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Within this written piece of work, I will be reflecting on my time broadly using the Gibbs reflective framework throughout my voluntary placement.
Throughout my voluntary placement, I have learnt skills such as how to talk to people in a befriending but boundary maintained manner, such as using techniques such as empathetic and active listening to allow clients to express their feelings in a way where they feel that they can be resonated with and therefore preventing people from feeling alone but also remaining distant enough to avoid sharing personal information and learning to be supportive rather than allowing the client to support me by sharing difficulties of my own. I have also learnt the ‘behind the scenes’ of helping people such as the technical organisation that is needed to record conversations and speak to people on a regular basis in order to track their wellbeing (Craner et al, 2017). Furthermore, I have learnt the necessity of confidentiality,  and how that it is important to use “reasonable precautions to protect confidential information” (APA, 2010). Furthermore, ethical guidelines such as the Data Protection Act 1988 state that it is essential that data is kept confidential and up to date. (Ticher, 2008) (Koggel et al, 2003). 
Moreover, I have learnt important ethical guidelines that explain what do to when speaking or helping someone experiencing high levels of distress. For example, I have learnt the safeguarding policies what to do when someone is a danger to themselves or other people. Alongside this, one of the most important methods of preventing ethical implications I have learnt would be the maintaining confidentiality throughout and after helping someone unless it raises concern which would then have to be brought to the attention of the appropriate people.
I have done some new things, including befriending people over the phone as well as learning and carrying out the recording of information of people I have spoken to over the phone or via email and have completed a training session for Swansea mind. One of the transferrable skills I have learnt throughout my time at Swansea Mind is both written and oral helping skills (through befriending calls) (Cohen, 2020) and answering emails requesting Swansea mind services, recording when people are no longer interested in follow up services) (Soisson et al, 1987), confidence (when answering phone calls), I.T skills (through learning how to navigate the database used and responding to administration emails), planning, organising and time management (through arranging calls for the next week at certain times). 
What surprised me was the ability of my fellow colleagues to separate giving psychological help and allowing the difficult experiences of the client to affect their personal life (the ability to maintain professional boundaries) (De Sousa, 2012). This is especially important in this specific field of work due to the sensitive nature of the experiences and feelings the client is currently dealing with and how letting the information given by the client affect your own emotions can mean that the client doesn’t receive appropriate help due to the focus of the counsellor lying elsewhere. 
Furthermore, another surprising thing was the fact that if a serious issue arises, one of the protocols would be to inform the police (Jenkins, 2017). This is an extremely vital safeguarding policy to know and understand as it means that the client is treated in a serious manner and obtains the most suitable help appropriate for their situation. Due to the fact I was uninformed of this, I assumed it would be taken to someone who is a trained specialist in that certain field. It is important to know however, other organisations can become involved as a safeguarding protocol.  I was lucky to learn this within the training session for volunteers for Swansea mind as I wouldn’t have known what to do if I hadn’t attended the training session.
I found being confident enough to speak to people and help them by listening or giving advice difficult at first because I was new to the experience and didn’t feel confident enough to offer any insight. However, with time and learning from other people there as well as my own experiences, I am developing skills such as confidence to give the best advice available either through answering the phone or through email. Another thing that I found challenging was trying to maintain a level of professionalism because of the sensitive nature of the help people would receive such as answering befriending calls and helping people with their anxiety as well as supporting people suffering with depression as it felt too personal to maintain personal boundaries because their help is more important than talking to them in a casual conversational manner.
What I did find satisfying was the fact that the groups organised by Swansea Mind do have a crucial impact on helping people struggling with mental health. For example, when I went to the group focusing on the topic of depression, one of the participants opened up and expressed their feelings and I saw an immediate change in his body language, his facial expressions and the way he carried himself when he left. Another positive thing about this session was the fact I was able to develop my teamworking skills and learning the importance of co-operation to allow things to run smoothly (Ryback, 2016). 
I experienced a plethora of emotions throughout the volunteer process. For example, within the experience of the group therapy focusing on the topic of seasonal depression, I felt empathy and understanding, not understanding the experience but understanding how the experience would be difficult for the client to comprehend and cope with. Further emotions I experienced throughout the voluntary placement was anxiousness and nervousness due to the inexperience of answering emails and phone calls and offering advice and therefore at first I was hesitant to offer advice when I felt that I wasn’t informed enough on how to help people a diverse set of mental health issues such as depression, anxiety and loneliness for example. 
In conclusion, I think voluntary experience has been an essential aspect of broadening a numerous variety of skills. For example, it had strengthened my confidence, active listening (Westergaard, 2017), empathic listening (Garcia, 2013), it skills (through the administration of clients) as well as other skills such as assertiveness, especially when speaking to clients over the phone initiative (when offering advice to clients), commitment (such as when I went in on a different session when I was unable to attend my usual hours), as well as enthusiasm and an eagerness to learn and critical thinking (Chan et al, 2017).
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These are images of a PowerPoint included in the Swansea Mind volunteer training that taught us the aims of Swansea Mind, the importance of volunteers, how to navigate lamplight (the database used to record all interactions with members of the public), how to answer calls and deal with serious issues (safeguarding) and the services that Swansea mind offers. 
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[image: ]
[image: ]
[image: ]
[image: ]
[image: ]
As this shows, this is the application form I received and filled in from Swansea Mind. Once I had sent the completed version back to them, they contacted the references listed (I gave 2) and when they had heard back from one, I was invited to do an introductory session and then a further training session and then I started participating in the services that Swansea Mind offered. 
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This is the correspondence between myself and the volunteer coordinator at Swansea Mind that started off the process of my volunteering at Swansea mind. Since then, I have had an introduction session, a training session, a depression group and a session of befriending calls.
Mind is the leading mental health charity in the UK and there are 150 charities included within the mind network. 
The aim of Mind is to provide advice and support to empower anyone experiencing a mental health problem as well as to campaign to improve services, raise awareness and promote understanding of Swansea mind and mental health issues. 
Swansea Mind provides self-help support groups, anger management courses, active monitoring, a befriending service, a one – to – one wellbeing system as well as counselling and training. 




Evidence 4 – Safeguarding Policies
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As shown above, the safeguarding policies of Swansea mind are extremely thorough and it is crucial for both the client and the organisation that volunteers and staff members stick to them in order for the best possible help to be provided to the client. 
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Appendix B – Correspondence Confirming my Spot at my Volunteer Placement
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Appendix C – Confirmation Email from Lecturer for Placement
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Appendix D - Completed Placement Information Form
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The depression group is a safe space where every participant is free to share personal experiences. It's a place where we

can raise awareness and share strategies to cope and deal with depression. ]
o Women’s only Group: &

‘The women-only group is a safe space where women can talk and meet other women facing similar challenges. We wil discuss
techniques and strategies to understand and improve mental health without focusing on a specific issue. 4
This group is particularly indicated for women suffering/recovering from Domestic Abuse.

o Walk and Talk:

Being physically active, connecting with nature, and socialising with other people are all things which have been shown to have a
positive impact on mental health and wellbeing. Walking groups bring a ‘fresh’ approach to having conversations about mental health
and provide a great opportunity to improve wellbeing and reduce loneliness in the community.

e Anxiety Group:
Having a better understanding of anxiety will help you to develop personal strategies to manage it everyday.
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ADMINISTRATION ¢
-
*
Volunteers are asked to do Admin duties, such as: a
&
e Service enquiry via phone calls and emails s
v

e Communication log

e Allocate clients to the appropriate waiting list

If you have any doubts. please see the Admin Guide in our Shared Drive or ask a member of the staff
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BEFRIENDING TELEPHONE CALLS L
-
If you are not using your our telephones: &~
ENSURE YOUR CALLER ID IS SUWITCHED OFF a
]
Keep your number hidden. You can do this by switching off caller ID in your phone settings. e
If they do not answer you can leave an answerphone message to say that you will be calling later or you +
can ask to call back on 01792 642999.
Doing this ensure that the Service Users is not able to call you at any time of the day.
Do not give your mobile number, address, email address or anything other personal details.
Perhaps ask if they are able to talk right now or safe to talk right now.
1
GD
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LET THE SERVICE VSE KNOW WHO YOV ARE AND
WHY YOU ARE CALLING,

Calling from Swansea Mind conducting welfare checks on all of our
service users.

® P QY B @

Are they able to talk right now?

Alot of people you will contacting will have come to the centre for their
initial assessment, and then never come back for any groups, so bare
this in mind!

Ask GDPR permission- is the Service User happy for us to continuing
holding their information. If they say no, let us know.
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THE CONVERSATION -
Talk to them about how they've been coping personally. »
Provide emotional support. Good talking point suggestions: a
How do they feel about the current situation, are they coping okay? &
Are they able to stay connected with people? Are they supporting others? .

Are they sticking to a routine? This is good for your mental health when we’re locked

inside. +
Have they been getting out each day?

Are they eating well?

Have they had contact with other people? Family, friends, other services?

Are they doing things they enjoy? (SELF-CARE!)
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)1-) INITIAL ASSESSMENT :
»
This service consists of an evaluation of clients' needs. [«]
The majority of the requests coming in Swansea Mind are about counselling. @&
However, clients don't often know the wide range of services Swansea Mind can offer. s
The initial assessment allows for collecting important information to be used to allocate +

clients to specific services.

To do so, the volunteer needs to follow a procedure highlighted in our database.

The volunteer can either uses the laptop or the printed form.
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)-) TNIMIAL ASSESSMENT :
»
It is mandatory asking the following questions: L]
Emergency contact information (Name and phone number) L]
Consent to store data &

o Mental health information: MH condition and possible diagnosis

History with MH services +
Medication (without specify the types)

Suicidal and self-harm ideation (with/without attempts)

Aggressive behaviours

Substance misuse

>
>
>
>
>
>

o Outcomes measures: GAD-7, PHQ-9, SWEMWBS
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PEER SUPPORT GROVPS

During the peer support groups, volunteers will work as facilitators.
This role implies:

Welcoming the participants

Making sure that the participants are aware of the ground rules

Making sure that participants know where the emergency exits and toilets are
Being responsible for the venue

Facilitating groups discussion around specific topics
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OENERAL DATA PROTECTION )
Sl - ‘
»
How do we gather information o
How we comply with a
reasonable requests for the o
information we hold? .
How do we securely store data?
How can we evidence the
above in the event of an
adult?
U S e a———— @
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OENERAL DATA PROTECTION <
»
For more information, please see the Swansea Mind 9
Policies and procedures. @
&
In our shared drive you can find all the info you need. *

If you still have questions, please contact a member of
the staff.





image21.png
O | § CouseiResearch x | [ GAblevels X | O lenovoideapad ) X | [ leptopsandnet X | & 310-15iKLaptor X | B} SefeguardingPoli X | [ Volunteerstrin x |+ - 2 x

C (@ File | Cy/Users/sarah/Downloads/Volunteers%20training%202022%20(1).pdf &= &
= [0 ]o0u Q -+ A e AlDIV v v ele B2 & " a
+
L 4
-
»
L]
]
'y
+





image22.png
O | § CouseiResearch x | [ GAblevels X | O lenovoideapad ) X | [ leptopsandnet X | & 310-15iKLaptor X | B} SefeguardingPoli X | [ Volunteerstrin x |+ - o x
C (@ File | Cy/Users/sarah/Downloads/Volunteers%20training%202022%20(1).pdf 8 V= &
2 au Q -+ 2 ® AlDIV v v ele B2 & " a
+
L 4
-
Make sure to attend to emails based on the date  Once you have attended to an email you need to move td
received; respond to those which were sent this out of the main inbox and into the appropriate
earliest, i.e. work your way from the bottom folder on the left-hand side. (1]
upwards. However, you should prioritise any
emails you see that are of particular urgency. Typically, the majority of emails are sorted into the &
folders;
With general service enquiry emails please remember s
to attach the most recently updated copy of the a
service list document (currently called ‘Updated
Services 14/11/22). Try to avoid suggesting to ) o +
look at our website as this information is not up b.  Volunteers: counselling enquiries,
to date, or trying to remember our services off the volunteer enquiries
(oL S MOl R Bl <. Utiliies: this includes any kind of
complete understanding of all the services they can pedtrat il otk
access, even if they might not be right for them. st I LS AR
d. Events:invitations, training,
promotions.
[ ——"— S ——
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Thisis an example of an
Active Monitoring referral
coming from the Swansea
Mind website.

If you open emails like this
one, you must add the
profile to Lamplight and
then you have two things:

1. Immediately, signing
up the client on our
AM waiting list.

2. Signing up the client
for 1-1 assessment.
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Example Email Format: General Service Enquiry a
Hi (Client name), o

We are sorry to hear that you are struggling at the moment. Please find attached a copy of the

current services we offer here at Swansea Mind. If you would be interested in engaging in any of +
these services, please respond to this email stating the service you would like to access, your full

name and a contact number for yourself and we can have you referred as soon as possible. | hope

you find this information helpful.

Best Wishes,

(Your/Volunteer Name)
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you to strengthen the
security of your system.
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individual logins, using an
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Before logging the communication (both telephone calls and emails), make sure you took the 9
details of the service users. @
'y

If someone calls, you need to ask:
e Fullname +
e Contact number
e Email address (if possible)

If the caller is a professional, you should ask name and contact details of the organisation.
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SAFEGVARDING.

Safeguarding means protecting a citizen’s health, wellbeing and
human rights; enabling them to live free from harm, abuse and
neglect. It is an integral part of providing high-quality health care.
Safeguarding children, young people and adults is a collective
responsibility.

Those most in need of protection include:
+Children and young people
+Adults at risk, such as those receiving care in their own home,
people with physical, sensory and mental impairments, and those
with learning disabilities.
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SAFEGVARDING.

Abuse can be one off incident or sustained over a longer
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Types if abuse:

Physical
Sexual
Psychological/emotional
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Signs of abuse: (1]
1. Change in tone of voice
2. Background noise &
Physical- unexplained injuries, bruises cuts, unexplained falls, fracture or minor injury. 3. Not being able to chat at
Withdrawn, change of mood, scared of another adult, wearing large clothes to hide injuries, pre-arranged time -
never left alone, someone talking on their behalf.
Sexual- physical injuries to intimidate areas, overtly sexual behaviour, style of dress may It may be difficult to
change, explained gifts or money, disturbed sleep, not wanting to be alone with someone, i ety +
oo point from the person’s
Psychologicallemotional - low confidence, poor communication, anxious or depressed, | usual behavior. Many of the
quiet or fearful around certain people, becomes aggressive, withdrawn or passive, changes | people you will speak to will
in routine. be struggling with anxiety

Financial -sudden lack of money, not knowing where money has gone, unexplained and depression and this is.
‘withdrawals from bank account, bank cards disappeared, falsifying signatures, items of value | Ot usually as a resuit of
‘missing, lack of basics eg food or heating, visiting pattems of other people coinciding with abuse.

missing money.

But always share your

Neglect - hungry or thirsty, sudden weight loss or gain, unkempt appearance, failure to oot

access key services doctors/dentist
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But always share your
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SAFEGVARDING.

Those who may be Vulnerable To
abuse:

Those who are Dependant on
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Those with poor Mental health or
learning disabilities

L

L

® P QY B @





image39.png
O | § CouseResearch x | [ GAZblevels X | @ lenovoidespad) x | [ laptopsandneth X | O 310-155KLapto; X | (B} SafeguardingPoli X | [ Volunteers train: X | + - o x

C (@ File | C:/Users/sarah/Downloads/Volunteers%20training%202022%20(1).pdf

= [a ot Q -+ Qe A A =) Blvo ® " aq
Iedining ursavinues
+
» ¢
-
SAFEGVARDING, »
Other safeguarding issues: L]
Modern slavery and human trafficking-sexual abuse, forced to work without pay, domestic &
servitude, forced criminal activity.
FGM - illegal in UK &
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SAFEGUARDING,
We would ask that you let Swansea Mind know any concerns before &
contacting adult social services as we may already be aware of this situation a
and it is being acted upon.
]
Swansea Mind Safeguarding officer is our CEO, Emma James.
'y
If Emma is not available, please contact another member of the stuff
+
For more info and guidance you can contact:
©  Wales Safeguarding procedure APP
Adult social services: 01792 636854 or 01792 636519
e Adulisafequarding@swansea.gov.uk or CAP@swansea gov.uk
«  Emergency duty team - 01792 775501
«  Immediate risk of harm- 999
v
D
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Do: Don’t:
K ot React strongly a
Listen carefully Give opinions &

e oty Stop a person who s freely talking
Right to tell you and not to blame Ask leading questions &
Need to share this information Froies 1o keep st N

Record what is said in persons own words and Confrant alleged abuser

ensure details are kept confidential Take sole responsibility

Consult DSL on same day Delay reporting

3
SAFEGUARDING,
We would ask that you let Swansea Mind know any concerns before D
contacting adult social services as we may already be aware of this situation &
and it is being acted upon. -
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« Record the information received, risk evaluation and all actions.
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