


“A wide range of people use counselling skills often to enhance a primary professional role, and they’re not exclusive to counsellors. Their use is dependent on who is using them and the setting in which they’re used”. BACP – Therapy Today (2020). Choose from ONE of the following vignettes of a primary professional role and describe and discuss the counselling skills areas of competence that will be required for the role based on the Counselling Skills areas of competence document.
Counselling skills are essential within the counselling profession; however, many other interventions require similar skills. For example, a support caseworker does not hold the professional title of a counsellor but is still required to demonstrate areas of competence. This includes showing empathy, using counselling skills in a professional context, listening and responding appropriately, engaging with other interventions and an individual’s relationships, and practicing self-reflection. Case support work often involves working with vulnerable individuals who face a wide range of challenges, including mental health issues, financial instability, and social isolation. Therefore, it is crucial for caseworkers to possess strong interpersonal skills, ethical awareness, and the ability to collaborate with other professionals. This essay will elaborate on these competencies and the role of a support worker, using a vignette to demonstrate understanding. The vignette discussed will focus on a support caseworker employed by a mental health charity, providing support to individuals living independently in their own homes while working to prevent tenancy risks. The support worker holds a BSc degree in Psychology and Counselling, with 80 credits awarded for counselling skills.
Empathy is essential in many professions, especially in support work. Caseworkers interact with individuals from diverse backgrounds and must prioritize their health and well-being. Empathy plays a crucial role in this process, as it fosters trust and builds relationships (Liu, 2022). For instance, an individual facing stressful housing difficulties may experience severe anxiety, depression, or struggles in daily living. In such a situation, a caseworker can demonstrate empathy by actively listening and reflecting on what has been shared. This creates a safe space where the individual can express their feelings without fear of judgment, fostering a positive environment that supports mental well-being. However, while empathy is vital, resilience is equally important in handling difficult situations. Personal emotions can cloud judgment, leading to potential bias, frustration, or emotional burnout due to systemic barriers (Kinman & Grant, 2011). To maintain their well-being and effectiveness, support workers should engage in self-care strategies such as keeping a reflective journal, seeking supervision or peer support, and setting professional boundaries (British Association for Counselling and Psychotherapy, 2023).
Setting professional boundaries is a fundamental area of competence outlined in the BACP (British Association for Counselling and Psychotherapy) ethical guidelines are recognized as a moral principle by the BASW (British Association of Social Workers). Boundaries help maintain professional relationships and ensure safety for both the support worker and the client by reducing the risk of harm (British Association of Social Workers, 2021). A support worker can establish boundaries by setting clear communication limits and avoiding sharing personal information. Oversharing can lead to emotional over-involvement, shifting the focus away from the client (British Association for Counselling and Psychotherapy, 2023). For example, if a client shares a traumatic experience, a caseworker could respond with, “I understand and appreciate how difficult this must be for you.” This response acknowledges the client’s feelings without revealing personal experiences, thereby maintaining professionalism. Although setting boundaries is crucial, recognizing risks and offering appropriate support is also vital (Tennant, Long, & Toney-Butler, 2023).
For instance, if an individual struggles with anxiety and depression, a caseworker may suggest interventions such as Anxiety UK, a charitable organization that provides telephone and text-based support (Anxiety UK, 2025). However, if a client discloses a risk of harm to themselves or others, the caseworker must assess the situation and escalate it appropriately. Depending on the severity of the risk, this may involve contacting emergency services such as the police or mental health crisis teams (National Quality Board, 2024).
Active listening is another vital skill in casework, enabling professionals to focus attentively, identify key concerns, and respond appropriately. For example, if a client states, “I don’t want to attend social gatherings; I just don’t feel like it,” this could indicate underlying issues such as depression. A caseworker could respond with a clarifying question like, “Could you elaborate on why you feel this way?” This approach prevents misunderstandings and strengthens communication (Razzetti, 2023). Ineffective communication, on the other hand, could put a client at risk. Therefore, strong listening skills are essential not only for building relationships with clients but also for collaborating with family members, colleagues, healthcare professionals, and legal teams. However, support workers must adhere to ethical guidelines to maintain confidentiality, except in situations where there is a risk of harm (Casebook Editorial Team, 2024).
Collaboration is an essential competency, particularly in support work, where individuals often have complex needs requiring coordinated assistance from multiple professionals. For example, an individual transitioning from managed accommodation to independent living may require guidance in understanding tenancy agreements, financial planning, and resolving disputes with landlords. A caseworker may also need to collaborate with social workers, healthcare providers, and employment coaches to ensure comprehensive support (Clapson & Matthew, 2023). Such transitions can be overwhelming, making it crucial for the caseworker to facilitate access to mental health services, including GP appointments or support groups.
Additionally, interdisciplinary collaboration plays a key role in ensuring comprehensive care. Caseworkers often engage with external agencies such as housing associations, addiction support services, and employment agencies to provide holistic support. By working with various professionals, caseworkers can ensure that individuals receive the necessary resources to improve their quality of life. Effective teamwork also fosters knowledge-sharing and allows caseworkers to develop new skills and strategies for intervention (McLaney et al., 2022).
Moreover, digital communication and record-keeping are becoming increasingly important in case support work. Many support agencies now use digital platforms to track client progress, document case notes, and share relevant updates with multidisciplinary teams. A caseworker must be proficient in maintaining accurate records while ensuring client confidentiality and data security. The ability to navigate case management software and uphold ethical data practices is essential in modern support work (Jenkins, 2017).
Furthermore, crisis intervention skills are crucial in support work. Caseworkers often deal with individuals experiencing severe distress, requiring them to assess risk levels quickly and take appropriate action. Crisis management involves staying calm under pressure, employing de-escalation techniques, and coordinating with emergency services when needed. Understanding trauma-informed care is also essential, as many clients have experienced adverse life events that impact their mental health and behaviour. A trauma-informed approach allows caseworkers to offer support in a sensitive, non-triggering manner (Wang & Gupta, 2023).
Another critical area of competence is advocacy. Caseworkers often serve as advocates for their clients, helping them access necessary services and ensuring their rights are upheld. Advocacy can involve liaising with government agencies to secure financial aid, assisting clients in legal matters, or negotiating with landlords on behalf of tenants. By advocating for their clients, caseworkers empower them to navigate complex systems and gain the resources needed for stability and independence (Casebook Editorial Team, 2024).
Personal attributes also play a significant role in case support work. Essential traits include empathy, honesty, resilience, problem-solving skills, flexibility, and adaptability. These qualities contribute to workplace performance, emotional intelligence, and overall well-being. Support workers assist vulnerable individuals facing challenges such as homelessness, addiction, and domestic violence. Demonstrating compassion and honesty helps build trust and rapport, encouraging clients to engage in support services. Many clients have experienced trauma, making it difficult for them to seek help. A caseworker’s empathy and understanding can provide a sense of security, increasing client engagement (British Association for Counselling and Psychotherapy, 2025).
Additionally, resilience is crucial in managing workplace challenges. Caseworkers often deal with clients experiencing setbacks, such as relapses or disengagement. Resilience enables professionals to maintain motivation and well-being despite these difficulties. Problem-solving skills are also vital, as they allow support workers to navigate resource limitations and bureaucratic challenges while ensuring clients receive appropriate assistance. Effective problem-solving promotes self-sufficiency and empowers individuals to overcome obstacles (Sheikhrabori, Peyrovi, & Khankeh, 2022).
In summary, case support work requires a combination of technical skills, personal attributes, and professional knowledge to support vulnerable individuals effectively. Strong communication and active listening skills are essential for building trust, understanding client needs, and advocating on their behalf. Additionally, problem-solving and adaptability help caseworkers navigate complex situations, develop tailored solutions, and respond effectively to crises. Emotional resilience is another critical competency, as support workers often face challenging and emotionally demanding situations. Maintaining professional boundaries while offering compassionate support prevents burnout and ensures long-term effectiveness. Collaboration and teamwork are also vital, as caseworkers frequently work alongside social workers, healthcare providers, legal professionals, and housing officers to provide holistic support. A strong understanding of safeguarding policies, confidentiality, and ethical guidelines ensures that support workers act responsibly and in the best interests of their clients. Furthermore, knowledge of housing systems, benefits, mental health services, and community resources is crucial for guiding clients toward stability and independence. Ultimately, competence in case support work requires balancing empathy with professionalism, problem-solving with advocacy, and resilience with self-care. By developing these core competencies, caseworkers can provide meaningful, effective, and sustainable support to those in need.
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