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Background

• High proportion of ethnic 
minority backgrounds

• High proportion of Muslim 
students

• Commuter students

• First generation

• English as a second 
language

• International students 
from 120 countries
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Words Matter

• Is it clear?

• Is it written in plain English?

• How much jargon is being used?

• Is it inclusive?

• Are we using neutral language?

• What is the tone?
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Words Matter

You’re welcome to take phone calls in the phone zone

Prayer facilities are available (then list the spaces)

Hot food can be eaten on the ground floor

This is a silent study space for individual study

You can’t use a phone here

This is not a prayer space

No hot food / no food

Shhhhhh
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Physical signage

• Consistent tone

• Reinforce what can 
be done

• Use simple language

• San serif fonts

• High contrast between 
text and background

• Minimalist backgrounds
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Enquiries

• Workshop how to make 
interactions more positive

• Provide options when resolving 
challenging interactions

• Develop shared answer 
templates

• Share best practice
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Policies / “Rules”

• What are the blocks to a 
sense of belonging?

• What sources of feedback 
are available to identify the 
blocks?

• How can these be 
removed?

• What are the alternatives?
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Measuring impact

Creating digital signage 
and developing digital 
skills
Work done by the team

Develop wellbeing 
collection
Work done by the team

Brilliant service and 
staff are very polite 
and helpful
Feedback from student

A* help service ☺
Feedback from student

The online chat 
function to contact 
library staff is helpful
Feedback from student

Setting up resources 
and displays for events 
Work done by team

Developing and running 
‘Share your Shelf’
Work done by the team
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What’s next

• Develop mechanisms for student input 
and build them into business as usual

• Build links across the University to be part 
of strengthening the community and 
sense of belonging

• Words are just the beginning



Any questions?

Claire Townsend 

Library Enquiries and Communication Manager

C.Townsend@aston.ac.uk
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