
 

 

 
Case Study 1 

 
A student comes into your office, and you know that she has a documented mental 
health disorder. Unbeknownst to you, the student let you know that the department 
head for her major is leaving the university. This department head is also teaching 
two of her currently enrolled required major courses. It is now mid semester and the 
student is wondering what to do. How do you address the student’s concerns as well 
as the communication lapse between advising and the department? How could we 
use the above example to create a practice to prevent future communication lapse? 

  
  
  

Case Study 2 
 

Northeastern University is known for its co-op program, which allows students to 
complete six-month professional experiences during their undergraduate studies. If 
a student is identified in the system as being on co-op, they are not charged tuition 
and are also not expected to take classes. Once a student has secured a co-op, their 
co-op coordinator indicates this in the registration system. Students who are not 
registered for classes or co-op receive targeted outreach from their advisor to sign 
up for classes, as the start of the semester draws nearer. 
  
You enter your office Monday morning to find five angry voice mails from the parent 
of an advisee, who is also a prominent donor to your institution. The parent is upset 
because she heard from her student that, even though he is on co-op, his advisor is 
emailing him to register for classes. She also received a full tuition bill even though 
he is on co-op. The parent wants you to call her back right away with an explanation 
of why this happened and how it will be resolved.  
  
After talking to your colleagues about this situation, you determined that this 
miscommunication occurred because the advising and co-op departments have 
two different procedures for verifying whether a student is taking classes or on 
co-op. Please discuss how you would address the parent, the student, and the 
co-op department. How could we use the above example to create a standard 
practice to prevent future communication lapse? 
 
 

 


