse 

backgrounds work together. Role understanding can impact perceptions of people’s authority, 

decision-making abilities, and influence over other each other. The importance of role 

understanding emerged through both online survey responses and interviews. First, in the online 

survey, 24% of respondents disagreed or strongly disagreed with the statement, “LSS members 

understand each other’s areas of work and practice.” This indicates that almost a quarter of staff 

do not feel they fully understand the role and expertise of others in the department. Second, this 

connects to a comment made during an interview. When asked to describe factors that would 

enhance collaborative activities, I1 suggested staff “have open communications with everyone 

just to know where each other are, know how to reach each other, know what each other does so 

we know if we need help, we can find the right people.” Without mutual role understanding, 

strategic and meaningful relationships and communication can be challenging. 

Through the inquiry process, focus group participants and online survey respondents 

cited the benefit of knowing different roles and responsibilities in the department, and the shared 

expertise available. When the opportunity to collaborate emerged, a focus group respondent 

shared, “It also gives us a . . . better understanding of what our other units are doing. It feels very 

relational.” The experience of collaborating increased staff’s knowledge of each other’s roles, 

responsibilities, and areas of expertise. Collective role understanding also creates opportunities 

to explore potential collaborations. One participant considered “showing interest and 

understanding further what each role/unit’s role is in the whole LSS picture” (OS) to be a part of 

demonstrating collaborative practice. 
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With seven distinct and different teams in the department, it is likely units will become 

insular and siloed. To support collaborative practice with other teams, “stronger knowledge of 

[the] roles, goals, and resources of the other sections would be helpful” (OS). 

Finding 3: Collaboration opportunities and barriers. Opportunities and barriers 

relating to collaboration were evident in the inquiry. Opportunities to collaborate occur more 

often for some than others in LSS. Factors may include role, responsibilities, time, service 

provided, learner demand, and resources required to initiate a coordinated effort that involves 

different teams. Furthermore, staff’s understanding and perceptions of each area’s contribution 

vary. 

Across all research methods, participants were asked to describe ways in which they have 

collaborated or to share a time when they felt most excited and proud to work on something with 

another member of the department. The collaborative initiatives participants described were 

reflective of particular staff roles and collaborative opportunities that either required 

participation or were inclusive of certain teams only. For example, survey and focus group 

participants mentioned LSS’s New Student Orientation. This orientation is the largest campus-

wide event hosted by LSS, and it requires almost all staff in the department to run successfully. It 

is one collaborative opportunity in which most staff can work together and contribute to a shared 

initiative. A participant elaborated on the New Student Orientation event: 

It’s happened three times a year, and it really sort of solidifies us as a community, an LSS 

community, and I think we enjoy helping each other in that manner. We step outside our 

own roles that we’re used to. . . . I think it’s a really good exercise in collaboration and 

support and spirit of LSS. (FG) 
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On the other hand, initiatives such as Budget Boot Camp involve staff from the Awards Office 

and Financial Aid only. Collaborative opportunities are often dependent on staff roles and 

availability to contribute. There may be a perception that certain teams collaborate with each 

other more than others, but this may be due to the traditional function-based teams in student 

services as opposed to individual knowledge and talent. 

Several participants referred to their own specific roles and collaborative opportunities. 

One participant shared, “Within my current role . . . I have recently begun collaborating with 

Accessibility Services and the Academic Success Centre to promote each other’s resources and 

host joint workshops” (OS). Similarly, another participant answered, “Due to the nature of [the 

role], I find that I consult and refer to all the other areas in LSS” (OS). Service type and team 

functions also impact collaboration. As one respondent stated, “We work closely with [team] and 

have done cross training to assist each other’s areas during peak times” (OS). Certain services 

and initiatives facilitate cooperation between individuals from different teams and require 

coordination of interprofessional expertise and departmental resources. 

Supervisors in the inquiry indicated the different ways they needed to collaborate with 

other team leads for strategic and planning purposes such as staffing, budget, promoting each 

other’s events, helping on interview panels, and general brainstorming to increase efficiency and 

effectiveness (FG). There is a sense of interdependency and recognition that collaboration is 

essential to each other’s success at the supervisory level (FG). Furthermore, supervisors have the 

opportunity to collaborate on team development strategies by sharing their individual team 

planning day activities with each other and working with specific areas in LSS that would 

maximize student learning in a single visit (FG). A collaborative effort between the Iniikokaan 
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Aboriginal Centre, Accessibility, and Student Awards enabled Indigenous learners to access 

tutoring and awards more readily than they had prior to the three teams forging a streamlined 

process together (FG). Recounting the experience, one participant expressed, “We all kind of put 

our heads together, and had to be really flexible in how we thought about it. . . . It’s been a huge 

success” (FG). 

Participants revealed that some staff, in their particular roles, are often not available for 

collaborative opportunities or idea-sharing due to their schedules with students. One participant 

noted, “Their time is, as it should be in many respects, filled with meeting individually with 

students, so their time to do collaborations is significantly reduced” (FG). Another participant 

agreed and commented, “Everyone’s overworked; it doesn’t really matter in which capacity. 

Even our staff, . . . [those] who are in the classroom and who are working overtime, . . . we need 

them in the classroom” (FG). On the other hand, particular roles enabled individuals to consider 

new initiatives and enlisting the help of expertise from other teams. One example was creating 

online videos, with a participant explaining, “First it was just me working with the media 

department on [the] videos, and then I invited . . . [others] to create videos, and we worked on 

that together” (I2). Staff roles can impact their participation in collaborative opportunities. 

Several participants noted time and resources as barriers to collaborative practice in LSS. 

An online survey respondent expressed that a lack of “time and resources can limit our ability to 

cross-train and collaborate more. The overall fast-paced daily work can take focus. Sometimes, I 

wish we had more time to reflect and look at potential collaborative opportunities.” Focus group 

participants explained that they would like more time to reflect, communicate, share ideas with 

each other, rather than be “stuck . . . in [the] daily duties, . . . daily grind, and daily operations.”  
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Two types of collaboration surfaced in the inquiry: first, participants noted collaborations 

that were part of cross-functional team initiatives and, second, participants highlighted more 

spontaneous partnerships, in which individuals reach out to specific staff with knowledge and 

expertise that enhanced the outcomes of their task. Role, responsibilities, and availability all 

contribute to an individual’s participation in collaborative activities. Furthermore, time and 

resources remain barriers to many who would like to collaborate more often. 

Finding 4: Sense of belonging and relationships are vital. A sense of belonging in the 

workplace means feeling accepted and having a fit within the social relationships and 

professional acumen of the members. Staff who possess a sense of belonging understand their 

roles, the work of others, and the overall goals of the department better than their counterparts 

who lack this sense of connection. A sense of belonging paves the way for positive interactions 

and a collaborative mindset. 

When asked what factors supported their ability to work together with others, focus group 

and interview participants echoed a high level of trust, connections to each other, and having a 

sense of belonging within the department. As one participant emphasized, 

You know somebody is listening to you. You’re not alone. That Learner Success, it’s 

collaboration, support, I don’t know if the word is . . . collegial. Someone is there. 

There’s respect. There’s support. There’s also, if someone accomplishes an event or what 

they’re doing and they’ve had so many students, there’s praise given. (I3) 

Another participant shared this sentiment of personal connection and valued relationships 

and commented, 
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We know about each other’s lives, and it’s all professional and everything. I think it 

makes it easier to pop into someone’s office and say, “I think I have this great idea. Can I 

share it with you? Can we get something going?” You do have those connections, on sort 

of a deeper level. (FG) 

Furthermore, another participant described building trust through connection and getting to know 

others in a personal and professional way: 

Relationship building, people being accepting of each other’s ideas and views, that kind 

of mutual respect where everything you say matters . . . helpful in communicating with 

others in general and building that close relationship of mutual trust and respect . . . 

something like sharing maybe a little piece of our personal lives just so we’re not another 

title, another face in the department. (I1) 

Trust and respect are outcomes of the support and understanding garnered through 

personal and professional relationships. Staff feel listened to and lean towards cooperating and 

consulting with each other. There is a relational culture in LSS, as staff from various 

backgrounds value knowing the people they work with and building relationships to support the 

work they do. 

The online survey responses conveyed trust and respect in the department. All survey 

respondents (100%) either strongly agreed or agreed that “LSS members care about each other’s 

wellbeing,” with 95% agreeing that “LSS members respect each other’s roles” and 90% agreeing 

with the statement, “LSS members trust each other’s expertise.” I found a lower survey response 

(76%) to the statement, “LSS members understand each other’s areas of work and practice,” 
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which may impact trust and respect for others if staff are not fully aware of the multidisciplinary 

areas of expertise that are present in the department. 

Across participant feedback, the inclination to reach out and seek help or share ideas is 

preceded by an existing relationship founded on mutual trust and respect. Getting to know each 

other and having a shared sense of belonging had a positive effect on staff “feel[ing] more 

comfortable approaching each other” (FG). The willingness to approach others for help or 

consultation in a multidisciplinary environment is vital to providing appropriate services to 

students in various ways. 

An interview participant shared the importance of sense of belonging and inclusiveness in 

meetings with colleagues: 

Being a part of Learner Success [Services] and that inclusion is critical, because I can 

check, I can see. Sometimes somebody will say something and we’ll all laugh, or there’s 

sharing that we don’t talk about here, but in that discussion, it’s sharing, it’s supporting. 

(I3) 

Inclusion and belonging are integral in order for people to fully commit themselves, their 

skills, and their best efforts to the team and organization. LSS staff feel supported, listened to, 

and respected. Furthermore, they are able to effectively connect with others across different areas 

of expertise and explore ideas that contribute to best student services practices. 
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Finding 5: LSS fosters a workplace culture that aligns with values. In line with the 

organizational mission and vision statements, BVC observes seven values including 

accountability, concern for people, excellence, integrity, being learner- and learning-centred, 

teamwork and trust, and respect for diversity (BVC, 2017; see Appendix P). 

The workplace culture in LSS aligns with the organizational values of the college in 

various ways. I found the majority of inquiry feedback focused on a collective culture of staff 

supporting each other’s work and allowing opportunities for team learning and creativity. Of the 

online survey respondents, 95% strongly agreed or agreed with the statement, “LSS leadership 

supports and encourages collaborative partnerships in the department.” All survey respondents 

(100%) strongly agreed or agreed with the statement, “LSS leadership encourages 

interprofessional development opportunities.” These relate to the organizational values of 

excellence, being learning-centered, and teamwork (BVC, 2017). Furthermore, inquiry 

participants across each research method indicated a workplace culture in LSS that values 

diversity, accountability, and integrity. 

When asked to describe factors that support their ability to engage others in idea sharing 

and working together, participants mentioned open-mindedness and communication (I1, I2, FG, 

OS). One respondent explained, 

A lot of people in the team are really open to differences, diversity. We may all have our 

own biases, but a lot of people, at least a majority of people on the team, are really open 

to something different. I think that makes a huge difference. (FG) 

Valuing diverse perspectives and two-way communication contributes to the inclusive 

culture of LSS. One participant noted, “Being a part of Learner Success [Services] and that 
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inclusion is critical” (I3), emphasizing the proclivity to being embraced by one’s colleagues and 

organization. 

Openness and transparency are cornerstones of communication in a growing department 

in which 95% of online survey respondents strongly agreed or agreed with the statement, “LSS 

initiatives and services are communicated to each member of the department.” The same 

response rate was achieved with the statement, “Relevant department information and changes 

that impact students, our teams, or programs, are communicated in a timely manner,” with 95% 

of respondents once again agreeing or strongly agreeing. Staff tremendously value being 

informed and ensuring accountability and integrity when communicating change and operational 

developments. The online survey asked respondents, “What would support you and/or your team 

in collaborative practice with others in the department?” Survey participants’ responses included 

“regular update/communications with the whole department,” “communication with all staff will 

enhance our customer service . . . other information share with all staff,” and “get more 

information about what other teams within our department are doing as well as updates on 

changes in student offerings.” Being informed in a timely manner contributes to feeling included, 

current, and increases one’s ability to contribute more fully to the department goals. 

Participants illustrated the values of trust and concern for people by recollecting their 

experiences when asked to describe factors that support their ability to work with others. One 

participant felt that “somebody is going to actually give you their opinion, even if it’s something 

that you don’t want to hear or that feels very different from yours” (FG). Participants described a 

level of trust and enough concern for others to facilitate honest and straightforward interactions 

(FG). Furthermore, participants reported experiencing positive dialogue and support for both 
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successful initiatives (I3) as well as those that did not turn out as planned (I2). Participants felt 

the ability to make mistakes made it “easier to take risks, and to take on new things” (I2) and 

“not [experiencing] a lot of shame in going for it, trying really hard for something to work, and it 

not being successful” (FG). One respondent emphasized, 

Just knowing that you have the support, sometimes you may want to try something new 

and you don’t know, if you fail at it the first try, you don’t know how it’s going to be 

received. . . . They want you to succeed . . . I don’t feel left alone, so to say, to struggle or 

meet a challenge. (FG) 

There is a culture of concern for others in which staff foster each other’s confidence, 

capabilities, and self-reliance. Staff feel empowered to be innovative, try new initiatives, and are 

not deterred by missteps. As one participant explained, “There’s a climate that supports 

collaboration and creativity, so we’re not under intense pressure to be perfect, so I think that’s 

really good” (I2). 

Staff strive for excellence in their pursuit of best practices in student services, and the 

learner-centred culture in LSS supports trying new approaches to meet evolving student needs. 

Through open-mindedness and communication, diverse perspectives are valued and embraced. 

This culture of inclusiveness allows staff to create at their best and try without fear of 

disaffection. 

Finding 6: The leadership team supports a collaborative environment. The impact of 

the leadership team on organizational culture in LSS emerged as a major theme across all 

research methods. Participants expressed a desire for departmental, group, and cross-team 

gatherings to learn and share together (FG, OS, I2). One online survey respondent remarked that 
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“being informed of the big picture and how every area is interconnected with the overall strategy 

of student success and retention” would support staff and teams in collaborative practice with 

others in the department. Another participant suggested, “Monthly department meetings and 

cross-training will be a good opportunity for updates about learner’s services and resources” 

(OS). Inquiry participants had a genuine interest in gatherings and development opportunities 

that involved members from other teams in the department. One participant remarked, 

We don’t do a group staff meeting with everybody. We used to do a town hall, which was 

nice. Where everybody could drop in and we should share little updates there, but 

predominantly we do work in our own sections of the department. (I2) 

In addition to creating more opportunities for department-wide gatherings and team 

learning, data indicated traits of leadership that resonated with participants. Reflecting on the 

ability to work together: 

[The] attitudes of the staff and the willingness to share ideas, to consult, to work together, 

are so strong in the LSS area. I think that some of that comes from our leadership. I think 

we have a very relational leader who encourages collaboration, who pushes us to 

collaborate. (FG) 

This was reiterated in the online survey, in which 95% of respondents strongly agreed or 

agreed to the statement, “LSS leadership supports and encourages collaborative partnerships in 

the department.” All survey respondents (100%) strongly agreed or agreed to the statement, 

“LSS leadership supports and encourages inter-professional development.” The perception that 

leadership supports collaborative opportunities, team learning, and professional development is 

strong among many inquiry participants. The position that a collaborative culture starts from 
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leadership was highlighted, as one participant acknowledged, “I think we have a very relational 

leader who encourages collaboration, who pushes us to collaborate” (FG). Another participant 

affirmed this view: 

Everybody is willing just to jump in and to help out and to pitch in and to support 

somebody during a peak time. I would say a lot of it has to do with the culture in our 

department, and I would say that that starts at our leadership level. (FG) 

The leadership team in LSS plays a vital role in the development of practices that are 

conducive to enhancing collaborative practice across the department. Inquiry participants shared 

a desire for team learning opportunities, being informed of the resources and expertise in LSS, 

and contributing to student success. 

Study Conclusions 

Based on the inquiry findings and relevant literature, the following conclusions portray 

collaborative practices in the context of LSS at BVC: 

1. Teams collaborate the most when a learner-centred approach to service delivery is 

adopted and supported with resources, training, and timely opportunities. 

2. Strategies that promote role understanding and team identity will effectively increase 

trust and cultivate meaningful relationships across interprofessional teams in LSS. 

3. Collaboration between teams and individuals are preceded by a sense of belonging 

and relationships built on trust and mutual understanding. 

4. The role of leadership in LSS can mitigate barriers to collaborative practice. 
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Conclusion 1: Teams collaborate the most when a learner-centred approach to 

service delivery is adopted and supported with resources, training, and timely 

opportunities. The research findings revealed that staff from different teams in LSS gravitate 

toward collaboration when the members involved have a learner-centric approach to supporting 

students. Being learner centred motivates staff to explore other services and supports beyond 

their own scope of practice when working with a learner and determining a holistic plan for the 

student’s academic, personal, and professional success. One participant shared, when the focus is 

on the learner, 

we might come at it from a different perspective, but the end goal is the same thing, 

right? It’s what’s going to be best for the learners. What I’ve also really seen is just 

flexibility from everybody here, and from our teammates, our team members as well, and 

a willingness to think outside the box with things. (FG) 

Research Subquestion 1, “How do teams in LSS currently collaborate,” was answered through 

participants sharing their experiences of working with other teams and the factors that affected 

opportunities to do so. 

As discussed in Chapter 2, a common purpose gives individuals a reason to work together 

and achieve the best possible outcomes (Bedwell et al., 2012; Kouzes & Posner, 2012; Russell & 

Flynn, 2000; Senge, 2006). Research participants reiterated the importance of focusing on 

learners and being current on the various supports and services that are available through LSS. 

The learner-centred approach in LSS has led to the creation of first-year transition programs such 

as a college-wide new student orientation and other initiatives that involve individuals from 

different teams across LSS. 
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However, Finding 3 revealed that a common goal alone will not suffice; effective 

collaboration also relies on other crucial factors including resources, team learning opportunities, 

and availability to participate in collaborative initiatives (Baert & Govaerts, 2012; Patel et al., 

2012). Several participants noted time was a factor in collaborative activities across teams and 

individuals. Some desired more time for reflection, communication, planning, and strategizing, 

while others felt their time was mostly seized by meetings, appointments, and other required 

duties that prevented them from working with others. Baert and Govaerts (2012) discussed how 

certain job conditions and requirements may lead to “high work pressure, understaffing, low or 

too high job complexity, little time for reflection, the mere focus being on job execution, poor 

communication, etc.” (p. 544). 

Participants shared that professional development and organizational gatherings such as 

college-wide meeting days were important opportunities for training and development with 

colleagues. One participant provided another example of shared learning in which different 

teams used similar materials and topics at their own team planning days:  

It all kind of put us on the same page with some of our PD [professional development] 

activities, which really as a whole, benefitted all the staff, to kind of get that crossover 

and that cross-training. That was really positive. (FG) 

This parallels the literature reviewed in Chapter 2 and Senge’s (2006) assertion that “team 

learning is vital because teams, not individuals, are the fundamental learning unit in modern 

organization. This is where the rubber meets the road; unless teams can learn, the organization 

cannot learn” (p. 10). 
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Research Subquestion 2, “What would collaboration between teams and individuals 

ideally look like,” was partially addressed by staff desiring more time for working together, 

opportunities involving members from different teams, and adequate training and resources. 

Conclusion 2: Strategies that promote role understanding and team identity will 

effectively increase trust and cultivate meaningful relationships across interprofessional 

teams in LSS. Finding 2 indicated the importance of role understanding and highlighted the 

challenge of the merging the identity of distinct teams in LSS. Providing insight into the research 

Subquestion 3, “What strategies are recommended to enhance collaborative practices across 

different teams in LSS,” many participants remarked that knowing the role, job duties, and 

expertise of others in the department was essential to working together and developing 

collaborative initiatives. This aligns with literature reviewed in Chapter 2, which indicated role 

understanding increases staff’s respect for each other’s professions and how each student 

services professional may contribute to the collective goals of the department (MacDonald et al., 

2010; Suter et al., 2009). The online survey results indicated that 76% of respondents agreed or 

strongly agreed with the statement, “LSS members understand each other’s areas of work and 

practice.” Strategies that promote role understanding are vital to team identity, trust, and building 

meaningful relationships. MacDonald et al. (2010) explained that role understanding increases 

the ability of individuals to describe their scope of work in relation to others, address 

misconceptions, respect one another, identify overlapping professional skills, and value the 

benefits of team sharing and collaboration. Role understanding and developing a stronger team 

identity to cultivate meaningful relationships can be effective for all LSS staff. 
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Providing counterevidence to the literature reviewed in Chapter 2 on generational 

differences and motivational factors (Howe & Strauss, 2003; Wong et al., 2008), the inquiry 

results indicated that regardless of generational cohort, many staff embraced an affiliative and 

team-orientated attitude, championing team identity. Literature pointed to Millennials desiring 

more association with others and being at a point in their younger careers at which building 

networks is essential (Wong et al., 2008). However, 85% of LSS staff belong to the Baby 

Boomer and Generation X cohorts, and inquiry feedback indicated a strong propensity to build 

meaningful relationships across interprofessional teams. This may also be due to the 

multidisciplinary nature of student services and learner-centred approach that demands integrated 

service delivery. The smaller proportion of Millennials in LSS does not appear to negatively 

impact the desire to build relationships in the department; however, an increase in Millennial 

members may have the potential to positively influence the extent of networking and team 

identity building. 

Conclusion 3: Collaboration between teams and individuals are preceded by a sense 

of belonging and relationships built on trust and mutual understanding. Participants 

emphasized the significance of possessing a sense of belonging in the workplace and a network 

of colleagues whom they trust and know, providing insight into the research Subquestion 2, 

“What would collaboration between teams and individuals ideally look like,” and Subquestion 3, 

“What strategies are required to enhance collaborative practices across different teams in LSS?” 

As reflected in the literature view, trust (Connell et al., 2003; Mayer et al., 1995; 

Möllering et al., 2004; Ruthkosky, 2013; Schein, 2010) and mutual understanding (Suter et al., 

2009) are foundational factors in building meaningful relationships among interprofessional 
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teams. Mutual understanding in LSS enables staff to learn the collective expertise, roles, and 

knowledge accessible to each other in developing best practices in student services. Joint 

initiatives and ideas develop from mutual understanding and from opportunities to work towards 

a common goal emerge, and trust develops as each member takes a risk to succeed together. This 

process parallels the literature reviewed in Chapter 2 on role understanding and developing trust 

and shared goals (Bedwell et al., 2012; Kouzes & Posner, 2012; Senge, 2006). 

Kouzes and Posner (2012) observed that workplaces have come to be where people 

pursue meaning and identity (p. 120) and where “creating a climate of trust” (p. 219) fosters 

collaboration and relationship building. In the focus group, the facilitator asked participants, 

“What factors have supported your ability to work together with others in idea-sharing and 

relationship building?” In response one participant shared, “I don’t think anyone is afraid to 

come together in our group sessions and admit they are struggling with something. Everybody is 

very supportive and always has good, positive ideas” (FG). Participants also noted “open lines of 

communication both up and down [the] department” (FG). 

Conclusion 4: The role of leadership in LSS can mitigate barriers to collaborative 

practice. Leadership in LSS plays a pivotal role in supporting strategies to enhance collaborative 

practice in the department and among interprofessional teams. The research Subquestion 4 asked, 

“What supports are needed to implement the required strategies?” The supports can only be 

successful if there is unified commitment from the director and the team leads and coordinators 

to provide encouragement and timely opportunities for staff to collaborate and learn together. 

Aligning with literature from Chapter 2, the findings that LSS leaders value collaboration and 
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shared learning is conducive to promoting unified action in the delivery holistic student supports 

to BVC students (Archer & Cameron, 2009; Evans, 2012; Kocolowski, 2010; Thomas, 2002). 

Furthermore, LSS leadership operate under BVC’s (2017) organizational values 

(accountability, concern for people, excellence, integrity, learner- and learning-centred, 

teamwork and trust, and respect for diversity) that parallel collaborative competencies discussed 

in Chapter 2. The literature pointed to interpersonal skills, teamwork, organizational culture and 

support, and trust as being paramount to collaboration in the workplace (Evans, 2012; Getha-

Taylor, 2008; O’Dell & Hubert, 2013; Patel et al., 2012). 

It is evident from the inquiry results that LSS fosters a culture of openness and trust 

among the leadership team and staff. Many staff agreed that LSS provides leadership support of 

collaborative partnerships within the department and professional development opportunities. 

The findings also reflected trusting and supportive relationships between management and staff, 

discussed in Chapter 2 as being an important internal factor to employee engagement (Townsend 

et al., 2014). 

Scope and Limitations of the Inquiry 

This inquiry explored the collaborative experience of staff in LSS at BVC. LSS 

encompasses an extensive share of student services on campus, but does not include all student 

services available and provided by other departments. The inquiry concentrated on student 

supports provided through Accessibility, Counselling and Wellness, Student Awards, Financial 

Aid, Student Affairs, Career Services, the Iniikokaan Aboriginal Centre, and the RGO LCC. The 

outcomes of this inquiry are applicable to other postsecondary institutions as the functions of 

student services are similar in higher education, mostly differing in organizational structure and 
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capacity. Nonetheless, there are limitations of the inquiry to report in the areas of participant 

representation and timing of the study. 

Participant representation in the research methods varied. The online survey was 

thorough in capturing feedback from staff across different teams, with varying years of service, 

and generational cohorts. However, the second research method that followed, focus groups, was 

more challenging to recruit for. I had initially planned to conduct two focus groups, one for 

supervisors and one for staff. The supervisor focus group was well attended, but the staff focus 

group did not receive enough responses, so those interested attended one-on-one interviews 

instead. At the time of the focus groups, my sponsor, inquiry team members, and I determined 

another communication sent to staff to invite everyone to one-on-one interviews would not be 

ideal. I discussed this issue with my project sponsor, research inquiry team, and thesis 

supervisor, and we agreed that the data collected offered adequate insight for the study and 

inviting staff to another round of data collection would not provide any further information. 

The timing of the study posed challenges in two ways. First, the 2 years from the start of 

the program to study design and data collection were accompanied by considerable 

organizational restructuring and change that impacted teams and individuals in LSS. Although I 

provided an information letter and email to staff and encouraged supervisors to discuss the 

project with their teams, potential participants may have felt reluctant or indifferent towards 

taking part in a research project on the topic of collaborative practice. Furthermore, I conducted 

the online survey and focus groups a few weeks apart and during the middle of the fall semester, 

the largest and busiest intake of the year. The online survey response was satisfactory at 30%, 
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but despite efforts to offer staff focus groups over the lunch hour in a span of 90 minutes, 

participation was limited. 

The methods used in the inquiry and response rates are not statistically significant, and is 

useful only as a theoretical case study for other settings. At a 95% confidence level, the online 

survey response of 21 respondents of a population of 60 yields a confidence interval of +/ 17.4%. 

Achieving a confidence interval of +/- 5% would have required 52 respondents out of 60. 

Chapter Summary 

This chapter outlined key findings that encapsulated the experiences and unique 

perspectives of student services professionals in LSS collected through an online survey, focus 

groups, and one-on-one interviews. Conclusions on the current practices and experiences of LSS 

staff were presented based on the findings and connected to the literature review, answering the 

main research question. The next chapter will present the study recommendations, organizational 

implications, and significance for future inquiry. 
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Chapter Five: Inquiry Project Recommendations and Implications 

The research findings and conclusions of the inquiry project presented insight into the 

organizational culture of LSS and possibilities for enhancing collaborative practice among 

interprofessional teams. The multidisciplinary nature of student services creates a unique 

collective of skilled staff with diverse educational, personal, and professional backgrounds. Staff 

conveyed a strong learner-centred approach to service delivery and the circumstances that would 

enhance collaborative practices across teams in LSS. 

This final chapter presents recommendations for consideration and future 

implementation. They address the following inquiry question: What strategies can be adopted to 

enhance collaborative practice within student services at Bow Valley College? The 

recommendations also address the following subquestions: 

1. How do teams in LSS currently collaborate? 

2. What would collaboration between teams and individuals ideally look like? 

3. What strategies could enhance collaborative practices across different teams in LSS? 

4. What supports are needed to implement the recommended strategies? 

I developed the recommendations through reflective analysis of the major themes from 

the inquiry, presented in Chapter 4. Furthermore, this chapter discusses organizational 

implications and proposed areas of future inquiry to further increase the understanding of how 

enhancing collaborative practice in LSS will elevate the student experience and strengthen 

interprofessional relationships. 



COLLABORATIVE PRACTICE IN STUDENT SERVICES 85 

Study Recommendations 

The study recommendations are based on the research findings and conclusions described 

in the previous chapter and informed by literature from Chapter 2. I took into consideration the 

organizational, divisional, and departmental changes that have transpired and that will continue 

to unfold as BVC advances under new executive leadership and expands programming and 

mandate. The recommendations presented are as follows: 

1. Foster role clarity and mutual understanding through team presentations at the LSS 

department meeting on the annual college-wide meeting day. 

2. Strengthen team identity by updating the department vision and mission and share 

these statements with all staff in multiple ways. 

3. Continue to promote trust and shared learning at an LSS planning day session using 

appreciative inquiry. 

4. Inspire an atmosphere of transparency and openness with town hall meetings hosted 

by the director and team leads to share updates, hear ideas, share challenges, and 

promote creative solutions. 

5. Develop and promote consistent LSS communications for staff to use with external 

groups. 

Recommendation 1: Foster role clarity and mutual understanding through team 

presentations at the LSS department meeting on annual the college-wide meeting day. It is 

rare for operations to be closed entirely during a regular school day for LSS to have an inclusive 

department meeting or gathering with all staff. The college-wide meeting day at BVC is one 

scheduled day each year when the entire college closes for departments to have all-staff meetings 
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and/or participate in professional development and training activities. This is an opportunity for 

teams to possess undivided attention and learn about each other’s functions, roles, and current 

best practices in student services. Teams can share the unique roles and expertise in their areas of 

practice. 

The LSS department encompasses teams from Accessibility, Counselling and Wellness, 

Financial Aid, Student Awards, Student Affairs, Career Services, the Iniikokaan Aboriginal 

Centre, Academic Success Centre, and the RGO LLC. Within the teams are diverse 

administrators, professionals, strategists, and leaders, each with varying educational backgrounds 

and professional experience. Findings from the inquiry reflect a need to increase role 

understanding and clarity on the services and supports provided by different teams in LSS. 

J. Rose (2011) discussed the impact of territory and power on interprofessional teams. By 

sharing knowledge about different roles and services within LSS, staff may be more aware of 

their own roles, the role of others, and areas in which overlap may lead to collaborative 

opportunities and enhanced practices. 

MacDonald et al. (2010) asserted that individuals who possess knowledge of each other’s 

professional roles are more likely to respect the roles, expertise, and unique contributions of 

others. Mutual understanding can be achieved through dialogue and discussion at the annual LSS 

department meeting by sharing best practices, trends, and challenges in delivering student 

supports. Teams rely on each other in LSS, and everyone plays an impactful role in contributing 

to the network of services created to support student success. 
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Recommendation 2: Strengthen team identity by updating the department vision 

and mission and share these statements with all staff in multiple ways. The research findings 

reflected the views of a multidisciplinary group of professionals defined by roles, functions, and 

teams. Under one department, LSS is a myriad of services and supports, with supervisors and 

coordinators leading individual units. The literature strongly supported the preconditions of team 

identity and shared purpose for effective collaborative practice. Eckel and Grossman (2005) 

asserted, “The more that team members identify with one another, the more likely they are to 

believe they hold similar goals, values, and norms, and the more willing they will be to cooperate 

and work together as a team” (p. 373). 

The LSS department created vision and mission statements several years ago (BVC, 

2011), along with specific values that aligned with the department’s student services role within 

the college. With organizational and departmental changes over the last few years, the timing is 

right to update the departmental vision and mission to reflect current and aspired practices. 

Verma (2010) stated, 

One of the important reasons for the articulation of mission and vision . . . is to define 

and diffuse a set of beliefs and notions that guide people behaviour. They communicate 

in explicit form as to what is important for the organization and what it cherishes. 

(p. 161) 

Meacham and Gaff (2006) believed that “the mission statement is the necessary condition 

for many different individuals to pull together through a myriad of activities to achieve central 

shared purposes” (p. 8). McGregor (as cited in Burke, 2009) observed the criteria for an effective 

team and included “understanding, mutual agreement, and identification with regards to the 
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primary task” (p. 637) as being present, whereby “members have clarity about their ultimate 

purpose or mission and are committed to its accomplishment” (p. 637). Consequent to creating a 

vision and mission statement is sharing with staff in multiple ways. 

I recommend using various communications and team and department meeting 

opportunities to share and reflect on the vision and mission of LSS. First, team leads can share in 

their individual unit meetings and annual planning days. Enforcing the vision and mission at the 

team level is critical for connecting their function and roles to the department purpose. 

Understanding one’s own role is important before understanding other roles in the context of 

other interprofessional teams. Second, review the vision and mission statements at the start of the 

town hall meetings each semester, thereby commencing the gathering on the overarching theme 

that drives the work of everyone in the department. Third, I advise the director send email 

updates to all LSS staff at the beginning of the new year or semester start. Relational internal 

communications from department leadership provides a personal message for those who may not 

work directly with the director and invites recipients to reply with thoughts or comments. 

Finally, the vision and mission can be revisited at the annual college-wide meeting day with the 

entire department prior to commencing the day’s team-building and professional development 

activities. 

Sharing the departmental vision and mission in multiple platforms and moments 

throughout the year can strengthen staff awareness of and identification with the department’s 

specific purpose and goals. Strong team identity contributes to the way individuals identify 

themselves with each other and the productivity of their collaborative relationships. 
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Recommendation 3: Continue to promote trust and shared learning at an LSS 

planning day session using appreciative inquiry. Trust and shared learning were interwoven 

into the findings that reflected importance of sense of belonging, relationships, and a workplace 

culture that aligns with values. Weisbord (2012) contended, “People hunger for community in 

the workplace” (p. xxxvii) and believed in helping people to “find for themselves dignity, 

meaning, and community in work” (p. 339). An immersive and inclusive brainstorming session 

facilitated with an appreciative inquiry approach can have a powerful and lasting effect on 

participants in the team-building process. The process of appreciative inquiry dissolves 

hierarchy, equalizes roles, and enables synergy and cooperation (Cockell & McArthur-Blair, 

2012; Cooperrider et al., 2008; Whitney & Trosten-Bloom, 2010). Applied specifically to higher 

education, Cockell and McArthur-Blair (2012) acknowledged, 

In higher education, we seek the positive core in millions of learners every year. We tell 

them that they can achieve their dreams and that they have the right to pursue knowledge, 

skills, and imagination that can drive their futures. As educators, we seek this positive 

core though a myriad of teaching and learning techniques. It is now time to also build our 

institutions by using Appreciate Inquiry processes in all aspects of the institution. (p. 2) 

The research findings reflected the staff’s desire for more time together and more time for 

planning and collaborative opportunities. Setting aside designated time for all staff to take part in 

an appreciative inquiry in which they discover and explore the ideal future of student services 

and staff members’ roles in making that future happen will promote trust and shared learning. It 

also provides an opportunity for staff from different teams to socialize and relationship build 

over the appreciative inquiry process. Furthermore, an appreciate inquiry session enables each 
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staff member to contribute to the overall strategy and planning of the department. Senge (2006) 

expressed the importance of going from personal visions to shared visions and noted, “The first 

step in mastering the discipline of building shared visions is to give up traditional notions that 

visions are always announced from ‘on high’ or come from an organization’s institutionalized 

planning process” (p. 198). A collective approach to planning instils commitment and the 

experience of appreciative inquiry enhances trust and shared learning. Staff in LSS have 

participated in various appreciative inquiry experiences at the institutional, divisional level, and 

departmental level with positive feedback.  

Recommendation 4: Inspire an atmosphere of transparency and openness with town 

hall meetings hosted by the director and team leads to share updates, hear ideas, share 

challenges, and promote creative solutions. This recommendation centres on the theme of 

fostering a workplace culture that aligns with values of the organization and staff. Many of the 

online survey respondents expressed that “LSS initiatives and services are communicated to each 

member of the department” and “relevant department information and changes that impact 

students, our teams, or programs, are communicated in a timely manner.” Staff tremendously 

value being informed and ensuring accountability and integrity when communicating change and 

operational developments. 

With a growing department and emerging organizational changes that impact our 

services, hosting a town hall meeting each semester that is convenient for most staff will provide 

an opportunity for departmental leaders and staff to gather and check in. Unlike the college-wide 

meeting day or other longer meetings, a town hall can be facilitated in an hour, with timely 



COLLABORATIVE PRACTICE IN STUDENT SERVICES 91 

updates from the director and leadership team on current issues and challenges from that 

semester. 

Hosting a town hall session also provides an opportunity for staff to ask questions 

pertinent to the current state and provides an open forum in which information is shared among 

colleagues. Questions can be submitted ahead of time in a confidential manner, if staff prefer an 

anonymous method of contributing to the discussion. This can be done through a Wufoo form 

(SurveyMonkey, 2017b) or survey platform such as SurveyMonkey (2017a) and JitsuTech 

(2017) for simplicity and anonymity. Wufoo is an online software used to generate fillable forms 

online. SurveyMonkey and JitsuTech are typically used for creating online surveys but are also 

effective for short forms. Each solution provides anonymity, and responses are collected and 

readily available in other formats (e.g., Microsoft Word, Excel, etc.). The objective of the 

recommendation is to connect with staff and give participants an opportunity to be involved in 

two-way dialogue and discussion about timely and current successes and issues in the 

department or as related to the entire organization. 

Recommendation 5: Develop and promote consistent LSS communications for staff 

to use with external groups. I offer this recommendation in consideration of developing a 

cohesive team identity and the challenges of promoting LSS to internal faculty and staff at the 

college. Team identity and learning is essential to successful collaboration among 

interprofessional teams as well as mutual understanding. By developing consistent messaging 

and communications for all LSS staff to share with other departments, teams “share a new 

language of describing complexity . . . [and] start to learn the language of systems thinking” 

(Senge, 2006, pp. 250–252). 
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Individuals may be well versed in their own roles and scope of practice. However, 

understanding the roles of others in the department and being able to articulate the collective 

expertise offered by LSS is essential to expanding awareness of student services within the 

postsecondary context. Sharing a common purpose and trusting each member to articulate the 

collective supports provided by LSS strengthens team identity and role understanding 

(MacDonald et al., 2010; Suter et al., 2009). Furthermore, internal organizational stakeholders 

such as faculty, staff, and students gain a better understanding of supports provided in the areas 

of Accessibility, Counselling and Wellness, Financial Aid, Student Awards, Student Affairs, 

Career Services, the Iniikokaan Aboriginal Centre, Academic Success Centre, and the RGO 

LLC. 

Organizational Implications 

Participants in the study identified opportunities to enhance collaborative practice within 

student services in LSS through an engaging and synergetic AR process. The appreciative 

inquiry stance was interwoven into the focus group and interview questions to elicit feedback 

that was grounded in participant views and their social constructs, whereby “they will become 

more radically relational” (Cooperrider et al., 2008, p. 2). In reflecting on what was working 

well, what could be the ideal, and the possibilities for the future, participants contributed to 

findings and conclusions that informed recommendations to enhance current best practices, 

create opportunities for team development, and advance the role of student services at BVC. The 

AR process (Coghlan & Brannick, 2010; Stringer, 2007) and the ARE model (Rowe et al., 2013) 

are highly participatory and collaborative, supporting change in a manner that is inclusive and 

considers input of all stakeholders. For those who participated in the inquiry project, their 
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perspectives, ideas, and needs will be considered and respected. Participants will be invited to 

take part in the study recommendations and be supported in future opportunities for team 

learning and collaboration among interprofessional teams. The recommendations focus on 

strengthening LSS as a multidisciplinary department of talented individuals under one unified 

purpose and team identity, and then proceed to communicate the value and importance of student 

services to the broader BVC community in a meaningful and cohesive manner. 

I involved the project sponsor and inquiry team in the process of analyzing draft findings 

and conclusions as well as in the construction of relevant and actionable recommendations 

within the context of the organization. The inquiry team external member provided insight from 

an outsider perspective on teams and collaborative practice in relation to practices in other 

organizations and contributed an objective voice as the focus group and interview facilitator. The 

internal inquiry team member is highly knowledgeable of higher education institutions in 

general. Particularly, and especially of, the organizational culture of BVC and the structural, 

human resource, political, and symbolic frames (Bolman & Deal, 2013) that impact individuals 

and teams. The project sponsor was engaged in discussions regarding the recommendations and 

provided endorsement and guidance on future implementation. 

The results of the applied inquiry will require LSS leaders and staff to engage in a 

personal and professional development process in which their current mental models will 

potentially be challenged to make room for new, innovative, and more collaborative ways of 

delivering best practices in student services. The effects have potential to be far-reaching. 

Individuals in the units of Accessibility, Counselling and Wellness, Financial Aid, Student 

Awards, Student Affairs, Career Services, the Iniikokaan Aboriginal Centre, Academic Success 
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Centre, and the RGO LLC have opportunities to build meaningful relationships and collaborative 

projects across interprofessional teams. Strengthening internal LSS team identity enables every 

member of the department to advocate for and disseminate the value and purpose of student 

services to other stakeholders in the college. In doing so, opportunities for collaboration with 

other departments may emerge. Internal college stakeholders include other academic and 

nonacademic areas such as the School of Community Studies and Creative Technologies, the 

School of Health and Wellness, Chiu School of Business, Centre for Excellence in Foundational 

Learning, Centre for Excellence in Immigrant and Intercultural Advancement, International 

Education, Regional Stewardship, Marketing and Communications, and Fund Development. 

The recommendations presented catapult LSS into a team-learning environment focused 

on the possibilities of the staff’s collective knowledge and expertise over the ability of 

individuals and units. Communication and team learning are also emphasized to support 

collaborative practice among different teams and staff in LSS. 

Since the inception of the inquiry project topic, I invited team leads and coordinators to 

have informal and formal discussions regarding the research topic. As all staff were invited to 

participate in the research methods, they were made aware of the internal inquiry project taking 

place and the future reporting that would occur. A part of implementation will involve sharing 

inquiry findings, conclusions, and recommendations with supervisors and having dialogue and 

discussion around the supervisor’s role in managing the changes and motivating staff to 

participate fully. 

The implementation process entails understanding how individuals and groups learn 

together and utilizing strategies to contend with mental models, defensive routines and denial, 
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and successful change and learning models (Argyris, 1993, 2010; Coghlan & Brannick, 2010; 

Schein, 2010; Senge, 2006). Approaching staff with transparency, openness, two-way dialogue, 

and opportunities for practise will be key in garnering alignment across multidisciplinary teams. 

The LSS leadership need to demonstrate understanding and proceed in cogenerative activities 

that “protect us and others from threat or embarrassment” (Senge, 2006, p. 220). 

Leadership implications for change include fostering interprofessional relationships 

across different teams in LSS, strengthening team identity, and allotting the required resources to 

support collaborative practices. Cox and Strange (2010) described the key implication for 

leadership in student services and implementing a shared vision, interdependence, and a system 

of recognition and reward: 

Attention is needed to ensure that system aligns in the same direction as the desired team 

output. Higher education teams, be they a group to advise on academic readiness 

programs or the executive team of student services portfolio, need to be intentional in 

their operating principles in order to achieve cohesiveness and efficiency. (p. 182) 

Enhancing collaborative practices in LSS begins with the members of the team, their 

attitudes, beliefs, and behaviours. The recommendations support role clarity, mutual 

understanding, team identity, trust, shared learning, and, ultimately, an organizational culture in 

which “each team member remains conscious or other team members, and can be counted on to 

act in ways that complement each person’s actions” (Senge, 2006, p. 219). In the course of 

implementing change and learning, leadership in LSS will be called upon to model the way, 

inspire a shared vision, challenge the process, enable others to act, and encourage the heart 

(Kouzes & Posner, 2012). 
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Torbert and Taylor (2008) characterized three levels of AR inquiry in first, second, and 

third person in which a personal, interpersonal, and organizational lens are employed, 

respectively. The third-person objectivity of this inquiry enabled authentic and personalized 

experiences of participants to emerge and inform recommendations in a function of 

postsecondary institutions that continue to evolve and influence the landscape of higher 

education all over the world. The student services field “has emerged as a solid presence in the 

post-secondary enterprise and has become a significant instrument in creating institutional 

environments that nurtures student success on campus” (Cox & Strange, 2010, p. 17). 

Furthermore, researchers conducting third-person inquiries endeavour to disseminate findings to 

broader audiences. 

Collaborative practices can be implemented within LSS to maximize the potential of the 

multidisciplinary teams and collective knowledge of this unique assembly of professionals; these 

practices can then be modelled to other student services at BVC and may certainly be applied to 

student affairs functions in other postsecondary institutions. Although the inquiry is did not have 

a statistically-significant sample, the outcomes of the inquiry and recommendations could be 

used as a case study, as the inquiry results may have relevance at other Canadian postsecondary 

institutions. Literature on collaborative practice among interprofessional teams remains largely 

available in the healthcare, business, human services, and broader education field (Beech & 

Huxham, 2003; Crawford, 2012; Gittell, Godfrey, & Thistlethwaite, 2013; Gulley & Mullendore, 

2014; Lawson, 2004; Patel et al., 2012; Rose Louise, 2011).  

Postsecondary institutions are powerful drivers in building cities, the workforce, engaged 

citizens, and sustainable economies. As jobs, technology, organizations, market forces, and 
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global entities evolve and change rapidly within Alberta, the ability for postsecondary 

institutions to advance and meet the needs of today’s learners and tomorrow’s workforce 

requires a strong mandate that incorporates supports and services tailored for student success. 

From the beginning, this AR project was fully supported and championed by the sponsor 

(Lynn Connell, Director, Learner Success Services). With over 20 years of experience in student 

services and higher education, coupled with her own postgraduate studies in adult learning, the 

sponsor understands the need for responsiveness in achieving effective change. I will be 

presenting the following timelines to the sponsor and the team leads and coordinators for 

discussion: 

• Recommendation 1 (fostering role clarity through team presentations) could be 

implemented in October 2017, when the next college-wide meeting day is scheduled.  

• Recommendation 2 (strengthening team identity by updating the department vision 

and mission statements) may occur at the upcoming annual LSS leadership planning 

day, which is usually scheduled in June. 

• Recommendation 3 (continue promoting trust and shared learning through 

appreciative inquiry) will take more time to plan, as it is difficult to close operations 

and enable all LSS staff to take part in a department-wide appreciative inquiry 

session. This may have to be completed over two sessions to enable all staff to take 

part while ensuring services are available. 

• Recommendation 4 (hosting town hall meetings) may commence in the fall of 2017. 

• Recommendation 5 (employing consistent communications processes) is already 

underway, as LSS is developing key communications across different media (print, 
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electronic, presentations, etc.) with information about LSS and the collective services 

and supports offered by the department. 

As the inquiry comes to a close and the organization moves into the implementation 

phase, my role will shift from researcher to leader. I will share the inquiry outcomes, engage in 

discussion with the LSS leadership team to understand and deconstruct barriers to collaboration, 

and design a cohesive strategy to put the recommendations into the practice. As a colleague in 

student services, I will continue to learn about the knowledge and expertise of others in the 

department while connecting the work LSS staff do as a collective to the broader operations of 

BVC. In addition, I will explore sharing my inquiry findings with provincial and national 

associations and groups dedicated to the field of student services and best practices in higher 

education. These include the Alberta Student Services Conference, the Canadian Association of 

College and University Student Services, the Student Affairs Administrators in Higher 

Education, and organizations dedicated to leadership in higher education such as the Chair 

Academy. The Canadian postsecondary landscape is vast and unique, with talented individuals 

driving the success of the institution every day, in every way, one student at a time. 

Implications for Future Inquiry 

The LSS department represents a greater part of student services in the Learner Services 

and Enrolment Division at BVC. However, through organizational restructuring in the last year, 

there have been changes to LSS at the division and department levels. The Learner Services and 

Enrolment Division expanded to include International Education and Regional Stewardship. At 

the department level, Alumni Relations shifted from LSS to Business Development in the 
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External Relations Division. Furthermore, the RGO LLC joined LSS under the leadership of one 

director. 

Since the inquiry began over a year ago, LSS has gained a new Vice President, Learner 

Services and Enrolment and a new President and Chief Executive Officer (her predecessor 

retired in December 2016 after 20 years of service). With changes in leadership and 

organizational structure at all levels and across functional divisions in the college, it would be 

timely to engage all members of the new Learner Services and Enrolment division in an inquiry 

into collaborative practices within departments in the division. Another suggestion for future 

inquiry is the collaboration between academic areas and student services. This is especially 

critical as the college introduces new academic programs, increases enrolments, and explores 

new learning pathways and modes of delivery to support BVC’s (2016b) approach to teaching 

and learning at “any time, any place, any path, [and] any pace” (para. 1). The delivery and 

strategic placement of student services will continue to be an essential part of the institutional 

plan in supporting student success and wellbeing. Student Services will transform and grow to 

align with institutional goals, changing student demographics, academic programming, 

government funding and direction, technology tools, and economic forces. 

This inquiry was ultimately about people. Whether it is the people who work at BVC, or 

the students LSS supports and serves, student services staff are fundamentally affecting the well-

being of others. At the most detailed level of the inquiry, I examined collaborative practice 

among interprofessional teams in LSS. In the bigger picture, the small actions taken because of 

this inquiry will have a ripple effect on the vast network of relationships that make up the core of 

every organization. 
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The project sponsor fully supports and has agreed to move forward with the 

recommendations from the inquiry. A make-it-happen session with LSS Team Leads and 

Coordinators will be the next step in sharing the outcomes of the study and discussing the role of 

leadership in supporting and implementing the study recommendations. Perhaps the most 

obvious yet also least considered finding from the inquiry, initially, was the immense influence 

and importance of leadership in the development and preservation of a collaborative work 

environment. I began the inquiry focused on staff, interprofessional teams, and finding 

partnerships between the multidisciplinary groups. I believed that personal attitude, commitment, 

and common language on being learner-centred were enough to drive individuals on cross-team 

collaborations. However, there are a myriad of personal and organizational factors that impact 

effective collaboration. Role understanding, team learning, collective identity, resources and job 

duties all contribute to and affect collaborative practice. Furthermore, the overarching finding in 

the inquiry was the significance of leadership in student services and the ability to navigate the 

unique and changing landscape of postsecondary education. Student services leaders in LSS keep 

one eye on the mammoth institutional system while maintaining focus and leadership on the 

multifaceted individuals and teams that comprise the unit. 

Thesis Summary 

This thesis began as an organizational leadership project rooted in the ARE model (Rowe 

et al., 2013). From the first-, second-, and third-person research perspectives, this inquiry project 

enabled personal reflections, then informal and formal dialogue and discussions, which 

amalgamated into key themes and conclusions. This chapter presented the following 
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recommendations informed by findings and conclusions based on quantitative and qualitative 

research methods: 

1. Foster role clarity and mutual understanding through team presentations at the LSS 

department meeting on the annual college-wide meeting day. 

2. Strengthen team identity by updating the department vision and mission and share 

these statements with all staff in multiple ways. 

3. Continue to promote trust and shared learning at an LSS planning day session using 

appreciative inquiry. 

4. Inspire an atmosphere of transparency and openness with town hall meetings hosted 

by the director and team leads to share updates, hear ideas, share challenges, and 

promote creative solutions. 

5. Develop and promote consistent LSS communications for staff to use with external 

groups. 

Each recommendation is a small action deliberately designed to promote a learner-

centred approach, role understanding, team identity, a sense of belonging and meaningful 

relationships, and a workplace culture that aligns with values. I suggested areas of future inquiry 

to broaden the current inquiry to other student services departments in the Learner Services and 

Enrolment division and across the college’s academic areas. The AR approach serves as an 

appropriate method of inquiry given the need to be responsive and flexible in the ever-changing 

world of higher education and student success. Steele (2010) remarked, 

In the face of evolving competition, steadily shifting student expectations, budget 

constraints, unpredictable political interference, transformations in the workforce, 
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globalization, and technological change, Canadian college and university leaders need to 

be alert to emerging threats and opportunities—but they must also nurture a nimble, 

entrepreneurial, and innovative campus culture. Forward-looking institutions will need to 

challenge long-held assumptions about program offerings, delivery methods, physical 

plant, and student services . . . future success will belong to those institutions that possess 

unique vision, are unafraid of change, and boldly find new ways to meet the sometimes 

contradictory demands of students, scholars, government, and the economy. (p. 45) 

The LSS department is one part of the system that makes up BVC. Senge (2006) 

articulated the impact of each individual and insisted, “We are the seed carriers of the whole in 

the sense that we carry the mental models that pervade the larger system” (p. 348). People are at 

the core of every organization—people with values, attitudes, and beliefs. Leaders begin with 

each person and build the collective intelligence towards a possible future only attainable 

through collaborative practice. 
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Appendix A: Organizational Map 

 

Note. CEO = Chief Executive Officer. 
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Appendix B: Learner Success Services Department 

Note. AACL = Alberta Association for Community Living; LSS = Learner Success Services. 
From L. Connell (personal communication, November 1, 2015). 
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Appendix C: Action Research Engagement Model 

 

Note. AR = Action Research. 
From Action Research Engagement, by Rowe, Graf, Agger-Gupta, Piggot-Irvine, & Harris, 
2013, ALARA Monograph Series No. 5, p. 20. Copyright 2013 by Rowe et al. Reprinted with 
permission. 

 

AR	Team	Facilita-on	 	 	 	 	 	 	 	 	Organiza-onal	Ownership		

7.	Take	
				Ac*on	

	

6.	Sponsor		
												Plans	Ac*on	

Transi'on	Zone	
	

leadership	
transfers	to	
organiza-on	

					Engagement	Readiness		Cycle 	 	 																										Change	Ac-on	Cycle	

1.   Focus	and	Framing		
Carry	out	a	situa-onal	analysis	to	
understand	the	organiza-onal	
context	and	the	driving	forces	

impac-ng	on	the	organiza-on,	the	
key	issues	and	focus	of	the	inquiry,	

and	the	research	ques-ons.	

2.	Engaged	Ac*on		
Engage	key	stakeholders	in	

ac-ons	of	inquiry	and	
dialogue	that	generate	new	
data,	understanding	and	

possibili-es	about	the	issues.	

3.			
Reflec*on		

Engage	in	analysis	
and	reflec-on	on	the	

meaning	of	the	
inquiry	process	and	
data	generated,	

reframe	issues	and	
evaluate	op-ons	for	

further	ac-on		
	

5.	Re-contextualize	&	Reconstruct	
for	Organiza*onal	Change		
Broader	organiza-on	engages	to	
formulates		the	change	interven-on	or	
ac-on	plan	and	ini-ates	steps	to	
implement	the	plan	as	the	next	step	in	
					the	ac-on	research	process			
	

8.	Evaluate	
Ac*on	4.	Engage	Forward	

Engage	stakeholders	collec-vely	in	
dialogue	on	outcomes	of	the	ac-on	
inquiry	and	recommends	strategies	

for	moving	forward		
.	

RRU	School	of	Leadership	Studies		
Ac-on	Research	Engagement	(ARE)	

9.	Re-contextualize/	
&	Reconstruct	

From:	Rowe,	W.	E.	A.,	Graf,	M.,	Agger-Gupta,	N.,	Piggot-Irvine,	E.,	&	Harris,	B.	(2013).	Ac-on	Research	Engagement:	Crea-ng	the	Founda-ons	for	
Organiza-onal	Change.	ALARA	Monograph	Series	(Ac-on	Learning	Ac-on	Learning	Associa-on),	(Monograph	No.	5).	p.	20.	
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Appendix D: Bow Valley College Relationship Map 

 
Note. AUPE = Alberta Union of Provincial Employees; CEO = Chief Executive Officer; 
ELL = English Learning Language; HR = Human Resources; IT = Information Technology; 
RFPs = Request for Proposals. 
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Appendix E: Online Survey Questions 

Collaboration is a key factor in better student services and department outcomes. For the purpose 
of this survey, collaborative practice is defined as a process that includes communication and 
decision-making, enabling the sharing of knowledge and skills among individuals in a mutual 
effort to solve or explore a common goal. 

The Learner Success Services department includes the Library and Learning Commons and the 
Iniikokaan Aboriginal Centre. 

The data will be reported only in the aggregate and no individual will be identified by their entire 
set of responses to the survey. 

1. How many years have you worked at Bow Valley College? 
o Less than 2 years 
o 2 to 5 years 
o 6 to 10 years 
o 11 to 15 yeas 
o 16 to 20 years 
o 21 to 25 years 
o 26 years or more 

2. Which age range are you in? 
o Born between 1945-1964 
o Born between 1965-1981 
o Born between 1982-2000 

3. Which area of student services do you primarily work in? (drop down menu with areas of 
work listed) 
o Aboriginal Iniikokaan Centre 
o Accessibility Services 
o Counselling and Wellness 
o Financial Aid and Student Awards 
o Learner Engagement and Employment 
o Library and Learning Commons 

4. Are you: 
o Continuous Full-time 
o Continuous Part-time 
o Casual 
o Temporary 
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5. Does your role involve regularly working with others from different teams within Learner 
Success Services? 
o Yes 
o No 

If Yes, please explain: 

 

6. Please respond to the following statements from the perspective of being a part of the Learner 
Success Services department. 

 

St
ro

ng
ly

 
D

is
ag

re
e 

D
is

ag
re

e 

A
gr

ee
 

St
ro

ng
ly

 
A

gr
ee

 

The department’s purpose is to provide support services to 
learners  

  
 

The department’s goals are clear and appropriate for my 
role  

 

 
 

Members of the department have a good understanding of 
student success and retention (refers to Strategic Enrolment 
Management as a whole) 

 
  

 

There is a real desire among team members to work 
together collaboratively   

 
 

LSS members care about each other’s wellbeing     

LSS members understand each other’s areas of work and 
practice   

 
 

LSS members respect each other’s roles      

LSS members contribute to student success     

LSS members trust each other’s expertise     

The level of respect for each other enhances our ability to 
work together   

 
 

I am provided opportunities to develop new initiatives with 
members of other teams   

 
 

LSS leadership supports and encourages collaborative 
partnerships in the department   

 
 

LSS leadership supports and encourages inter-professional 
development opportunities    

 
 

LSS initiatives and services are communicated to each     
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member of the department 
Relevant department information and changes that impact 
students, our teams, or programs are communicated in a 
timely manner 

  
 

 

7. Please provide examples of how you and/or your team demonstrate collaborative practice in 
the department. 
 

8. What would support you and/or your team in collaborative practice with others in the 
department? 
 

9. Do you have ideas for partnerships/projects with other teams in the department? Please 
elaborate. 
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Appendix F: Inquiry Team Letter of Agreement 

In partial fulfillment of the requirement for a Master of Arts in Leadership Degree at Royal 
Roads University, Victoria Chio (the Student) will be conducting an inquiry research study at 
Bow Valley College to enhance collaborative practices in student services. The Student’s 
credentials with Royal Roads University can be established by contacting Catherine Etmanski, 
Acting Director, School of Leadership Studies at [email] or [phone]. 

Inquiry Team Member Role Description 

As a volunteer Inquiry Team Member assisting the Student with this project, your role may 
include one or more of the following: providing advice on the relevance and wording of 
questions and letters of invitation, supporting the logistics of the data-gathering methods, 
including observing, assisting, or facilitating focus group, taking notes, or reviewing analysis of 
data, to assist the Student and the Bow Valley College organizational change process. In the 
course of this activity, you may be privy to confidential inquiry data. 

Confidentiality of Inquiry Data 

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 accessed by 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 in all formats 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. 

Bridging Student’s Potential or Actual Ethical Conflict 

There will be 4 participants that report directly to the student in the project who will be invited to 
take part in both research methods. In this situation, you, as a neutral third party with no 
supervisory relationship with either the Student or potential participants, may be asked to work 
closely with the Student to bridge this potential or actual conflict of interest in this study. Such 
requests may include asking the Inquiry Team Advisor to: send out the letter of invitation to 
potential participants, receive letters/emails of interest in participation from potential participants, 
independently make a selection of received participant requests based on criteria you and the 
Student will have worked out previously, formalize the logistics for the data-gathering method, 
including contacting the participants about the time and location of the focus group, and 
conducting the focus group(s) (no more than two) with the selected participants (without the 
Student’s presence or knowledge of which participants were chosen) using the protocol and 
questions worked out previously with the Student. The production of written transcripts of the 
focus groups with all personal identifiers removed before the transcripts will be completed by a 
third party transcriber.  
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This strategy means that potential participants with a direct reporting relationship will be assured 
they can confidentially turn down the participation request from their supervisor (the Student), as 
this process conceals from the Student which potential participants chose not to participate or 
simply were not selected by you, the third party, because they were out of the selection criteria 
range (they might have been a participant request coming after the number of participants sought, 
for example, focus group request number 10 when up to 9 participants would be selected for a 
focus group). Inquiry Team members asked to take on such 3rd party duties in this study will be 
under the direction of the Student and will be fully briefed by the Student as to how this process 
will work, including specific expectations, and the methods to be employed in conducting the 
elements of the inquiry with the Student’s direct reports, and will be given every support possible 
by the Student, except where such support would reveal the identities of the actual participants. 

Personal information will be collected, recorded, corrected, 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 Victoria Chio, the 
Student. 

Statement of Informed Consent: 

I have read and understand this agreement. 

 

________________________ _________________________ _____________ 
Name (Please Print) Signature Date 
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Appendix G: Survey Email Invitation 

You’re invited to be part of a research project that I am conducting. This project is part of the 
requirement for the Master of Arts in Leadership Degree, at Royal Roads University. 

The purpose of the research project is to explore collaborative practices in student services at 
Bow Valley College, in the areas of Learner Success Services (includes the Library and Learning 
Commons and the Iniikokaan Aboriginal Centre), where I am the Learner Engagement and 
Employment Coordinator. 

You are chosen as a prospective participant because you are a part of the Learner Success 
Services department. 

This phase of the research project will consist of an online survey, estimated to last 20-25 
minutes and will be available from October 11, 2016 to October 21, 2016, 10:00 pm MST. 

The Information Letter contains further information about the study conduct and will enable you 
to make a fully informed decision on whether or not you wish to participate. Please review this 
information before responding. 

I realize that due to my role as a colleague or supervisor at Bow Valley College, you may feel 
compelled to participate in this research project. Please be aware that you are not required to 
participate and, should you choose to participate, your participation would be entirely voluntary. 

If you do not wish to participate, simply do not reply to this request. Your decision whether or 
not to participate will not be known. Therefore, your choice will not affect our relationship or 
your employment status in any way. 

Due to the nature of the questions asked in the survey, there is a possibility that you could be 
identified by your responses. 

Please feel free to contact me at any time should you have additional questions regarding the 
project and its outcomes. 

If you would like to participate in the online survey, please access the link HERE (or [website 
link]) 

Please note: The online survey uses SurveyMonkey, a company based in the United States of 
America (USA). The survey data will be housed on USA-based servers and consequently, under 
provisions of the Patriot Act, USA authorities may have access to the data. IF you prefer not to 
submit your data through SurveyMonkey, you may provide feedback using an alternative method 
such as email or paper-based questionnaire. To use an alternative survey method, please contact 
Hayden Kowel at [email address]. The alternative method may reduce anonymity but 
confidentiality will be maintained. 

If you have further questions about the research project you are welcome to contact me directly 
or my Thesis Supervisor, Brigitte Harris, at [email address]. 

Sincerely, 
Vicky Chio 
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Appendix H: Information Letter 

Collaborative Practice in Student Services 

My name is Victoria Chio, and this Organizational Leadership Project (OLP) is part of the 
requirement for the Master of Arts in Leadership Degree at Royal Roads University. My 
credentials with Royal Roads University can be established by contacting Catherine Etmanski, 
Acting Director, School of Leadership Studies at [email] or [phone]. 

Purpose of the study and sponsoring organization 

The purpose of my research project is to explore collaborative practice in student services among 
inter-professional teams and business units. The organizational leadership project will be 
conducted with Learner Success Services. Learner Success Services includes the Library and 
Learning Commons and the Iniikokaan Aboriginal Centre. The project sponsor from Bow Valley 
College is Lynn Connell, Director, Learner Success Services. LSS has grown in the last five 
years, an emergent leader in academic and personal supports for learners. The LLC is a hub for 
student life on campus and provides library and testing services for the BVC community. The 
research project will examine current collaboration in both departments and explore strategies to 
enhance collaborative practices amongst teams and individuals. The research questions are: 

What strategies can be adopted to enhance collaborative practice within student services? 

Sub-questions: 

1. How do teams in Learner Success Services currently collaborate? 
2. What would collaboration between teams and individuals ideally look like? 
3. What strategies are required to enhance collaborative practice across different teams in 

LSS?  
4. What supports are needed to implement the required strategies? 

Your participation and how information will be collected 

The research will consist of an online survey, followed by focus groups. The online survey is 
expected to take 20-25 minutes to complete. The focus groups are scheduled for 60-90 minutes. 
The anticipated focus group questions include:  

1. Tell us about a time when you felt most excited and proud to work on something with 
another member of the department. 

2. In your experience, what factors or variables have supported your ability to engage with 
others in idea sharing and relationship building? 

3. Describe current and ideal activities that you are involved in that support your ability to 
work with others. 

4. What would help to enhance those ideal activities across teams and individuals? 
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You are being invited to take part in this study because of your role in student services in the 
Learner Success Services department. 

You are invited to complete an online survey available from [date] to [date] 11:59 PM MST. 

You will be invited to attend focus groups following the online survey. One for staff will be 
facilitated on [date]. One for supervisors will be facilitated on [date]. The exact location will be 
confirmed closer to the date. The focus groups will take place over an extended lunch hour from 
12:00 pm to 1:30 pm. Participants will receive regular wages normally received outside of their 
allotted lunch break. 

Benefits and risks to participation 

There are no expected risks to your participation. Your participation in the online survey is 
voluntary and the focus group(s) will be facilitated by a third party individual external to the 
College. All data collected from the survey and focus groups will be confidential and 
stored/secured accordingly. 

Benefits of the inquiry include enhanced awareness of collaborative practice and impact on staff 
and learners at Bow Valley College in the student services context. Findings and 
recommendations from this research project may be applied to student services teams in other 
post-secondary institutions to create discussion and learning around collaborative practice to 
support student success and achievement. 

Taking part in the study is voluntary and if you choose to participate, you may choose to 
withdraw at any time without giving a reason and without any negative impact on your work or 
employment status. 

Inquiry team 

The study will be supported by an inquiry team consisting of:  

• Hayden Kowel: Master of Arts in Leadership colleague from Royal Roads University, external 
to Bow Valley College 

• Augusto Legaspi: Evaluation and Applied Research Lead at Bow Valley College 
The research team will support the project by assisting in the design of the study and providing 
support with data analysis only after the data has been de-identified to protect your privacy.  

Focus groups will be facilitated by an inquiry team member external to the College [Hayden 
Kowel], with the support of a transcriptionist. All inquiry team members will be required to sign 
a confidentiality agreement prior to any involvement in the study which protects your 
confidentiality. Due to his position at Bow Valley College, Augusto Legaspi will not have access 
to raw data that has not been anonymized and only review results that are cleared of personal 
identifiers. 
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Real or Perceived Conflict of Interest 

Inquiry team members will not have access to your name. The inquiry team members and project 
sponsor, Lynn Connell, will review data only after it has been coded to protect your anonymity. 
The external Inquiry Team member, Hayden, will have access to your names and will anonymize 
raw data prior to sharing with me, Augusto, or Lynn.  

Regarding your anonymity and confidentiality, the online survey is anonymous, and the focus 
group will confidential. Focus groups will be facilitated by a member of the inquiry team that is 
external to the College. Although Augusto Legaspi is a BVC staff and inquiry team member, he 
will only review data after it has been coded to protect your anonymity. If you chose to attend 
one of the focus groups, your identity will be known to the other participants. Due to the group 
nature of this method, we cannot guarantee your anonymity, although we ask participants not to 
discuss focus group proceedings and attendees and we will maintain the confidentiality of your 
identity and any data collected. 

I disclose this information here so that you can make a fully informed decision on whether or not 
to participate in this study as some of you may report to Lynn Connell (Project Sponsor) or to 
me. Neither Lynn nor I will be participating in the focus groups.  

Confidentiality, security of data, and retention period 

I will work to protect your privacy throughout this study. All information collected will be 
maintained in confidence with hard copies stored in a locked filing cabinet in my home office. 
Documents with personal identifiers such as Focus Group Consent Forms will be kept by 
Hayden until the time to be destroyed. Electronic data (such as transcripts or audio files) will be 
stored on a password-protected laptop by Hayden. Information will be recorded in hand-written 
form, audio recordings, and through online surveys software, and, where appropriate, 
summarized, in anonymous format, in the body of the final report. At no time will any specific 
comments be attributed to any individual unless specific agreement has been obtained 
beforehand. If you are participating in the focus group, due to the nature of the group method, it 
is not possible to keep the identities of participants anonymous from the facilitator or other 
participants. Participants will be asked to respect the confidential nature of the research by not 
sharing names or identifying comments outside of the group. 

All documentation will be kept strictly confidential. All data collected from the online survey 
and focus groups will be destroyed 5 years after the completion date of the project and final 
report (as per Bow Valley College ethical research standards). 

Sharing results 

In addition to submitting my final report to Royal Roads University in partial fulfillment for a 
MA in Leadership Degree, I will also be sharing my research findings with the Director of 
Learner Success Services, team leads and coordinators in Learner Success Services and the 
Library and Learning Commons, and other stakeholders in Bow Valley College that may be 
interested in the findings. Research participants will be offered a copy or summary of the 
research report.  
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This research project may be used for journal articles, conference presentations, and 
presentations with other post-secondary institutions to share recommendations and practices in 
student services.  

Procedure for withdrawing from the study  

You may withdraw from the study at any time by contacting Hayden Kowel. Online survey 
responses cannot be withdrawn after the survey is complete and submitted. Participants can exit 
the survey at any time without submitting. Partially completed surveys will not become a part of 
the final data set.  

Please also be advised that your input in the focus group cannot easily be deleted from the audio 
recording or transcriptions after the session, and will remain a part of the research findings. 
Participants can leave the focus groups at any point, by informing the facilitator, but any 
information provided before withdrawn cannot be withdrawn because other participants’ 
responses would be based on responses offered prior to exiting the discussion.  

You are not required to participate in this research project. By replying directly to the e-mail 
request for participation you indicate that 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.  
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Appendix I: Survey Preamble 

My name is Victoria Chio, and this research project, Collaborative Practice in Student Services, 
is part of the requirement for the Master of Arts in Leadership Degree at	Royal	Roads	
University. The research includes this	survey	and is estimated to take 20-25 minutes to 
complete. The information you provide will be summarized, in anonymous format, in the body 
of the final report. At no time will any specific comments be attributed to any individual. All 
data received will be kept confidential. 

You may withdraw from the online survey at anytime time by closing the browser. Once you 
have submitted the survey, the responses will become a part of the final data set and cannot be 
withdrawn. 

Your completion of this survey will constitute your informed consent. 

o I confirm that I have read the Information Letter that provides detail of the research and 
am giving my informed consent to participate in this survey (please tick) 
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Appendix J: Survey Reminder Email 

Hello, 

Sending a friendly reminder that the online survey for my MA in Leadership (with Royal Roads 
University) research project with LSS closes this Friday, October 21st, at 10:00 pm MST. 

The link to the survey is [website link] -- please see information from the original invitation 
below for more details. The survey may take 20–25 minutes to complete. 

The online survey is the first of two research methods in the project. All LSS staff will be invited 
to take part in Focus Groups in November. There will be one for staff and one for supervisors. 
More information to come! 

Thank you, 

Vicky 
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Appendix K: Focus Group Email Invitation – Supervisors 

Good afternoon, 

LSS Supervisors are invited to take part in a Focus Group following the online survey that was 
open to all staff from October 11th to October 21, 2016, titled, Collaborative Practice in Student 
Services. The Focus Group is part of the research project I am conducting for my Master of Arts 
in Leadership Degree, at Royal Roads University. 

The Focus Group is on Friday, November 4th, 2016, from 12:00 pm to 1:30 pm, in Room 
S4024. Please email Hayden Kowel at [email address] if you would like to attend. Lunch 
will be provided. 

The 90 minute session will be facilitated by Hayden Kowel (external to the College) and 
participant identity will not be shared with me. 

The purpose of the research project is to explore collaborative practices in student services at 
Bow Valley College, in the areas of Learner Success Services (includes the Library and Learning 
Commons and the Iniikokaan Aboriginal Centre), where I am the Learner Engagement and 
Employment Coordinator. 

You are chosen as a prospective participant because you are a part of the Learner Success 
Services department. 

The Information Letter (attached) contains further information about the study conduct and will 
enable you to make a fully informed decision on whether or not you wish to participate. Please 
review this information before responding. 

I realize that due to my role as a colleague or supervisor at Bow Valley College, you may feel 
compelled to participate in this research project. Please be aware that you are not required to 
participate and, should you choose to participate, your participation would be entirely voluntary. 

If you do not wish to participate, simply do not reply to this request. Your decision whether or 
not to participate will not be known. Therefore, your choice will not affect our relationship or 
your employment status in any way. 

Please feel free to contact me or Hayden Kowel at any time should you have additional questions 
regarding the project and its outcomes. 

If you have further questions about the research project you are welcome to contact my Thesis 
Supervisor, Brigitte Harris, at [email address]. 

Sincerely, 
Vicky Chio  
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Appendix L: Focus Group Email Invitation – Staff 

Good afternoon, 

LSS Staff are invited to take part in a Focus Group following the online survey that was 
available from October 11th to October 21, 2016, titled, Collaborative Practice in Student 
Services. The Focus Group is part of the research project I am conducting for my Master of Arts 
in Leadership Degree, at Royal Roads University. 

The Focus Group is on Thursday, November 3rd, 2016, from 12:00 pm to 1:30 pm, in 
Room S4024. Please email Hayden Kowel at [email address] if you would like to attend. 
Lunch will be provided. You will receive a confirmation from Hayden as space is limited. 

The 90 minute session will be facilitated by Hayden Kowel (external to the College) and 
participant identity will not be shared with me. 

The purpose of the research project is to explore collaborative practices in student services at 
Bow Valley College, in the areas of Learner Success Services (includes the Library and Learning 
Commons and the Iniikokaan Aboriginal Centre), where I am the Learner Engagement and 
Employment Coordinator. 

You are chosen as a prospective participant because you are a part of the Learner Success 
Services department. 

The Information Letter (attached) contains further information about the study conduct and will 
enable you to make a fully informed decision on whether or not you wish to participate. Please 
review this information before responding. 

I realize that due to my role as a colleague or supervisor at Bow Valley College, you may feel 
compelled to participate in this research project. Please be aware that you are not required to 
participate and, should you choose to participate, your participation would be entirely voluntary. 

If you do not wish to participate, simply do not reply to this request. Your decision whether or 
not to participate will not be known. Therefore, your choice will not affect our relationship or 
your employment status in any way. 

Please feel free to contact me or Hayden Kowel at any time should you have additional questions 
regarding the project and its outcomes. 

If you have further questions about the research project you are welcome to contact my Thesis 
Supervisor, Brigitte Harris, at [email address]. 

Sincerely, 
Vicky Chio  
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Appendix M: Focus Group Consent Form 

Research Project: Collaborative Practice in Student Services 

Victoria Chio 
Master of Arts in Leadership  

Royal Roads University 

By signing this form, you agree that you are over the age of 19 and have read the information 
letter for this study. Your signature states that you are giving your voluntary and informed 
consent to participate in this project.  

 I consent to the audio recording of the focus group. 

 I commit to respect the confidential nature of the focus group by not sharing identifying 
information about the other participants. 

 I understand that due to the group nature of this study, the audio recording will be 
ongoing throughout the focus group and my voice cannot easily be removed. 

 

Name: (Please Print): __________________________________________________ 

 

Signed: _____________________________________________________________ 

 

Date: _______________________________________________________________ 
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Appendix N: Focus Group and Interview Questions 

1. Tell us about a time when you felt most excited and proud to work on something with 
another member of the department. 

2. In your experience, what factors or variables have supported your ability to engage with 
others in idea sharing and relationship building? 

3. Describe current and ideal activities that you are involved in that support your ability to work 
with others. 

4. What would help to enhance those ideal activities across teams and individuals? 
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Appendix O: Interview Consent Form 

Research Project: Collaborative Practice in Student Services 

Victoria Chio 
Master of Arts in Leadership  

Royal Roads University 

By signing this form, you agree that you are over the age of 19 and have read the information 
letter for this study. Your signature states that you are giving your voluntary and informed 
consent to participate in this project.  

 I consent to the audio recording of the interview 

 

Name: (Please Print): __________________________________________________ 

 

Signed: _____________________________________________________________ 

 

Date: _______________________________________________________________ 
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Appendix P: Bow Valley College Values 

Value Description 

Excellence We commit to excellence in all that we choose to do. We encourage 
continuous improvement and innovation in all our practices 

Accountability  We acknowledge and accept responsibility for the stewardship of 
stakeholders’ dollars and trust. We continuously improve delivery of 
effective, efficient, and accessible learning experiences.  

Integrity We earn the faith and trust of our stakeholders. We stand true to our 
guiding values and ensure that they inform our actions and that they 
are reflected in all we do.  

Teamwork and 
Trust 

We depend on the collective strengths of our members and partners 
for our organization’s success. We expect our members to fully utilize 
their talents and expertise and will support them in doing so.  

Learner-centred 
and learning-
centred 

We place the learner at the centre of our activities while providing 
quality and excellence in learning. We facilitate outcomes-based 
learning in a flexible and supportive manner to prepare the learner for 
future career options. 

Concern for People We foster people’s confidence, capability, 
and self-reliance in a supportive atmosphere. We provide responsive 
programs and services to meet individual and community needs.  

Respect for 
Diversity 

We value and embrace diversity in our learners and our staff. We 
create an environment that nurtures respect for our individual 
differences and supports our common interests.  

Note. Adapted from RISE: Comprehensive Institutional Plan 2016–2019 (p. 42), by Bow Valley 
College, Calgary, Canada: Bow Valley College. Copyright 2017 by Bow Valley College. 
Retrieved from https://bowvalleycollege.ca/Documents/Executive/20160525_CIP_web.pdf 

 


