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Reflective Commentary

In this reflective commentary, I will use the Gibbs (1988) Reflective cycle to reflect upon my experience of volunteering at the Dementia Hwb. The Dementia Hwb is a Dementia Friendly Swansea initiative, which provides a signposting service and advice to carers and members of the public who are affected by dementia or are worried about their memory. Members of various health organisations volunteer on different days throughout the week, but the main Dementia Hwb volunteers’ roles are to listen to the concerns of those who visit the Dementia Hwb and to have a friendly chat. The Dementia Hwb is a great place for someone like me to volunteer as I am quite shy, and it is a quiet and gentle placement that helped me to ease into the helping role. Given that it is a signposting service, there are many leaflets to give information about different types of dementia, social groups, support for those with dementia and support for carers.
I enjoyed networking and meeting the other volunteers as they are all from similar backgrounds in either health or psychology, and this helped me to think about my future career ambitions. Networking is one of the ways I can further my success in my chosen career (Jiang, 2023). I also enjoyed getting to talk with visitors and the regulars as I found this is where I was able to practice my active listening skills. There were times when I felt helpless as there were often issues being raised by visitors that I thought were unfair and I wanted to help, but the issues were out of my control. For example, one visitor who was 80 and disabled was being evicted from their flat because the Council had permission to knock down the building to build new student accommodation, this made me feel angry, but I could not do anything to help but listen to them. The more people I spoke to, the more I was able to learn from our conversations and this helped me to develop emotional resilience (Grant & Kinman, 2014)
Over the time that I volunteered at the Dementia Hwb, I think I practiced my listening skills well and developed my knowledge after hearing and learning how other volunteers responded to certain queries about social groups, benefits, worries about memory etc. Something I found challenging was having to deal with visitors who would misuse the service. Some people would come in because they were lonely and just wanted to chat and I would have to leave them alone while attending a visitor who had concerns about dementia. I also struggled with self-disclosure, as I would bring up my experience of dementia with visitors in an attempt to empathise with them, but this could have come across like I was not focused on helping the visitor with their concerns but rather my own. Midwinter and Dickson (2015) state that when clients maximise self-disclosure, it is important for the counsellor to use it sparingly. Teamwork was another skill that I used while at the Dementia Hwb as all the volunteers depend on each other and help one another if there is a question that we do not know how to answer. Teamwork is important not only for the wellbeing of the volunteers, but is also important to ensure visitors are content with the advice that we give them (Ogbonnaya et al., 2018)
By the end of my placement, I found myself being an example for new volunteers that had joined as they were listening to how I was replying to visitors’ questions, which is how I know I was demonstrating good helping skills. I was able to maintain ethical boundaries by adhering to the BACP (2018) code of ethics, especially when I had concerns from a confused elderly gentleman believed someone had leaked his personal information and I was able to reassure him that our conversations were confidential. Organisation is another important skill that I was able to develop by keeping track of my online training and keeping records of what I learned at placement, keeping track of visitor concerns in the Dementia Hwb logbook, and by organising the leaflets that were on display and making sure they were fully stocked. Organisational skills require taking care of the most important tasks while achieving one’s targets, (Bennett, 2002). I developed good customer service skills because I was able to actively listen to visitor concerns (Min et al., 2021). I know that I developed good active listening skills because I was able to practice SOLER skills (Egan, 2013), i.e., sitting squarely, open posture, leaning in, appropriate eye contact and relaxing my body. When using these skills, this also helped me to demonstrate increased congruence, empathy, and nonjudgement for those I was in conversation with, which Rogers (1957) believes is necessary and sufficient for the therapeutic relationship.
In conclusion, I have learned how teamwork and organisation can ensure that I am providing the best customer service. I have also learned that sometimes the best thing that I can do to help people is to simply listen and not judge them. I have identified that I need to work on my emotional resilience, I know that more experience will help with this but at the meantime I will ask my module lead for any advice concerning this. I was surprised to learn how much dementia can affect the family and carers and the feelings of loneliness and hopelessness that can be felt.
	Moving forward, I plan to research how to empathetically approach people who misuse the service, as well as continuing to develop my own emotional resilience while discussing difficult topics, so that I do not let it affect me after I have left my placement. I also need to work on how to appropriately use self-disclosure when listening to the concerns of others so that others feel that I am being empathetic.
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Mission Statements
Dementia Friendly Swansea Mission Statement:
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Dementia Hwb Mission Statement:
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Photographs of me at placement
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Here is a photo of me next to a display explaining the purpose of the Dementia Hwb. In this photo, I am ready and waiting to greet visitors.
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Here is a photo of me next to the social groups stand. There are many displays like this and my responsibility is to familiarise myself with the information available so that I can easily respond to visitor queries.













Relevant Training
Course 1: The Many Faces of Dementia by University College London on FutureLearn
[image: Graphical user interface

Description automatically generated with medium confidence]This is an online course on FutureLearn that I chose to complete outside of my placement hours to enhance my knowledge of dementia, so that when I dealt with visitors to the Dementia Hwb, I would understand how to respond to specific queries about dementia and I would also be able to demonstrate better empathy towards people experiencing dementia and their carers.
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Description automatically generated]Two of the most valuable facts that I learnt from this course was:
1) Not all forms of dementia are hereditary and even if you have Familial Alzheimer’s Disease and carry a gene that predicts dementia, it doesn’t mean you will have Alheimer’s Disease.
2) If cognitive symptoms start at least a year after motor symptoms, then it’s Parkinson’s Disease with dementia.


Course 2: Caring for People with Psychosis and Schizophrenia by King’s College London on FutureLearn
[image: Graphical user interface

Description automatically generated]I also completed this online FutureLearn course outside of placement hours. The reason why I wanted to complete a course about psychosis is because some people with dementia experience hallucinations and delusions and I wanted to learn how to approach people who experience this so that I would be able to demonstrate empathy and unconditional positive regard (Rogers, 1957).
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Description automatically generated]This is a course that I completed as some individuals with certain types of dementia experience hallucinations, and I wanted to have a better understanding. One thing I learned from this course that I found valuable to me was that if a person is experiencing hallucinations or delusions, to not say things like “don’t be silly, you’re just imagining them!” because according to the course there is research to suggest that when individuals are hearing hallucinations or seeing delusions, the same regions of the brain are active as though they are really seeing and hearing something. So, it important to not be dismissive but to show understanding because they are experiencing something that is real to them.


Course 3: Dementia Friends Information Session
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Description automatically generated]This is how to find the Dementia Friends training on the www.dementiafriends.org.uk website
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This is a screenshot of a confirmation email I received to show that I watched the Dementia Friends video and completed the information session. 
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Description automatically generated](Dementia Friends, 2017)
This is Alzheimer’s Society’s description of what the Dementia Friends initiative is.


I wanted to complete this training session because I wanted to show others that I have an awareness of what dementia is and that people can approach me if they need help or want to ask questions. I attended this course twice, the first time was a 45-minute session provided by a Dementia Friendly Ambassador in the university during my first year, who used a bookshelf and Christmas lights metaphor to explain dementia which really helped me to understand the cognitive processes involved. The second time, I completed the course online which involved watching a 9-minute video of people talking about their experiences of dementia.
Dementia Quiz
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I attended a meeting at the Dementia Hwb to provide feedback about the organisation. The staff were interested to know if volunteers’ knowledge of dementia had developed throughout their time at the Dementia Hwb and so they provided us with a quiz to test the volunteers’ knowledge. I was pleased with my score of 18/25 because I feel that it demonstrates how I have actively tried to learn more about dementia by completing online training. Knowing this information will help me to better understand the concerns of the visitors and how I can help them.


Example of my placement diary

	Date
	Thoughts

	12/06/22
	I met two of the volunteers, one has a doctorate in occupational therapy and another is studying the MA Psychotherapy course in UWTSD. I also met the project support officer who is graduating from Swansea University in Psychology. They are all lovely and I love hearing about what they do as psychology interests me. I could not believe how many pamphlets there were available to signpost information. I have so much to read up on and learn, I am excited to learn, but I feel slightly overwhelmed. I am sure that I will catch up in time. It is a very peaceful placement which works well for me as I am an anxious person. 

	19/06/22
	Placement was very quiet today as there were no visitors. It was nice to talk with the other volunteers today and I noticed that active listening skills were being used while we talked, such as minimal encouragers and open posture which was interesting to see. I feel that dementia is a new interest to me and I have been think of possible career paths linked with dementia. I felt sad watching people walking past the Dementia Hwb because I felt that one day, they may need the services and information that the Hwb provides. I learnt about an American lady called Teepa Snow who developed her Positive Approach to Care (Snow, 2021) and the GEM model (Snow, 2012). I have watched some of her videos and I think that she is good at her job and has a really good understanding of how to care for different dementia patients.

	26/06/22
	I felt good about myself today. A lady and her relative came into the Dementia Hwb and I instantly approached them without thinking about it as it was a chance to practice my skills. She told me she her father had dementia and that she was looking for any groups for him in Crofty. I guided her to the back of the Hwb where there were posters for clubs and groups up on the wall. I struggled a little as I did not really know where Crofty was. I saw up on the board there was a men’s sports group in Lougher and pointed it out to her. We also looked at the Forget Me Not Club and Musical Memories. I told her that it was good for people with dementia to be involved with music because they can remember rhythmic information (Snow, 2021). She was happy with the information we looked at together and she thanked me for my help. The project support officer was able to have a more in-depth conversation with them and was able to ask more appropriate questions, but I still felt proud of myself as this was my first interaction and I know I will get better with time and more experience and knowledge.

	02/07/22
	Today was my first Saturday 4-hour shift. We had four people come in. A lady and her elderly mother who had dementia came in asking for advice on who to contact about their living situation as the council wanted them to move out because they finally got planning permission to build student accommodation where they were living. My first thought was to talk to Shelter Cymru because they know law regarding housing and renting. I used my active listening skills such as minimal encouragers to show the mother that I was listening to her. I am still new to applying my skills from my counselling course in the real-world, but I knew that even just showing the mother that I was listening to her concerns would mean a lot to her. I was talking to the project support officer, and she was telling me about how she has met so many people from the different organisations and charities and how she might ask some of them if she is able to go for a clinical placement with any of their organisations. It made me think of how good of an opportunity volunteering at Dementia Hwb is in terms of networking. The careers officer in the university mentioned in the placement information session that people who work for different charities often go “You work for Dementia Hwb? You must know…” and I am starting to see that starting to happen now.

	16/7/22
	Today was a busier day. We had a couple of ladies come into the Dementia Hwb. We had two ladies come by to put a memory on the memory tree, they were telling me that they lost their dad to vascular dementia two weeks ago and he was quite aggressive and would not allow anyone outside of the family to care for him. They were both quite emotional, it must be very difficult especially when the person you care for refuses help and you do not know what else to do. I feel sorry for people who do not receive the information they need in time; I am glad we have the Dementia Hwb now. It was good to hear other volunteers talking to visitors as it makes me think of things that I need to find out more information about like what benefits carers are entitled to.

	23/7/22
	Today was quite busy. We had a gentleman come in who wanted advice on getting a support worker. He said he cannot read or write and needs help writing letters and sending forms, he also suffers with bipolar disorder. I could tell he was feeling quite low as he said everyone he had contacted said they could not help him. While we waited for the project support officer to make a phone call, me and the lady from Care and Repair chatted to him and this helped him to forget what he came in for. The project support officer managed to call the emergency support contact and they said he was still on the system for support and that they would get someone to come around the house to make an assessment for home adaptations and he was also referred for occupational therapy. I could see that this filled him with hope that something was being done but I could also see sadness in him that once the project support officer returned, he had remembered his current situation. I felt angry and upset that no one wanted to help him. The lady from Care and Repair told me that sometimes people forget that they have received/are receiving support and will feel like people are ignoring them or even will still feel lonely despite all the help they receive, I found hearing this quite saddening. An elderly gentleman came in, who often comes in for a chat. I felt awkward and did not know what to do. I struggle with talking to new people, especially elderly people. I tried talking to him and listening to him. I asked him about what he’s got on and he pulled out a tiny notebook showing on each page what clubs and gatherings he had on each day. He had Thursdays free. I noticed he attends the veterans club, so I asked him if he was in the army. He said he was and that he had friends who were in the army who “have gone now”. By talking to him I could tell he was extremely lonely. 
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Appendices

Appendix A
Email correspondence to confirm placement.
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Appendix B
Placement Information Form.

	Name of Student:

	Katie Wagstaffe

	Proposed Placement Setting and Address:
	Dementia Hwb, The Quadrant Center, Swansea




	Proposed Dates of Placement:

	July



	Name of Contact for Venue:

Please also state their position:

	Abi Davies – office administrator
Ruth Groff– module lead






	Email Address:

	abi.davies@dementiafriendlyswansea.org



	Telephone Number for Contact at Placement:
	N/A



	Is a DBS required for you to attend this placement?
	No

	Explain how your role in this organisation/on this placement meets the criteria for the assessment for the module 
(e.g., what duties/tasks will you be undertaking that are relevant for the module assessment)
	Signposting information to visitors, using active listening skills.






Appendix C
Record of time spent at placement.

	Dates of Volunteering
	Hours of Volunteering

	12/6
	2

	19/6
	2

	26/6
	2

	2/7
	4

	10/7
	2

	16/7
	4

	23/7
	4

	30/7
	4

	31/7
	4

	21/8
	4

	27/8
	4

	3/9
	4

	10/9
	4

	17/9
	4

	24/9
	4

	15/10
	4

	22/10
	4


















Appendix D
Placement Attendance Form

To be completed by the placement setting at the end of placement
	Name of Student
	Katie Wagstaffe



	Placement Setting
	Dementia Hwb 



	Dates of Placement
	July 


	Name of individual completing this form. 
Please also state your position. 
	Abigail Davies - Project Support Officer 





	Please could you answer the following questions about the student who attended a placement at your organisation.


	Did the student attend all ten (or equivalent) days of the placement?     
Yes   ✓         No  

     
How was the student’s time keeping?           Good  ✓         Satisfactory           Poor 



How was the student’s performance?            Good   ✓        Satisfactory           Poor                                  


 

	Please provide any other information you consider may be of assistance regarding the performance of this student.

Katie appears to have gained confidence as time progressed at the Hwb, whereby she is now capable of offering sound information and advice to individuals affected by dementia. Katie has consistently been a reliable member of the Hwb, offering up many Saturdays, and will continue to volunteer with us.









	Signature:Abigail Davies                                                                             Date:
30/10/2022
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Become a Dementia Dementia Friends Get your organisation
Friend Ambassadors involved
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About Dementia Friends

Alzheimer’s Society’s Dementia Friends programme is the biggest ever initiative to change
people’s perceptions of dementia. It aims to transform the way the nation thinks, acts and talks
about the condition.

Whether you attend a face-to-face Information Session or watch the online video, Dementia
Friends is about learning more about dementia and the small ways you can help. From telling
friends about the Dementia Friends programme to visiting someone you know living with
dementia, every action counts.
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Dementia Friendly Swansea focuses on improving the quality of
life for people living with dementia. The first Forum meeting was
held in July 2013 with 20 people in attendance. It has now grown
to over 70 members that includes solicitors, healthcare
professionals/institutions, local authority, small businesses and
volunteers.

o
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The Forum meets bimonthly to discuss dementia friendly
projects and initiatives in the area. It also creates an essential
network between organisations for information sharing and
identifying areas for improvement.

Dementia Friends

Becoming
Dementia Friendly Swansea also deliver Alzheimer's Society - W dementia

Dementia Friends sessions, and to date, there are now 9,000 friendly

plus Dementia Friends created in the Swansea area. This
represents almost 20% of Dementia Friends in Wales.

As of the AGM in July 2016, it was voted to change the name of
Dementia Supportive Community Swansea to Dementia Friendly
Swansea. This was to bring the organisation in line with other
Dementia Friendly Communities around Wales and tie in with

our online presence.
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