
                  

Student Services
Supporting you to support our students
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Role
To act as a personalised point of contact, 
supporting the academic and personal 
development of students as outlined in QA33.

Aim
To provide guidance regarding academic 
progression, pastoral care, signposting to  
support services, and references.

Meetings
Meet with tutees at least three times during 
first semester after entry and offer at least one 
individual tutorial per semester at other times,  
as outlined in QA33. Always meet in a 
confidential setting and check beforehand 
whether the student has a Disability Action Plan. 

At the meeting: 

• Discuss progress towards their objectives 
• Invite students to discuss any issues of 

concern
• Listen, acknowledge their feelings and  

signpost to services
• Confirm any agreed actions in an email to the 

student
• Record on SAMIS Student Notes that a 

meeting has taken place and note any 
significant interactions 

• Follow-up later to check their needs have  
been met 

• Contact 4321 if you are worried

Attendance
If a student does not want to attend a meeting, 
document this on the student’s notes. If 
the student fails to respond at all, after two 
reminders send them an email noting this and 
reminding them that they can contact you 
in the future if their needs change. If you are 
concerned, discuss with your Director of Studies 
and follow guidance on attendance: http://www.
bath.ac.uk/student-records/procedures.html 

The Senior Tutor 
Provides Departmental support to personal 
tutors including guidance on scheduling and 
operation of tutorial sessions and evaluation of  
the departmental personal tutorial system.

Pastoral care responsibilities
Students have lives outside university and 
sometimes events can impact on their capacity 
to study. Pastoral care means providing 
information, guidance and support, not 
counselling.  

Remember these 5 steps:

Recognise
Be alert to any worries that students may have a 
nd invite them to discuss any issues with you.  
Notice changes in performance, behaviour 
or appearance but be careful not to make 
assumptions – there can be many reasons for 
such changes. Take seriously any concerns  
raised by other students, colleagues or parents, 
bearing in mind confidentiality requirements.   
If in doubt about whether concern is  
warranted please contact Student Services  
on 4321 for guidance.

Respond
Raise any concerns with the student directly (in  
a confidential space). Students in difficulty often 
find it hard to ask for help so they will usually 
welcome your enquiry. When talking with a 
student, listen to what they tell you and reflect 
back what you understand. Acknowledge the 
feelings behind what they have told you but be 
clear about the boundaries of your role. 

Take your time in considering how best to  
address the student’s needs and refer to the 
Information for Staff resources for guidance.   
Often a student will have a range of concerns  
and it can be useful to help them to prioritise  
one action to start with.  If the student is  
distressed or behaving strangely refer to the 
Distressed Student fact sheet for guidance.    

Guidelines for Personal Tutors
Confidentiality 
If you are contacted by parents or friends who 
are worried about a student, listen to and 
acknowledge their concerns, but no information 
must be disclosed to third parties without 
the consent of the student. See Guidance on 
Student Confidentiality.
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Record brief notes on your meetings with 
students using SAMIS Student Notes. 
This will:

• Ensure coordination of pastoral care
• Reduce risks to the student and the 

institution
• Provide a record of our services to students 

to use in investigating complaints etc
• Help you remember key issues when you 

next see them

It is good practice (and less work) to document 
the meeting in the form of an email to the 
student and this can then be pasted into the 
Student Notes system. This approach is very 
transparent to the student and reinforces any 
actions that you have agreed, avoiding any 
misunderstandings later.
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If in doubt call the Student  
Services Staff Advice Line on  

01225 384321

Resources
Services for students -  
http://www.bath.ac.uk/campaigns/advice-
and-support-to-help-you-succeed/  

Staff information page -  
http://www.bath.ac.uk/collections/student-
services-advice-for-staff/ 

What to record?

 Record summary of situation, outcomes  
 and action plan 

 Be succinct and use, non-judgemental  
 language

 Record facts rather than your opinions,  
 actual behaviours not your interpretation 

 Bear in mind that the student may request  
 to see your notes. 

Refer
Check whether the student is already seeing 
Student Services or a GP and if they are, 
encourage them to make contact. If not, it is 
useful to refer the student to 4 West Student 
Services Wellbeing Drop-In. This runs every 
day of the year and no appointment is needed.  
Sometimes the student will need your support to 
visit Student services. Follow-up with them later 
to check that their needs have been met.  

If the student refuses to seek help despite your 
encouragement we are not able to force them 
to seek help but if you think there is a risk to the 
student or to others you must contact Student 
Services (4321) for advice. (After hours ring 
Security on 666). 

Reflect
It is useful to reflect periodically on how we 
might improve our capacity to provide pastoral 
care and the student experience. Remember 
the old adage ‘Nosce te ipsum’ - know thyself, 
including your prejudices and ‘buttons’. 
Additional training such as Mental Health First 
Aid is available. 

Here are some helpful hints for preventing 
student problems:

 Help students to feel that they ‘belong’ 

 Check for and read Disability Action Plans  
 on SAMIS 

 Encourage students to seek help early

 Be accessible to students but manage the  
 boundaries of your role 

 Satisfaction = Experience - Expectations 

 Remember that often, all you need to do  
 is listen


