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This module requires you to undertake a minimum of eighty hours volunteering in a public sector organisation or third sector provider in order to gain experience and skills that will support you in your Policing Degree qualification and future career.  
As part of this module you are required to undertake two assessments.  
This is the second of the two assessments.  In this assessment you are required to complete a written reflective portfolio in relation to your volunteering experience demonstrating the skills and attributes required within your chosen discipline.  
To assist you in completing this document you are advised to familiarise yourself with:
 The College of Policing Code of Ethics, 
The National Decision Making Model, 
Module materials on reflective practice, 
Recommended reading on volunteering and reflective practice
Undertake wider academic reading.  
You are strongly advised to concentrate your answer on one or two examples to facilitate your reflection within which you are permitted to include photographs, images and diagrams which are your own work remembering to appropriately cite and reference all work including any images and graphs. 
The use of AI is only permitted to undertake a basic spelling and grammar check and not to rewrite or reword the submission or create images or graphs.  
Evidence of volunteering hours undertaken is required to accompany this submission. This may be in the form of a witness testimony from the organisation, which should include information in relation to your professionalism, attendance and engagement. Please note that this does not form part of your word count.
Finally, remember to sign your submission. *


Reflective Evidence
Courage

· Taking responsibility
· Challenging unprofessional behaviour
· Being honest and accountable

Reflection: 
On Saturday 14th February, I volunteered at the Salvation Army. This was my first formal session with them where I was given an individual task. I was instructed to work in the stock room, methodically sorting through donations. My role was to establish whether a toy was in good condition and then appropriately price the sellable items. However, if there was a toy or item that seemed broken, or unlikely to sell, I had to make the decision to bin the item. Throughout this, I also had to try and identify any items that could be sold at a higher price. If I found an item like this, I would have to give it to someone who specialised in selling these items online. 
Initially I was incredibly nervous about getting it wrong as I was worried about depriving the charity of a sale. I felt there was pressure behind this task and that I was being judged on my ability to use my initiative. I also feel that I pressurised myself because I wanted to do well and show my skills to the best of my ability. 
For the first few items, I limited how many times I could ask for help or advice on an item so that I could give it a go but also feel supported.  
By the time I finished my allocated pile, I actually felt much more confident because I had used my courage to ask for help but also work independently. Once I was allocated a second pile, I completed it much quicker. 
Overall, I think I did the task I was given well. One positive aspect of this was that I drew upon my personal knowledge of toys from having my own children. This gave me the confidence to match sets and identify more valuable items. 
However, one difficulty was the items within the donation bags that were not toy related. There were a number of items that seemed they had been put in by mistake, such as rubbish and broken toys. One of the volunteers explained that some people do not understand what can be donated and use the charity as a rubbish disposal. This made the job more difficult, however; I demonstrated my empathy and remembered how vulnerable some homes are and how that may have played a factor in their choices.  
Bandura (1977) explains that confidence develops through successful experiences and repeated practice and something I think I could improve on is the pressure I put on myself. I logically understood that the task wasn’t complicated but through my eagerness to do well I increased my stress and made the first part of the task unenjoyable. In the future, I would like to draw on my more logical side more often to reduce self-imposed pressure. 
This experience demonstrates courage as it helped me trust my own instincts, develop my accountability and decision-making skills because there isn’t room in the store for everything and being efficient could increase sales and therefore money for the charity to engage in their work. South Wales Police (2024) pair courage with engagement as this allows their officers to put their training into action and generally improve the way the organisation functions. I believe my engagement in this role was vital to me developing my courage and completing the task.
Within policing and public service roles, professionals are regularly required to make decisions independently and under pressure. The College of Policing (2024) detail that there are many ways to show courage, including taking responsibility and valuing the trust that is place on the public services by the public. Reflecting on the incident, I can see being confident and courageous in my decisions and trusting my training is important because it means the work will be completed quickly and effectively. However, confidence and courage are also important when you need to ask for help with your task. NCFE (2024) and the British psychology society (2024) have found that confidence is something that you can train, grow and develop but it is often a trait that many people struggle with or do not nurture. 

Overall, I learned that just because something is a new task, I should still have confidence and belief in my own capabilities and past experiences. In future roles, when starting something that makes me nervous, I will be quicker to use my more logical mind and just focus on completing the task rather than worrying about appearance. 



Reflective Evidence
Respect and Empathy

· Listening to others
· Understanding different perspectives
· Responding to individual needs

Reflection: 
During my volunteering hours on Wednesday 15th April, the Salvation Army opened their community space to a local sewing group. The group was open to the public, but a small group of women attended, with the aim of creating bookmarks from fabric scraps. One of the ladies attending the event arrived at the store on a mobility scooter. The organiser of the event asked me to help guide the lady on the scooter in. She had stopped outside and was worried about coming into the store in case she wasn’t able to get through the store. The organiser led me through the path the scooter would need to take, and we discussed any potential issues, as well as removing any problems items from the path. She then asked if I would come outside and speak with the nervous lady and reassure her. 
It felt positive to be able to help this individual attend the group. Once outside, I used active listening to establish her concerns. It was important to listen from a non-judgmental standpoint to help her feel listened to and respected. I was concerned that I might not be able to provide any genuine support, however, after the situation I realised that she just wanted to feel supported. 
Rogers (1957) details the importance of empathy and understanding when supporting individuals. One positive aspect of this was my ability to help the vulnerable person feel included. It gave me the opportunity to demonstrate my respect and empathy to the individual, which then led to her joining in with her group. 
This situation highlighted the importance of empathy because the individual was anxious that her mobility needs may prevent her from participating in the group. By listening carefully and reassuring her, I was also able to communicate this to her and further explain that I had walked the path myself, ensuring she would be able to get through. I recognised the importance of ensuring accessibility and inclusion for individuals with disabilities in line with equality and diversity principles. In the public services it is important to build trust with the public, and this can be achieved through respect and empathy. The Met Police (N/A) specifically value respect and empathy as ways of understanding what an individual may be going through and how this may impact an officer’s judgement of a situation. 
Gibbs (1988) described an action plan as a step by step of things to follow to improve our experiences. The experience improved my understanding of the difficulties vulnerable people face every day and how this can lead to nervousness and feeling isolated. In future, there are some things I would do to improve my experience. I would speak with the individual straight away, rather than letting the organiser talk for her, so that I could get a clear understanding of the worries. This would allow me to build an instant rapport. Schon (1983) suggests that professionals develop through reflecting on experiences and adapting future practice. After reflecting on my experience, I would improve my practice by continuing to seek opportunities to work with individuals from diverse backgrounds. This will further develop my communication, empathy and confidence. I will also continue developing my active listening and emotional intelligence to be able to soothe nervous individuals. 


Reflective Evidence
Public Service

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

Reflection: 
One situation that demonstrated my public service was on Saturday April 18th. The store had decided to hold a clearance sale on their CD’s and DVD’s due to excess stock. The sale had started the day before on the Friday and when I arrived on the Saturday, I was asked to help with tidying the mess and then keep the area well stocked and organised throughout the day. The DVD’s had been organised by genre, but when people began looking through them, it quickly became messy and disorganised, leading to further mess. I worked within a small team of three to maintain stock levels and tidiness. We had to rely on each other, communicate well and demonstrate professionalism and reliability, even in a hectic environment. 
Initially I was concerned that the task was too difficult as there was a constant stream of people throughout the day who purchased large amounts of the products. However, once the team got into the rhythm of things, it felt positive to see the stock reduce, ready to be refilled. One challenge I faced was when a customer was trying to see what was available and she accidentally tipped her stack of DVD’s over the table. She became frustrated and slightly rude over the mess that had been made. I helped her find her specific stack of movies, demonstrating professionalism in the face of impoliteness.  
The situation was resolved swiftly because I helped her carry the discs to the till and then showed her the bags that she could purchase to make carrying them home easier. I managed to get her chatting which lightened the mood and she apologised for her earlier attitude. One positive aspect was the feedback I received from the store manager for dealing with the situation in a calm and polite manner. This reflected the principles of public service through professionalism, patience and maintaining a positive experience for members of the public, even in challenging situations. The Salvation Army (N/A) includes mutual accountability within their values and this is important when considering public service as sometimes there will be a need to hold yourself accountable and be held accountable in order to maintain a trusting relationship with the community.
Within policing roles, the high levels of professional conduct are crucial. Without these, the public’s perception of the police would not be positive, and it would make working within communities more difficult. The College of Policing Competency and Values Framework (2024) shows the value in feedback from the public in order to improve on the work completed by officers but crucially, in a calm and accepting way. My experience in this public facing role, showed me the importance of staying calm and de-escalating the situation. This experience reinforced the importance of public service because if I had not remained calm and professional, she may have been unhappy with the service and it could have led to distrust or losing a future customer. 
Overall, I learned the value of public service and the importance of public trust. In future, I would speak with my team and potentially look at other ways for the system to work, such as moving the stall closer to the tills, or placing bags for purchase nearby so they can carry the stacks easier. I am also appreciative of the opportunity to develop my patience and resilience when dealing with difficult situations. One way I could improve in the future is to dynamically risk assess. I had seen the customer stack the DVD’s precariously, but I didn’t want to interfere. Now I understand it would not have been interfering but rather pre-empting a situation and putting something in place to avoid this. 
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