
Connecting with Community  

fostering favourable engagement with families of 
international students!

Emily Tzu-Ping Ou & Semra Tastan



Fast facts

UNSW Sydney, a metropolitan university in 
NSW Australia

14,392 International Students (2018), 25%-30% 
of student population

 Top 5 Countries – China, Malaysia, 
Indonesia, India, Singapore

 International Student Experience Unit

 5 International Student Advisors (majority 
social workers)

 Individual face to face consultation, 
case management, critical incident, 
program/project management, ESOS 
Compliance, U18 students monitoring, AAS 
students support
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Student by Nationality

Cambodia Canada China Hong Kong India Indonesia Laos Malaysia

Pakistan Saudi Arabia Singapore Sir Lanka Taiwan Thailand Turkey USA
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Student Case

2017

Commenced in early 
2017. On Good 
standing in 1st year

2018

Failed all courses in 
2018, academic 
standing Suspension

Early 2019

Parents reported 
student missing after 
student flied to Sydney. 
PRISMS showed student 
was offshore

Mid 2019

Student returned 
home and received 
treatments

August 2019

Parents seek support 
for Fee Remission and 
enrolment

Now

Student made 
contact – ongoing

Pam, Chinese female 21 years old, UG Built Environment



Hospital based treatment

Discharge report written by a clinical 
psychologist

Reasons for Admission: Unusual 
behavior; arguing with parents; refused to 
answer questions; instable emotions; easy 
to lose temper; nervous; don’t care about 
work or life; lack of self-awareness

Diagnosis – Depression (medium)

Treatment: medication, behavioral 
therapy

Reasons for Discharge: Patient and 
parents requested discharge



Letter from 

Pam’s 

mother

Hello Emily!

It was warm-hearted to receive your email yesterday. I couldn't help but shed tears, just as I first received an email from a UNSW 
staff telling us that we could try to apply for Fee Remission considering Pam’s special circumstances. That made me feel the care, 

as representatives of the university, brought us. “To be honest, before this my feelings about the 

university was cold and distant”. Because several contacts to University previously, I couldn’t get the answers I 

wanted. Of course I can understand that this is due to University policies and Australian (privacy) laws. However if I recall now, Pam 

may not get to where she is today if she studied in China. The Fu Dao Yuan (counselor/advisor) in Chinese 

universities will pay close attention to students and provide timely support/counseling or 

notify parents. But in Australia, due to privacy, the opportunities to support students 

might have been missed again and again.

Yesterday, Pam told us for the first time that she did not take the exams in the first semester of 2018. I think if we knew this at that 
time, we could have been able to take appropriate actions. So she would not be skipping classes in semester 2 in 2018, left home in 

February 2019 and wandered around outside for more than a month. Recall that time, it was painful! We had no news of 

her at all, we had no ideas where to find her, we imagined she might be living on the 

street, might have met bad people, these thoughts put us tortured to death. It was not 

until the night she got home that we had a good night's sleep.

Emily, I'm sorry to say all these to you, I just hope that in the future the University may make some adjustments to the rules and 
regulations, so that students, especially those who are far away from their parents and family, can get timely help in the event of a 
bad situation, to avoid such situations like Pam experienced. After all, this time the University has arranged you to assist us, this has 
given us a lot of support, physically and psychologically. Myself and Pam’s father sincerely thank you! 

All the best, 

Pam’s mother

August 2019
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Joe

23-year-old male Chinese student in final year of 
Engineering (UG) with a good academic record. 

Referred to international student support by the Police 
following a suicide attempt which led to a short psychiatric 
admission. 

Homeless and not known to our service or any other 
services on campus. 

Over three months Joe had three admissions to 
psychiatric ward in three different hospitals across Sydney. 
All admissions were due to risk of harm to self. 

The first two admissions were short (3-7 days) and last one 
was 6 weeks. 

Case Study 
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Where 

to from 

here

DEVELOP A CASE MANAGEMENT 
FRAMEWORK 

POLICIES & PROCEDURES 

CULTURALLY INCLUSIVE PRACTICE

RESEARCH INTO FAMILY ENGAGEMENT 
IN HIGHER ENGAGEMENT
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