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Summary

AMS Services by the Numbers:

Operational Summary:

The AMS Services team is delighted to share that in addition to having supported record numbers of
students across many of our Services, we have also implemented a number of important operational
changes to the department. While this report details the achievements and operational changes per Service,
here are a few Services-wide changes of note:

1. A successful inaugural Student Resource Fair hosted by AMS Services in collaboration with Jump Start.
The event saw over 400 students interact with each booth to learn more about the AMS and the Services
we offer.

2.The creation of a Assistant Manager, Student Services on a one-year contract basis to further support the
student teams that run each Service and advance major departmental projects.

3. Improved departmental processes including standardization for file management, full adoption of project
management software, and improved data collection across teams.

Thank you for taking the time to review this report and engage with AMS Services. If you have any questions
at all, please do not hesitate to reach out to Kathleen, the Senior Manager, Student Services, at
kathleensimpson@ams.ubc.ca

Summary Report Data:

Interactions  Budget* Actuals Cost/ Interaction % Service Interactions
Advocacy 925 $48,462 $51,437 $55.61 2.5%
Food Bank 25,241 $82,974 $96,016 $3.80 69.1%
Peer Support 799 $60,082 $60,120 $68.16 2.2%
Safewalk 3,516 $172,914 $161,712 $45.99 9.6%
Tutoring 3,054 $95,489 $81,159 $26.57 8.4%
SASC 3,011 $855,627* $719,739* $239.04* 8.2%
Total 36,546 $1,315,548 $1,170,183 $73.20

Budget* Actuals

Senior Manager, Student Services $160,504 $131,596

*Budget shown is the 2023/24 reforecasted budget, which reflected the final goalpost for departmental spending.
**While The SASC is an AMS Service, it is important to note that its funding does not come from AMS Operating (as all other Services do).
Instead, its funding is from the dedicated SAIF fund (guaranteed by fee referenda).




Advocacy

Staffed by UBC Allard students or students with previous degrees in law, the AMS Advocacy office
supports students through conflicts with UBC. The Service supports students in navigating both formal
and informal conflicts with the university, on topics including Academic Misconduct, UBC Housing
conflicts, academic concession disagreements, and more.

AMS Advocacy by the Numbers:

46% of support interactions related to alleged cases of Academic Misconduct.
° Based on 2023/24 data for student appointments, accompaniments, and email correspondence.

Service Usage Highlights:

While the majority of AMS Advocacy cases continue to be about academic misconduct cases (46%),
other common case topics included academic disputes which includes disputes over academic
standing (22%), on-campus housing (12%), and off-campus housing (9%). Non-academic misconduct
cases (3%) and parking disputes (0.3%) continue to be a minority of reasons that bring students to AMS
Advocacy.

Of the 925 support interactions, which comprise student appointments, accompaniments, and
substantive emails, there were 242 unique service users. The most common type of case, academic
misconduct disputes, took an average of 4 interactions. By comparison, both on and off-campus
housing bases were quite a bit more intensive, with an average of 7 and 8 interactions respectively.
While there were only two cases of non-academic misconduct cases that AMS Advocacy supported,
they required an average of 15 support interactions.

Nearly all (75%) of all accompaniments were for academic misconduct cases, either to a meeting with a
faculty or PACSD.

Advocacy 2023/24 Monthly Support Type The highest volume support periods for AMS
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The distribution of these busy periods creates a unique challenge for Advocacy, as their team are
students with exams of their own. Extensive written FAQ materials and use of automatic-replies to
manage expectations are all used to combat this challenge.



Operational Changes:

In the summer of 2023, the AMS Advocacy team hired an additional Assistant Coordinator, bringing the
total number of student staff in the Service to three for the first time. One of the two Assistant
Coordinators focused exclusively on cases related to on-campus and off-campus housing disputes,
while the other Assistant Coordinator continued to support the Coordinator with university cases. The
addition of a third student had a significant impact on the capacity of the team, allowing them to
address a greater variety of cases. It has also allowed the team to respond to students in a more timely
manner during peak periods (during and immediately after exam periods).

Advocacy Annual Interactions Advocacy Annual Cost per Interaction
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Finances:

Budget (Reforecast): $48,462
Actuals: $51,437
Cost per Interaction: $14.88

While the actuals for Services as a whole came in below the forecasted budget, AMS Advocacy
exceed its budget, going $2,975 above its budget of $48,462. This overage is a result of staff hiring
and transition periods.

In January, the AMS Advocacy Coordinator for the past two years transitioned out of the role.
Similarly, in March, the Assistant Coordinator - Housing transitioned out of the role. In both cases,
students were moving on to opportunities to get deeper legal experience. For both staff changes, an
overlapping transition period between outgoing and incoming staff was essential to passing on case
files and

The overall increase in cost per interaction is driven by two factors:

1.The increase from two staff to three staff (which has been reversed for 2024/25 in light of both a
cut in WorkLearn funding and the operational decision to refer all off-campus housing disputes to
specializing community services).

2.A relative drop in interactions numbers. This year, Advocacy did not see large spikes in
interactions driven by big external events, where as in 2022/23, we saw several cases were
dozens of students were accused of academic misconduct over the same instance, as well as
snow exam cancelations that saw hundreds of students reach out at once.



Food Bank

Open twice per week, the AMS Food Bank provides basic grocery staples to UBC community members.
It is the largest Service by user number and represent nearly 69% of all Services interactions (very
comparable to the 70% of Services interactions we saw last year).

AMS Food Bank by the Numbers:

Demographics**

Analysis of Food Bank user data continues to illustrate that both international students and graduate
students are disproportionally impacted by food insecurity.

of Food Bank visits were made by international students, despite making up only 30% of the student
population.

of Food Bank visits were made by graduate students, despite making up only 20% of the student
population.

00

Client Intake Survey Results

Once per year, all Food Bank clients are asked to fill in our annual intake survey. In addition to administrative
information, the survey asks an 18-question pre-set questionnaire by Stats Canada about food insecurity. It
also collections information about what the root causes of a client’s insecurity is. (n = 2,253)

77% of Food Bank users reported that over the past 12 months they have sometimes (48%) or
often (29%) ‘worried that food would run out before [they] got money to buy more’. Another 15%
preferred not to answer.

73% of Food Bank users reported that they sometimes (46%) or often (28%) cannot afford to eat
balances meals’. Another 15% preferred not to answer.

69% of Food Bank users reported that over the past 12 months they personally ate ‘less than

69%
y [they] felt you should because there wasn't enough money to buy food’.

54% of Food Bank users reported that over the past 12 months they personally were * hungry but
didn't eat because [they] couldn't afford enough food’.

42% of Food Bank clients personally reported having lost weight over the past 12
months ‘because [they] didn’t have enough money for food’.

oloJoJoJe,

*Prior to May 2023, the AMS Food Bank supported UBC students and staff. Starting in May, the service is only open to current students.
**Demographics are displayed for students who’s demographic information is known through standard student lists. Approximately 27%
of students who use the Food Bank do not have listed demographic information.
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34% of clients have dependents, and 13% have children

70% of Food Bank users with children reported that over the past 12 months they have
sometimes (38%) or often (32%) ‘relied on only a few kinds of low-cost food to feed
children because [they] were running out of money to buy food’. Another 13% preferred
not to answer.

46% of Food Bank users with children reported that over the past 12 months ‘[they] or
46% other adults in the household [have] cut the size of any of the children’s meals because
there wasn’t enough money for food’.

30% of Food Bank users with children reported that children had gone a full day without
eating because there wasn’t enough money for food.

000

Food Distributed

The AMS Food Bank relies on both purchased food and donated food. The Service aims to provide
high-quality and high-nutrition food items that are versatile and culturally inclusive. Purchased
foods are sourced from wholesalers with costs below or at retail prices. While the Food Bank
provides a rotating menu of 1-2 specialty items per week (recent specialty items include peanut
butter, chicken stock, and yogurt), the service also provides staple items that students can rely on.

Sample of Staple Items Distributed in 2023/24:
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9,109 boxes 7,760 cans 8,796 bags 8,561 blocks 22,913 |b 30,796 Ib
Plant-Based Milk ~ Legumes Pasta Tofu Onions Rice

In addition to purchased food, the AMS Food Bank receives and distributes donated food from 3
local grocery stores (two SaveOn locations and an Urban Fare) via Food Mesh.

76,367 |b of food recovered and distributed from local partner grocery stores via Food Mesh.

These donations are made up of items that are past or approaching their ‘Best Before’ date but are
still safe to eat. These food recovery items are often high-value and high-nutrition items like meats,
deli items, bakery, and produce. Food Mesh estimates that the commercial value of the recovered
food received to date is $260,260 and comprised 61,811 meals.*

* Food Mesh estimates based off of estimated $5.70/kg of donated food (Food Banks Canada) and meal size of 600 g (2-harvest.org).



Operational Changes:

To further improve client experience, a new initiative to introduce recipe cards was launched. Each
recipe focused on items offered in the Food Bank as the key ingredients and aimed to provide
creative ways to make nutritious, easy, and affordable meals. A competition was held in partnership
with Acuitas Therapeutics to source egg-based recipes from UBC students; this resulted in great
engagement with the broader campus community while also providing Food Bank clients with unique
ways to use eggs which are a high-value and high-nutrition item.

The greatest change to the Food Bank this past year was a
large scale renovation project. The renovation resulted in an
improved layout for food distribution, a designated repacking
station, and the addition of a walk-in fridge.

The addition of a large walk-in fridge allows staff to store a
greater volume of food items within the Food Bank to quickly
replenish stations as items begin to run out. Previously, due to
the significantly limited fridge space, the staff team would have
to make several trips to the shared store room outside of the
Food Bank throughout operational hours which would cause
delays in distributing food items during busier periods.

Food Bank Annual Interactions Food Bank Annual Expenses & Cost per Interaction
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*Expenses per interaction includes all operating and food
expenditures, and does not subtract Revenue (fundraising).

Finances:
Budget (Reforecast): $82,974
Actuals: $96,016
Operational Cost per Interaction: $3.80
Food Cost per Interaction: $19.15

As the number of users at the Food Bank continue to rise, the Food Bank's food expenses have also
grown. Significant reductions in the cost per user interaction have helped to contain the financial
impact of this incredible user growth. The total spent on food purchasing was $483,366.25.

This year, a new key sponsor, Acuitas Therapeutics, covered the cost of eggs for the Food Bank. This
sponsorship helped our team reallocate funding to purchase other essential staple items and ensure
all of our clients can receive eggs which are one of the most nutritious items we provide.



Client Experience:

In the spring of 2024, UBC’s Student Health & Wellness team conducted a survey of students who
used any of the programs that received support from the Food Security Initiative fund, including the
Food Bank. The following data is taken from those results, for students who reported using the
Food Bank (n=368)

96% of respondents felt that they agreed (43%) or strongly agreed (53%) that ‘it was easy to

96%
) access the Food Bank’.

93% of respondents felt that they agreed (41%) or strongly agreed (52%) that they ‘felt comfortable
using the Food Bank’.

98% of respondents felt that they agreed (30%) or strongly agreed (67%) that Food Bank ‘staff

98%
y were friendly and welcoming’.

71% of respondents felt that they agreed (26%) or strongly agreed (46%) that they ‘collected
enough food to meet [their] needs’.

66% of respondents felt that they agreed (19%) or strongly agreed (46%) that ‘the selection of food

66%
y was adequate for [their] needs’.

oJoJoJeJXo

Quotes from Clients:

“'m a PhD student and my stipend is 2000 CAD monthly, including rent and tuition fee | have only
154 CAD left for food! Can someone live with this amount?”

“The food bank has been a life changing service for me. To not knowing how to figure out where
my next meal will come from to having secure sources to decent quality food has helped ease my
journey here a lot.”

“The AMS Food Bank has made an incredible difference for me and enabled me to stretch pay
cheques and worry less about food security.”

“I live on my own (independent of birth family) and rent and utilities are high so i put money
towards that with food as an after thought. Because i work, i dont get loan grants and at the same
time i am a full time student so balancing food is very difficult and becomes an after thought. My
personal health sees a decline from those moments where i say i can stretch out food for the day
and eat less.”

“I| definitely feel like ams food bank helps me worry less about my groceries for the week. It
definitely supplements my grocery. Like, | don't buy bread and instead wait to pick it up from food
bank. Same goes for potatoes and onions which I find absolutely unaffordable from the open
market. The Christmas hamper was very special to me. Being away from family and having to make
ends meet, it really made the holidays a little bit more enjoyable. I'm also very thankful to the
volunteers who never made me feel unwelcome. | hope to one day be able to give back to the
AMS food bank.”



Peer Support

AMS Peer Support offers private and confidential support sessions with a trained volunteer, along with
harm reduction services and supplies, including Naloxone kits and training. It also hosts small
wellbeing-focused events throughout the academic term.

AMS Peer Support by the Numbers:

of Peer Support sessions involve disclosures of suicidal thoughts, none of which involved emergency
procedures*

Service Usage Highlights:

In 2023/24, the rate of disclosures of thoughts of suicide dropped from 42% in 2022/23 to just 9%.
Thanks to both increased volunteer training and reduced severity of risk in the support sessions we
saw, only one session required additional support from a staff member, and none required emergency
procedures.

In the area of harm reduction programming, fentanyl test strips remain a popular resource for students,
with 480 distributed over the course of the year, both in the Nest and at events like Block Party.

Group Naloxone trainings also proved to be a popular offering, with 239 students and community
members trained this way. Groups that received trainings included The Calendar, Generoksity, and The
Pit staff and security. By comparison, only 28 students dropped by Peer Support for an individual
Naloxone training. The exact reason for this relatively low number is unknown, but similar offerings from
the UBC Wellness Centre may play a role.

Not included in the total number of service interactions is the number of interactions the Peer Support
team had at booths and events this year, which exceeded 960.
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*Based on best records of topics discussed in Peer Support sessions, as well as completion of safety plans with clients.




Operational Changes:

In response to the high number of disclosures of thoughts of suicide in 2022/23, Peer Support did a
complete review of its processes and trainings around suicide. These changes included building out
deeper training and more extensive proactive scenarios for volunteers, creating a new safety plan
template with consultation from external experts, and empowering volunteers to do more of the safety
planning components with clients, as opposed to calling a staff member, for a smoother and more
client-centered experience. In addition to staff, Senior Support Volunteers also received the two-day
ASIST training from the BC Crisis Centre.

In T2, Peer Support launched a new initiative that allows
students and community members to anonymously
request and pick up safer substance use and hormone
injection supplies kits.

To request supplies, students fill in an anonymous form
on the Peer Support website. The requested supplies
are then put in a bag labeled with their chosen
pseudonym and placed in a bin outside the Peer
Support room for pick-up anytime the Nest is open.

The hormone injection kits, initially a request from UBC
Pride, are the most popular request with 26 out of the
29 kits requested from January to April.

Peer Support Annual Interactions Peer Support Annual Cost per Interaction
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Finances:
Budget (Reforecast): $60,082
Actuals: $60,120
Cost per Interaction: $68.16

Peer Support was near perfectly on budget this year. Additionally, despite increased investments in
areas like staff and volunteer training, the cost per service interaction dropped by 15% from 2022/23
numbers.



Safewalk

AMS Safewalk offers driving or walking accompaniments across campus after dark. Safewalk usage
continues to grow, the 2023/24 year saw a 440% increase in completed trips from 2022/23.

AMS Safewalk by the Numbers:

of calls received resulted in completed trips (ie. not canceled by the client or Safewalk)
Based on 2023/24 (May-April) data.

Service Usage Highlights:

Safewalk usage grew significantly from 799 interactions in 2022/23 to 3,516 interactions in 2023/24.
This increase in usage reflects many marketing efforts that began in Term 2 of 2022/23 and continued
throughout 2023/24. Promotion efforts included online social media posts, greater presence at
orientation events, and focused programming around significant campus events such as Block Party.
Usage data suggests that this program was effective, as students who used Safewalk during Jump Start
of First Week used the Service on average twice as much over the course of the year than the average
Safewalk user.

While 66% of transfers were for solo travellers, 2023/24 marked the first full year where students were
able to travel with up to three people at once for a single transfer.

This year, Safewalk’s busiest night was following the AMS Block Party on April 12, 2024. The Safewalk
team operated with two shuttles and completed 44 transfers. Six scheduled pickups were offered to
students leaving Block Party and a post-event party from 9:30 PM to 2 AM. Safewalk remained open
until 3 AM rather than 2 AM to meet student need based on event programming.

Operational Changes:
In 2023/24, Safewalk priorities included increasing awareness/usage and greater accessibility for
clients.

To increase awareness and usage, promotion of Safewalk around large campus events helped boost
client interactions. One key initiative included providing scheduled pick-ups from the Greek Village
during Jumpstart. This initiative helped Safewalk connect with many students who are new to UBC and
are unfamiliar with campus. Information regarding this initiative was communicated with students on the
first day of Jumpstart during the AMS Student Resource Fair. Our team also utilized signage outside the
Greek Village to direct students to a designated pick-up location.

A new partnership with the Centre for Accessibility (CFA) at UBC launched in 2023/24 to help make
Safewalk more accessible. The regular Safewalk shuttles are not able to accommodate wheelchairs, but
the CFA now allows Safewalk to use their wheelchair-friendly shuttle during regular nightly operations
to accommodate any clients who need transport at night and use a wheelchair. With this partnership,
our team can help clients who use wheelchairs feel more comfortable travelling on campus at night if
they need support.



Safewalk Annual Interactions
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Finances:

Budget (Reforecast): $172,914
Actuals: $161,712
Cost per Interaction: $45.99
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Safewalk came in significantly under its budget by $11,202, a variance of -6%. Some of this variance is
a result of the Service being closed for a night. While rare, this can sometimes happen if a staff
becomes sick and we are unable to fully staff the shift on-time.

Cost per interaction for Safewalk has been historically calculated by dividing the total cost by the
number of completed transfers. It is a relatively new policy that allows more than one person to travel
together. If we use the number of passengers (up to three people can ride together on a single
scheduled transfer), the cost per interaction is $32.09.




Tutoring

AMS Tutoring provides both free drop-in and private paid tutoring for students, with a focus on popular
first and second year courses.

AMS Tutoring by the Numbers:

of drop-in Tutoring interactions were made by first-year students.

of private tutoring appointments were for Math 100 or Math 101, despite being only 2 of the 66 courses
supported by private tutoring.

Operational Changes:

This year, AMS Tutoring operated in-person drop-in tutoring in the Nest only. Last year, drop-in tutoring
was offered in the Nest and in various first-year housing spaces. This change reflects data from last year
which revealed that majority (78%) of drop-in interactions took place in the Nest.

In 2023/24, tutoring for the entrance exams, the MCAT and LSAT, was offered for the first time. One
weekly drop-in session per exam was available for students along with private tutoring. Uptake for this
initiative yielded low interaction numbers, adjustments to this offering will be made in the upcoming
year to reflect last year’s results.

Tutoring 2023/24 Monthly Support Type :Drop-ln As with previous years, Term 1 was the
Private

500 busiest period for AMS Tutoring. This aligns
with the understanding that we have of how
students use the Service - to help them
adjust in first-year to learning in a post-
secondary environment. The peaks seen in
each term also reflect periods where
students tend to seek more support around

midterms and before final exams begin.

400
300
200
100
The graph does not include exam review

sessions which account for 634 of total
interactions from the year.




Tutoring Annual Interactions Tutoring Annual Cost per Interaction
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Finances:

Budget (Reforecast): $95,489
Actuals: $81,159
Cost per Interaction: $26.57

Tutoring came in under-budget ($81,159 instead of the budget of $95,489) in large part because the
paid private tutoring had higher uptake than projected. Private tutoring grew by 71%, which is
significantly greater than the anticipated goal of 30% growth. Revenue from Nimbus (for private
tutoring) and grant funding from the Chapman Learning Commons (for drop-in tutoring) came to a total
of $96,805 in funding, which significantly offset costs. Tutoring also provided at-cost exam review
sessions for constituencies and clubs upon request (cost-neutral at $753.12 wages paid to Tutors,
reimbursed by constituencies). This is in addition to UBC Work Learn funding for the Coordinator and
Assistant Coordinator salaries.

Expenses for the year were primarily related to staffing salaries and hourly wages at $105,833.05. The
annual cost of the platform used for private tutoring was the next highest expense at $30,800.

Drop-In Tutoring Data: Private Tutoring Data:
By Tutoring Topic: By Course:
e Math: 380 (42%) ¢ MATH 100: 311 (21%)
e Chemistry: 135 (15%) ¢ MATH 101: 295 (20%)
e Computer Science: 76 (8%) ¢ MATH 180: 108 (7%)
e Economics: 65 (7%) ¢ CHEM 123: 68 (5%)
e Biology: 49 (5%) ¢ CHEM 121: 66 (4%)
e Physics: 39 (4%) ¢ CHEM 233: 60 (4%)
¢ ECON 101: 39 (3%)
By Service-User Faculty: e BIOC 202: 37 (2%)
e Science: 321 (35%) e PHYS 170: 34 (2%)
e Arts: 178 (20%) « MATH 200: 34 (2%)
e Applied Science: 113 (12%) e CPSC 110: 33 (2%)
e Commerce: 92 (10%) e STAT 200: 33 (2%)
e LFS: 89 (10%) e CPSC121: 29 (2%)
e Forestry: 83 (9%) e MATH 152: 27 (2%)
e PHYS 158: 22 (1%)
By Service-User Visa: e APSC 160: 22 (1%)
e Canadian / Permanent Residents: 729 (80%) o PHYS 157: 20 (1%)

¢ International Students: 172 (20%) e Other: 272 (19%)



Student Experience:

In April, AMS Tutoring sent a feedback survey to all students who accessed the free drop-in
sessions in 2023-24 Winter Session (n=62)

88% 88% of respondents reported leaving their AMS Tutoring sessions with a better understanding of
y course concepts.

Respondents reported that the average time they spent in a group drop-in session was 1.5 hours.
Nearly 60% of students reported that they spent more than 1.5 hours per drop-in session.

37% of respondents reported that overcrowding in the AMS Tutoring room prevented them from
accessing the Service at least once.

Quotes from Students:

“l absolutely love AMS tutoring. They've helped me so much, especially in my really tough courses
like chemistry. The tutors are all super nice, and knowledgeable. AMS tutoring has honestly been a
godsend, and | don't know what I'm going to do without it next year since it's only for 1-2nd year
courses =7

“AMS tutoring was by far the most helpful service | had. | found it, especially for math, more helpful
than the MLC or office hours. | will be forever grateful for those tutors.”

“AMS tutoring was really helpful for me as | could easily clear my doubts and ask as many
questions as | wanted. The tutors were really nice and helpful.”

“I'm genuinely sooo grateful for this one guy who helped me with my comp sci project last
semester. | literally would have failed the class if he didn’t explain the concepts to me. | understood
what he showed me so well | was even able to support my friend in her project. | wish | had gone
earlier in the semester | didn’t realize how amazing of a resource that was ©"




Sexual Assault Support Centre (SASC)

The SASC provides education, support, and empowerment to people of all genders and identities who
have experienced sexualized violence, as well as their friends and family. There are two branches to
the Services; the Support branch, and the Education & Outreach branch.

AMS SASC by the Numbers:

e 3,011 user interactions (includes interactions from Support & Education branches)

e 275 unique clients received support over 1,565 Support branch interactions

1,446 attendees across 43 workshops, 17 Men’s Circle sessions, and 12 education events
16,688 safer sex supplies distributed

Service Usage Highlights:

In the Support branch of the Service, 275 unique clients accessed SASC services over the course of the
year. Of these, 75 clients chose to access services anonymously. Support clients accessed services
from the SASC a total of 1,565 times, which includes 44 accompaniments, most of which are to hospital.

The SASC continues to offer support to clients via email, phone, encrypted messenger, appointments,
and accompaniments. Services offered for those who have experienced sexual violence include
academic concession letters, support in accessing emergency housing, support navigating the criminal
justice system, accompaniments to hospital or appointments, and more.

Within the Education & Outreach branch, the team ran 43 workshops, most of which were requested by
different campus groups. Some of these groups included Generoksity, the IFC, and a range of clubs.

The Education team also hosted another collaboration with the Hatch Art Gallery this year. The theme
for the exhibit was ‘Beyond Erasure: Celebrating Black Queer and Trans Stories’ and was in partnership
with the Black Student Union.

Finances:
Budget (Reforecast): $855,627
Actuals: $719,739
Cost per Interaction: $239.04

In 2023/24, the SASC came under budget in large part because of temporary staff vacancies in both
the Education & Support branches of the Service. Unused funds from the SAIF fund are preserved in
that fund for future years.
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