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Food 

 

Students: Ages 30/31/18. Two from Nigeria, one from Halifax. All 

studying Health, Wellbeing and Social Care 

 

Context:  The students are tired having sat in a 2 hour lecture on 

nutrition. They need to eat their lunch in 15 mins before their next 

lecture.   

 

Situation: Two international students are eating a fruit salad with a 

fork, and a bowl of cold couscous. A member of staff approaches 

them to explain the food and drink policy. The students are visibly 

confused. They respond by saying they don’t understand the word 

“snack” or the food policy. A home student joins in the discussion 

while eating a packet of Wotsits.  

 

Discuss:    How might this escalate and what could you do to 

defuse this potentially difficult situation?  
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Password Username 

Student:  Age 18, from Nigeria, studying Mechanical Engineering. 

 

Context: The student is very good at IT but has limited experience 

of using a University library in England.  

 

Situation:  English is not their first language. They are new to the 

University, arrived 2 days ago and need to print off a very 

important document relating to their Visa. They don’t understand 

that they  have to send the document to print via a computer and 

choose Library MFD, or that it defaults to double sided printing. 

They have accidently sent it to one note. They get to the machine 

and try to login using their username and password.  It doesn’t 

work. The student feels pressurised and frustrated. They seek out 

help.   The member of staff tells them they need their PIN number.  

The student doesn’t know what it is.  They leave the machine and 

go to reset their PIN number, then return, type in the correct UB 

Number and PIN and discover the print job is not there… 

 

Discuss:    How might this escalate and what could you do to defuse 

this potentially difficult situation?  

 

 

 

 

 

 

 



Fines 

 

Student: Constantin Groza, 18, First Year Chemistry Student, 

Romanian.  

 

Context: In the University Library in Bucharest the fines are 1 leu 

per day. The equivalent of 19 pence. 

 

Situation: 

A student has come to the desk who speaks understandable but 

limited English; he is in a rush and the self-service machine will not 

let him borrow a book. You have looked at his account and see he 

has a £6 fine from old late fees and 3 books overdue by a week 

amounting to a further fine of £9.10. You try to explain this to 

him, but he is struggling to understand why the fine is so much 

and why he can’t take a book out- he’s getting visibly frustrated. 

What do you do next? 

 

Discuss:    How might this escalate and what could you do to defuse 

this potentially difficult situation?  

 

 

 

 

  

 

 

 



Helping Students to Find a Book 

Student: 25, Chinese, Studying International Business and 

Management 

 

Context: The student is very shy and nervous to ask for help. This 

student is from a country where libraries are not self-service and 

so he expects library staff to collect his books for him (but the 

member of staff doesn’t know this). 

Situation: 

A member of staff is sitting on the information desk and a student 

arrives wanting to find some books. It is very early in Semester 1, 

he has not been in the country very long and is nervous about 

speaking English. The staff member has a very strong accent which 

the new student finds difficult to understand. He presents the 

member of staff with a reading list. The staff member asks if he 

has looked the books up on Summon but the student doesn’t 

know what that is as he hasn’t had any library sessions yet. He 

thinks the staff member is being rude and the staff member thinks 

the student is being rude by expecting her to collect the books for 

him.  

Discuss:    How might this escalate and what could you do to defuse 

this potentially difficult situation?  
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