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The Professional Counselling Handbook
This hand book is aimed at healthcare support workers, working within an hospital environment
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1. Introduction 
The aim of this handbook is to support and guide healthcare professionals, to understand the term counselling and how to use this within their everyday practice. The handbook is created for healthcare support workers, who work in hospital environments and alongside NHS professionals. The handbook is set out to teach healthcare support workers, basic skills and techniques that can be used confidently and appropriately within their job role. A healthcare support worker will use their counselling skills, to empower patients to take back control of their lives whilst working through issues and problems that have caused them to lose control. (Freshwater, 2003:7) 
The handbook covers valuable information that demonstrates the need for counselling within this area of need. Professional therapy can be daunting for both patient and the healthcare support worker, this is because of sensitive issues that are brought to light and challenged. Healthcare support workers are trained to listen and support patients without discriminating against their circumstances, or back ground. They are taught certain ways to get patients to engage with their therapy and allow them to talk about their feelings and emotions. The handbook covers the importance of confidentiality and what is appropriate during counselling. Linking in confidentiality, the healthcare support worker has a duty of care to all patients receiving counselling, therefore there are strict guidelines that must be discussed and implemented within the counselling sessions. For example, any information disclosed to health care support worker that potentially puts the patient at risks, must be passed on to their line manager, this must be discussed prior the counselling due to the nature of the job and it is a duty of care which is a legal obligation. However, this may not always be the case in other counselling agencies, such as private sectors. (Woolfe, Dryden and Strawbridge, 2003:525)
General counselling skills are demonstrated throughout and link in with theories and practice. Theories are used by healthcare support workers to establish what works well and not so well for the patient and to identify behavior, the handbook covers five key theories that provide good understanding for healthcare support workers. To achieve positive outcomes and end goals, it is essential that the healthcare support worker shows good practice, listening skills and positive reinforcement these are some of the key factors to good counselling. (Magnuson and Norem, 2014:16) It is important that the healthcare support worker is aware of professional boundaries, when counselling, it can be easily influenced during a counselling session to talk about each other’s personal lives and compare, controlling and recognising your own feelings when working with patients is vital and remembering it is about the patient, their health and wellbeing. The code of professional practice is the core principles that healthcare support workers follow, there can be disciplinary consequences if these are breached this is also covered within the handbook. 
2. Confidentiality and None Disclosure 
As a professional healthcare support worker, it is vitally important that confidentiality is understood and maintained when dealing with patients personal and sensitive information. There are key ethical principles that need to be carefully followed during practice, for example informed consent, it is the responsibility of the healthcare support worker to ensure that the patient is fully aware and understands any information discussed before given consent to care and treatment. In terms of counselling the patient must be aware of what to expect and information that may potentially be challenged during therapy sessions, for example traumatic events. It is important to consider the ethical back ground of each patient and to accommodate their preferred language, or methods of communicating such as written, sign language, family members present. Consent can be given and accepted using verbal or written permission, however evidence of this must be clear and is only valid if it is voluntarily given by the patient. (Beech, 2014:24-46) If consent is not given prior any treatment, then no treatment will commence, unless it is a capacity issue, which the mental health Act (2005) says, people who lack the ability or capacity to make appropriate decisions, due to conditions such as brain injuries, learning disabilities, dementia, can be deferred to their next of kin, social worker or consultant under the best interest decision. (Mind Organisation, 2005)
3. Anti-Discrimination Policy
As a professional healthcare support worker, working for the NHS you must have a clear understanding of the agencies anti-discriminatory policy. This is paramount to the role of the healthcare support worker, because it demonstrates what is expected from them in terms of legal obligations, such as promoting equal rights and respecting diversity, anti-discriminatory practice plays a big part within the health industry. Especially organizations such as the NHS, where it is very diverse and continuously growing. The Equality Act 2010 has been introduced to simplify the law, remove conflicts and to make it easier for people to understand and comply with, as well as strengthening the law to help tackle discrimination and inequality. The Equality Act ensures that all public bodies take part in making society fairer by tackling discrimination and providing equality of opportunity for everyone. This Act ensures that all professionals are equal and treat patients as an individual regardless to their: -
· Age
· Disability
· Gender 
· Race-this includes ethnic or national origins, colour or nationality
· Religion or belief (this includes lack of belief)
· Sexual orientation 
· Sex 
(Welsh Government website, 2010)
In terms of a healthcare support worker counselling a patient, under the anti-discriminatory policy, they must demonstrate good practice and treat all patients as an individual, for example a patient who is battling substance misuse is often stigmatised. However, it is the duty of the healthcare support worker to promote equality and ensure the patient suffering has the same entitlement, of care and support as everyone else. It is important that the healthcare support worker learns all basic and essential skills in order to meet the needs of the patient, some of these skills that are used regardless to the patients current or previous back ground, is to be none judgemental, be able to show active listing, be sensitive and understanding, be able to work under pressure and accept criticism. Accessible anti-discriminatory practice in counselling is a crucial part of the toolkit, for all healthcare support workers training to practice in counselling professions. It adds knowledge and clarity to their role. (Lago and Smith, 2010:13)
Experts have highlight how important it is for counsellors and others in the helping professions (healthcare support workers), need to be aware of and engage with their own social, political, cultural attitudes and how they must develop their skills as culturally sensitive, reflective professionals, if counselling is to be truly accessible to all members of society. (Sue et al, 1998:4)
“All healthcare support workers have rights to work in a supportive, safe and harassment-free environment and have individual and collective responsibility to value and respect each other's contributions” (skillsforcare, 2015)  
“The Equality Act 2010 legally protects people from discrimination in the workplace and in wider society” (Caven and Nachmias, 2017:8)
4. Duty of Care 
It is a legal obligation that healthcare support workers follow the principles set out for them relating to the standard of care. It is important for healthcare support workers to recognize and remove themselves from any potential risks or dangers they may find themselves in. Protecting patients are also a priority where appropriate, providing there is no risk to the healthcare support worker, for example if the patient becomes aggressive, threatening to harm themselves and the health worker. This will require quick thinking and counselling skills to either calm the situation down or remove themselves. The duty of care is a fundamental part of the healthcare support workers practice, it is the over all standard delivered from the health professional, which includes everything from hands on care to knowledge and skills, responsibilities, safe services provided, accurate documentation, maintaining of confidentiality, comply with statutory duties, such as those around health and safety, equality and human rights and report to appropriate person if concerned. (Bond, 2015:68)
Set standards help professionals like healthcare support workers, to use a structured approach when sharing and comparing their practice, to enable them to identify the best and to develop action plans to resolve poor practice. The code of professional practice complements specific policies and standards that are met by healthcare support workers, during their duty of care.  Healthcare support workers need to be fully aware, that specific legislation can relate to certain patients they work with, for example working with mental health can be disturbing and dysfunctional, therefore the health support worker will need to ensure they are confident within their selves, to meet the requirement of the job role and be able to have clarity, about what can be offered within the role and the boundaries to provide the highest possible standards. (Tribe and Morrissey, 2015:124)
5. General Counselling Information for Healthcare professionals
Counselling is also known as a talking therapy and allows people to talk freely about their feelings within a safe and confidential environment. Healthcare support workers will come across all different types of people, within their work place who may need some form of counselling. It is important to understand the term counselling and what it entails, it is a broad area to cover especially in the mental health sectors. Patients who come into hospital for mental health treatment will be assessed on their physical and mental state, by a psychiatric doctor. Healthcare support workers will work alongside other professionals and are trained themselves to deal with mental health issues and are able to provide counselling where necessary. It is not always mental health patients, that will need counselling it can be general health also, where a patient will want to just simply explore their thoughts and feelings. Healthcare support workers should show compassion in this and allow the patient to talk about things that may be bothering them, this will help the patient to uncover any underlying causes and identify their specific ways of thinking. (Brems, 2001:264)
As a healthcare support worker, it will be in their interest to work with the patient and other qualified professionals, to find ideas, solutions and ways to help patients cope and deal with emotional distress. Counselling can help a patient cope in many ways for example, coping with a mental health condition such as depression, low self-esteem, anger, substance misuse, eating disorder, difficult life events such as stress, trauma or bereavement and dealing with a life changing event such as sexual orientation. All these life events contribute to how someone feels and what they do to cope with these feelings. Hence why it is important for counselling to be part of the health sectors. Receiving counselling can make a difference, to the way someone is thinking and feeling, which is improving and, in some cases, saving lives. (Velleman and Aris, 2009:xii)

6. Theories and Therapies 
Here are five key theories that are used within the health sectors, by all professionals who are trained in counselling. These theories have been developed by the following therapists to allow others to understand and learn about these theories that are used in todays practice: - 
· Psychodynamic theory is known as an historical perspective. Freud believed there were unconscious services that drives behavior, he developed a freely talking therapy, where the person can talk to the therapist about whatever comes up without censoring. He also mentioned that dream analysis is used to examine dreams for important information about the unconscious. 

· Operant conditioning therapy is used as a behavioral approach, this was developed by Skinner. He believed in the power and influence of rewards, to increase the probability of a behavior and punishments, to lessen the occurrence of a behavior. Behavioral therapists work on changing behavior, modification approaches, such as positive or negative reinforcement. 


· Psychotherapist is a cognitive theory which was developed by Beck and is used to focuses on present situations and the way people think and how thinking can change feelings and behaviors. Cognitive and behavioral therapy (CBT), are often combined as one method of theory practiced by professional counselors and therapists. Research links have been found that evidently support CBT, to be beneficial to people suffering with mental health illnesses, such as anxiety, personality, eating, and substance misuse disorders. 

· Rogers developed client-centered and existential therapy, which comes from the influence of humanistic theories. Client-centered therapy focuses on the belief that clients control their own destinies, believing that all counsellors and therapists need to do is show care, interest and compassion. Existential therapists support clients to find meanings in their lives by focusing on self-determination, responsibility and free will. 
· Integrative and holistic therapy is integrating several elements of different theories to the counsellors’ practice. Holistic therapy may include nontraditional therapies like hypnotherapy or guided imagery. The key is to use the methods and psychotherapy tools, tailored to suit the persons needs and problems. 
(Colledge, 2017:4&5)
7. Personal and Work Boundaries 
As a professional healthcare support worker, there are boundaries that must be considered when working with patients and providing counselling sessions. It is important to build relationships with the patients in order to gain their trust and confidence, maintaining professional always. An effective way of doing this is to have a set structure, between the professional and the patient, so boundaries are clearly understood. There are clear guidelines for healthcare support workers to follow, which are built around the basic principles of the counsellor code of ethics. (Baum et al, 1997:350)
Here are some basic principles that have been briefly outlined for a healthcare support worker to follow. 
1. Accept responsibility for promoting what is good for the patients, with the view that the patients will benefit from the counselling therapy.
2. Doing no harm, the healthcare support worker providing counselling must always avoid situations, where there is potential conflict of interest. 
3. The healthcare support worker is ethically responsible, for encouraging patients to think independently and make decisions, and to deter all forms of patient dependency.
4. Equal and fair service must be given to all patients, regardless of age, gender, disability, race, culture, ethnicity and socio-economic status.
(NHS Organization, 2016)
Over stepping the boundaries is seen as a healthcare support worker, becoming too involved with the patient, to the point where they lose sight of professionalism and develop a close relationship, that Is inappropriate, like hugging patients when they see them, or having personal conversations about their personal lives, such as family life, holidays, social lives. This is a clear violation of boundaries and can cause all sorts of problems, such as dilemmas, tensions and lead to disciplinary procedures for gross misconduct. 
8. Disciplinary Policy 
Linking in with boundaries, disciplinary action may be used if a healthcare support worker has a negative impact on their work environment and the patients receiving therapy and care. Disciplinary is a tool used by all professional organizations, to help improve reflection, practice and the behavior of the coworker. For example, if a healthcare support worker was to breach their code of professional practice and does not work to the legislation requirements or performs in a way that causes negligence, or could potentially put patients at risk or danger, then disciplinary action may be taken. It is paramount that standards are met to the highest possible level. 
(NHS Wales, 2017)
9. Conclusion 
Drawing in all aspects of this handbook it is clearly demonstrated throughout how important this handbook is to healthcare support workers, it gives a clear guide to what is expected from a healthcare worker when counselling patients. The aim of the hand book was to target healthcare support workers in order to advice and teach them basic counselling skills. Confidentiality must always be maintained, as explained in this handbook it is a vital part of the patients care because information discussed can be extremely sensitive and cause tensions within counselling discussions, so reassurance and trust must always be offered to keep the patient engaged, confident and comfortable when talking. None disclosure is something that is carried out between the patient, health professionals and sometimes family depending on capacity levels which is identified within this handbook. 
Part of a healthcare support workers practice they must have clear values in how they address and work with the organisations anti-discriminatory policy, there is no room for pre-judgement and will not be accepted in any form. It is the duty of the healthcare support worker to always work to the highest possible standard ensure patients care and treatment is a priority, for the patients to fully recover. Healthcare support workers must have all general counselling knowledge available to them be offered further training as required and be supported by their trainers, understanding basic counselling skills and being able to perform these skills will assist other professionals with their work load and time. All health professionals work with theories this is to gain an understanding of why certain people act certain ways, it is important that healthcare support workers are aware of key theories, because they play a big part in the patients care, being able to identify what theory is needed to be used, to support a the patients recovery is valuable asset to have in counselling. Discussing personal information and over stepping boundaries is a clear breach of the code of conduct and as stated in this handbook can lead to disciplinary proceeds. The law is clear on what is expected from healthcare support workers, this handbook is essential to follow because it indicates all expectations of a healthcare support worker when using basic counselling techniques. 
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