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Reflective Evidence
Courage

Taking responsibility
Challenging unprofessional behaviour
Being honest and accountable

Reflection: 

The value of courage within policing and emergency service environments extends beyond just physical bravery and includes moral courage, accountability, and the willingness to challenge inappropriate behaviour. Throughout preparation for volunteering with St John Ambulance, I developed a greater understanding of how courage is demonstrated through safeguarding responsibilities, professional decision-making and adherence to ethical standards, particularly within high-pressure public situations. The College of Policing Code of Ethics highlights the importance of honesty, integrity, accountability, and challenging improper conduct within public service roles (College of Policing, 2024a).

A scenario that allowed me to reflect on the importance of courage involved considering how I would respond to an intoxicated member of the public presenting at St John Ambulance Help Point with a visible head injury while also behaving aggressively towards volunteers. Although hypothetical, this scenario reflects realistic challenges commonly encountered within public-facing policing and emergency environments. Initially, my instinct may have been to focus primarily on resolving the conflict or calming the individual’s behaviour. However, through reflection and engagement with professional standards, I recognised that courage also involves maintaining professionalism, prioritising welfare, and making accountable decisions even when under pressure.

Using the National Decision Model (NDM) helped me reflect on how such a situation should be approached both ethically and proportionately. Gathering information and intelligence would involve assessing the individual’s behaviour, injury, level of intoxication, and any immediate risks posed to themselves or others. The NDM places ethical considerations at the centre of operational decision-making and encourages structured, accountable responses within policing and emergency situations (College of Policing, 2024b).
The Code of Ethics further emphasises accountability, honesty, and respect, meaning it is imperative to not allow frustration or intimidation to negatively influence decision making (College of Policing, 2024c). Instead, courage would involve remaining calm, maintaining professional boundaries, and acting in the individual’s best interests despite challenging behaviour. 

This reflection also highlighted the importance of taking responsibility within public service roles. In emergency or policing contexts, there may be situations where colleagues minimise concerns, fail to follow correct procedures, or avoid intervening altogether due to uncertainty or fear of confrontation. Courage therefore includes the willingness to challenge unprofessional behaviour appropriately. For example, if another volunteer dismissed the individual’s injury as “just drunken behaviour” without appropriate assessment, I would have a professional responsibility to raise concerns and ensure medical considerations and safeguarding were prioritised. While challenging others can feel uncomfortable, especially in environments involving hierarchy or pressure, failing to act appropriately could place individuals at greater risk.

Through reflection, I recognised that accountability is essential to maintaining public trust. Ethical policing and public services rely heavily on integrity and transparency in decision making, particularly when working with vulnerable individuals or high-risk situations (College of Policing, 2024d).

This means accepting responsibility for decisions, acknowledging my limitations, and seeking guidance where necessary. In this scenario, courage would not mean acting beyond my competence or attempting to manage the situation alone. Instead, it would involve recognizing when escalation or additional support may be required, such as contacting emergency services or requesting assistance from more experienced personnel.

Using Kolb’s Experiential Learning Cycle enabled me to critically evaluate both the practical and emotional aspects of the scenario. Kolb (1984) argues that learning is developed through the transformation of experience, allowing individuals to reflect on situations and improve future professional practice.

Reflecting on the situation demonstrated that challenging or confrontational incidents may create stress, uncertainty, or self-doubt, particularly for inexperienced volunteers or practitioners. However, reflection also demonstrated that confidence develops through preparation, ethical understanding, and experience. This aligns with Bandura’s (1977) theory of self-efficacy, which suggests that an individual’s belief in their ability to successfully perform tasks develops through experience, preparation, and mastery of challenging situations. I identified that one area requiring further development is communication during high-pressure situations, particularly balancing empathy with assertiveness when managing conflict. To improve this, I would benefit from further scenario-based training and continued development of de-escalation skills.

Overall, this reflection strengthened my understanding that courage within policing and emergency service environments is not limited to physical action. Instead, it involves ethical decision-making, professionalism, accountability, and the willingness to safeguard others even in difficult or uncomfortable circumstances. This understanding is important for my future professional development within policing and public service roles.

However, a limitation of reflecting on hypothetical situations is that real operational environments may involve greater emotional pressure and unpredictability than can be fully replicated through theoretical reflection alone.





Reflective Evidence
Respect and Empathy

Listening to others
Understanding different perspectives
Responding to individual needs

Reflection: 

Respect and empathy are fundamental values within policing and emergency service environments, particularly when engaging with vulnerable individuals or members of the public experiencing distress. Through preparation for volunteering with St John Ambulance, I developed a greater understanding of the importance of effective communication, active listening, and recognising the different social, emotional, and personal factors that may influence an individual’s behaviour. The College of Policing Code of Ethics highlights the importance of treating individuals with dignity and respect while demonstrating compassion and understanding within professional interactions (College of Policing, 2024a).

A scenario that allowed me to reflect on the importance of respect and empathy involved considering how I would respond to a young vulnerable individual attending the St John Ambulance Help Point who appeared visibly distressed and reluctant to engage with volunteers. Although hypothetical, this scenario reflects situations commonly encountered within public service roles, particularly during busy night-time economy environments where individuals may be affected by alcohol, mental health difficulties, anxiety, or safeguarding concerns. Initially my focus may have been directed primarily towards resolving the immediate issue or obtaining information quickly. However, reflection enabled me to recognise that empathy and active listening are often critical in building trust and encouraging individuals to feel safe enough to communicate openly.

Carl Rogers person-centred approach emphasises the importance of empathy, genuineness, and non-judgemental communication when supporting individuals in distress (McLeod, 2025a). Applying this understanding to the scenario demonstrated that maintaining calm body language, actively listening, and avoiding judgemental assumptions would be important in helping the individual feel respected and supported. This reflection also highlighted that individuals may respond differently to authority figures or emergency personnel depending on previous experiences, cultural background, trauma, or personal circumstances. As a result, it is important not to make assumptions based solely on behaviour, appearance, or intoxication.

The NDM further supports the importance of gathering information and understanding individual circumstances before making decisions or taking action (College of Policing, 2024b). In this situation, demonstrating empathy would involve taking time to understand why the individual appeared distressed rather than immediately focusing on procedures or outcomes. For example, the individual may have been separated from friends, experienced harassment, or felt unsafe within the environment. Responding appropriately would therefore require patience, emotional awareness, and professional communication skills.

Daniel Goleman (1995) highlights that emotional intelligence, including self-awareness, empathy, and emotional regulation plays a significant role in effective interpersonal communication and professional practice. This scenario demonstrated that empathy does not mean lowering professional standards or avoiding difficult conversations. Instead, empathy involves understanding another person’s perspective while still acting appropriately and maintaining professional boundaries. This is particularly important within policing and emergency environments, where practitioners must balance safeguarding responsibilities with effective communication and public safety considerations.

This reflection also encouraged me to consider how unconscious bias may negatively affect professional interactions if not appropriately managed. Critically reflecting on professional interactions and remaining self-aware are vital in reducing bias and improving decision-making within public service professions. Donald Schön (1983) argues that reflective practitioners continuously evaluate their actions and experiences in order to improve future professional practice.

Using Kolb’s Experiential Learning Cycle reflective cycle enabled me to evaluate how communication and emotional intelligence influence professional practice. Reflection demonstrated that one of my strengths is remaining calm and approachable when communicating with others. However, I also recognised that I could further improve my confidence when engaging with highly emotional or vulnerable individuals, particularly within fast-paced environments. Compassionate and person-centred communication is recognised as essential for supporting vulnerable individuals and improving outcomes within public-facing services (McLeod, 2025b).

To improve this area of practice, I would benefit from further safeguarding training, scenario-based learning, and further development of communication skills within public-facing settings.

Overall, this reflection strengthened my understanding that respect and empathy are essential for building trust, safeguarding vulnerable individuals, and maintaining professionalism within policing and emergency services roles. It reinforced the importance of listening to others, understanding different perspectives, and responding to individual needs in a compassionate and ethical manner.

However, I recognise that responding empathetically in real-world situations may be more challenging when operating within fast-paced or emotionally heightened environments.


Reflective Evidence
Public Service

Acting lawfully
Delivering a service to be proud of
Improving yourself and others

Reflection: 

Public service is a core principle within policing and emergency service environments and involves acting lawfully, delivering a professional service, and continuously improving both individual and organisational practice. Modern public service roles require practitioners to demonstrate professionalism, compassion, accountability, and effective communication while working within increasingly high-pressure and complex environments. Recent NHS emergency care feedback highlighted that members of the public place significant value on professionalism, empathy, communication, and feeling respected during interactions with emergency service personnel (NHS England, 2026). 

Through preparation for volunteering with St John Ambulance, I developed a greater understanding of the responsibilities associated with serving the public, particularly when working with vulnerable individuals or within unpredictable environments. Public service extends beyond simply responding to incidents and instead involves professionalism, safeguarding, accountability, and maintaining public confidence through ethical conduct.

A scenario that allowed me to reflect on the importance of public service involved considering how I would respond to a vulnerable individual requiring medical assistance during a busy night-time economy environment where multiple competing demands were present. Although hypothetical, this scenario is reflective of realistic pressures experienced by police and emergency services. Initially, my focus may have been directed primarily towards resolving the immediate incident as quickly as possible. However, reflection enabled me to recognise that effective public service requires balancing efficiency with professionalism, compassion, and lawful decision-making.

The College of Policing NDM provides a structured framework for making ethical and proportionate decisions within policing and emergency service environments (College of Policing, 2024b). applying the NDM to this scenario demonstrated the importance of gathering information, assessing risk, considering powers and policies, and identifying the most appropriate course of action while maintaining public safety. This reflection highlighted that acting lawfully is not limited to following legislation and procedures, but also includes ensuring that decisions are proportionate, necessary, and ethically justified.

Public confidence within policing and emergency services is heavily influenced by the professionalism and conduct of practitioners. The College of Policing Code of Ethics underlines the importance of integrity, accountability, and delivering a service that prioritises the public interest (College of Policing, 2024a).

This reflection demonstrated that members of the public may judge public service organisations not only on outcomes, but also on how they are treated during interactions. As a result, communication, professionalism, and empathy remain essential even during high-pressure or stressful situations.

Critically evaluating the scenario demonstrated that delivering an effective public service also necessitates adaptability and continuous professional development. Donald Schön (1983) argues that reflective practitioners learn through critically evaluating their experiences and adapting their future practice accordingly. This understanding highlighted the importance of reflecting on both positive and negative experiences in order to identify areas for improvement and strengthen professional competence.

This reflection also encouraged me to consider the importance of emotional resilience and communication within public service roles. Daniel Goleman (1995) suggests that emotional intelligence, including emotional regulation and self-awareness, plays a significant role in effective professional practice. Within high-pressure public service environments, practitioners must remain calm, communicate professionally, and make rational decisions even when experiencing stress or uncertainty. Reflecting on this scenario allowed me to recognise the importance of maintaining professionalism and composure when interacting with members of the public who may be distressed, intoxicated or emotionally vulnerable.

Using Kolb’s (1984) Experiential Learning Cycle enabled me to critically evaluate how preparation, communication, and ethical decision-making contribute to effective public service. Reflection demonstrated that one of my strengths is my willingness to remain calm and approachable when supporting others. However, I also recognised that further development is needed in relation to confidence and decision making within fast-paced or high-pressure situations. This further aligns with Albert Bandura’s (1977) theory of self-efficacy, which suggests that confidence develops through preparation, learning, and experience.

To improve this area of practice, I would benefit from further practical experience, scenario-based learning, and continued development of communication and decision-making skills.

Overall, this reflection strengthened my understanding that public service involves far more than responding to incidents or following procedures. Instead, effective public service requires communication, ethical decision-making, professionalism, adaptability, and a commitment to continuous improvement. These values will remain essential for my future professional development within policing and public-facing roles.

However, practical experience within live public service environments would further strengthen my confidence and ability to apply these principles effectively under pressure.

Although I have not yet completed formal placement hours within St John Ambulance, reflecting on my current role as a Shift Leader within a busy Tesco Express on St Helens Road has allowed me to recognise several transferable skills relevant to public service environments. Working within a challenging public facing environment has required me to remain calm during high-pressure situations, communicate with intoxicated or distressed individuals, respond appropriately to conflict and safeguarding concerns, and provide first aid when necessary. These experiences have strengthened my confidence, emotional resilience, communication skills, and ability to act professionally under pressure. Reflecting on these experiences has reinforced the importance of empathy, accountability, safeguarding, and ethical decision-making with public facing roles, which I believe will support my future development within policing and emergency service environments.
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