GA Orientation
Supervision Scenarios
Patrons
1. Upset Patron
Patron: Why can’t the library keep track of its own books?
Supervisor: Excuse me?  
Patron: This happens every time I check something out from here.  I ALWAYS return my books on time.
Supervisor: Could you step over here and tell me a little bit more?  I’d like to help but I’m not sure what you need right now…
Patron: I NEED for you people to stop telling me books are overdue when I return them on time.  I am tired of this happening to me.
Supervisor: So let me see if I understand – did you get a notice that some library materials were overdue?
Patron: I got a BILL from the library for books I know I renewed on time.  I need you to take those materials off my account right now and erase that fine.
[bookmark: _GoBack]Supervisor: Ok, so you were billed for some lost items that you remember returning – is that right?
Patron: Yes, that’s right.
Supervisor: OK, let me put you in contact with the people that handle billing for this library, they can help figure out why a fine appeared no your account, and resolve this for you.
Patron: No, don’t put me off – I want help right now.  I’m not leaving until this fine is erased from my account.
What did you like about the way the supervisor handled this? What would you do differently?  How would you resolve this situation?
2. Sick Patron
Patron: This guy just fainted in the back.
Supervisor: Really?  Is he OK now?  Is he still passed out?
Patron: He’s awake again, he’s just sitting on the floor right now…
Supervisor: OK, well that’s good.  There are some couches in the back he can lay down on if he wants to rest a bit.
Patron: Should we maybe get him some help or something?
Supervisor: Well, I don’t really know CPR or anything, but definitely come let me know if he passes out again.
What did you like about the way the supervisor handled this? What would you do differently?  How would you resolve this situation?
3. Theft
Patron: Excuse me, but someone just stole my backpack.
Supervisor: Did you leave it alone or something?
Patron: Well, I just got up for a minute to go to the bathroom, and when I came back downstairs it was gone.
Supervisor: Ohhhh… I see.  Did you get a good look at the guy who did it?
Patron: Well, no – I was in the bathroom.
Supervisor: Weren’t any of your friends around?  Do you think one of them might have taken it as a prank?
Patron: No, it was just me.  Can’t you fill out a report or something?
Supervisor: Well, we have some library security – next time I see them I’ll tell them to look for you so you can tell them about it.  They should be around in a bit.
What did you like about the way the supervisor handled this? What would you do differently?  How would you resolve this situation?
4. Porn
Patron: There’s a creepy guy over there looking at porn on the computer.  He’s making me and my friends uncomfortable, can you ask him to stop?
Supervisor: I’m sorry, I understand that he is making you uncomfortable, but the library doesn’t restrict what patrons use the computers for.
Patron: But we’re trying to study and it’s gross!  He’s clearly NOT a student.  Are you telling me you’re not going to do anything about it?
Supervisor: Unfortunately, we can’t do anything about what a person chooses to look at on the computers.  If he is making any gestures or saying anything out loud that is disturbing you and your friends, we can speak to him about that, but if he is keeping to himself he has a right to do that.
Patron: Fine, we’ll just move!
What did you like about the way the supervisor handled this? What would you do differently?  
5. Facilities Issues
Patron: The men’s room is a mess.  Someone puked in the middle of the floor.
Supervisor: Can you walk around it?  Could you maybe throw some paper towels on it?
Patron: I guess so… it smells though, and actually when I went to dry my hands there were no paper towels.
Supervisor: We do have another bathroom on the 2nd floor you can use.  There’s usually a cleaning crew that comes through later, they’ll be sure to take care of this.
What did you like about the way the supervisor handled this? What would you do differently?  
6. Group Study Rooms
Patron, in the company of several other students: There are these four group study rooms on the fourth floor that are locked. No one’s in them. Can you open one of them for us? 
Supervisor: I’m afraid not. Those rooms have to be reserved using our online reservation form, 48 hours in advance. 
Patron: But nobody’s in them and all the other rooms are full!
Supervisor: I know, and I’m sorry. But we have a policy that those four rooms must be reserved in advance. 
Patron: Surely you can make an exception this once. We are working on a group project that is due TOMORROW and we NEED the space. We’re engineering students, and we’ve paid a lot of tuition to have access to resources like this!
Supervisor:  I’m sorry, but these study rooms are used for College of Engineering TA and instructor office hours. They have equipment that the other rooms don’t have, and we can only open them for uses that have prior approval.
What did you like about the way the supervisor handled this? What would you do differently?  

SAs
1. Tardiness
SA: Sorry, I know I’m 10 minutes late but I lost track of time while I was calling my mom.
Supervisor: Well, you know you need to be here on time for your shifts, right?
SA: Look, we’re not that busy, and it was my mom.  Besides, it was only 10 minutes, what does it matter?
Supervisor: You know I’m supposed to report every time an SA is late…
SA: Look, you’re not my boss, right?  You’re just the GA.  It’s not like I hurt anything by being late.
What did you like about the way the supervisor handled this? What would you do differently?  How would you resolve this situation?

2. Service Issues
Patron: Excuse me, do you have any information on solar powered cars?
SA: That’s a really cool topic… I think we have some books downstairs, I remember shelving some car books in the 600s last week.
Patron: The 600s?  Where’s that?
SA: 2nd floor in the back, kind of to the left, you can’t miss it…
How would you resolve this situation?

3. Assisting SAs with Problem Patrons
Patron: Hi, I’d like to check out these books.
SA: Sure!.... Hmm…, it looks like there is a block on your patron account.
Patron: Oh, that happens all the time – I took care of that a while ago – I think you can just click override and check the books out to me.
SA: Well, I don’t know…
Patron: It’s ok, lots of other libraries do it for me.  I’m faculty and I really don’t appreciate being harassed every time I come in to check out a book.
SA: Ok, sorry, I hadn’t seen that before, so I can just click override…
How would you resolve this situation?
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