Reflective writing using Gibbs’ reflective model (Gibbs, 1988).

Reflective Account 1
Description – what happened?
I work as part of a team of dementia carers in a private residential home. During this particular shift, we were short two staff members. When I was alone with a client in their bedroom providing personal care, the client became verbally and then physically aggressive. I was out of reach of the alarm bell and for a time could not get free to call for assistance. After around 10 minutes I was able to calm the client down enough to let go of me and allow me to complete the necessary personal care.

Feelings – what were you thinking and feeling?
My initial thoughts were that this was unsurprising as the client had experienced a fall the previous evening (Alzheimer’s Association, no date). However, emotionally, I felt nervous as although I had experienced verbal abuse from this client before, I had not before experienced physical abuse (Grupe & Nitschke, 2013). This nervousness led to a feeling of panic, particularly as I was out of reach of the alarm bell, and I felt momentarily out of control of the situation (Mayo Clinic, 2018). This response can be understood in terms of Cannon’s ‘fight or flight’ theory, which describes how when faced with a threat the human body responds physically by releasing adrenaline causing an increase in heart rate, body temperature, and perspiration (Bracha et al, 2004).

Evaluation – what was good or bad about the experience?
My initial feeling of panic made me feel momentarily out of control of the situation (Mayo Clinic, 2018), particularly as I was unable to call for assistance. However, although I have not experienced physical abuse from this client before, I have received verbal abuse when they have been agitated and have dealt with other clients behaving similarly. Confirming this knowledge in my mind helped me to be in control of my nerves and respond professionally – this type of thought process is referred to as mindfulness and is understood to reduce levels of anxiety (Edenfield & Saeed, 2012; Brown, Ryan & Creswell, 2007). By speaking slowly and calmly to the client, which is professionally deemed the correct response to aggressive behaviour in dementia patients (National Institute on Aging, 2017) I was able to calm them enough to regain control of the situation. I reassured the client that I understood they were frustrated and that I would only do only the most essential personal care and then leave. In doing this I believe I helped the client to have their own sense of control (Porock et al, 2015). Overall, I felt this was the best possible outcome.

Analysis – what sense can you make of the situation?
Although aggressive behaviour in dementia patients is considered by the NHS to be very common and one of the behavioural and psychological symptoms of dementia (BPSD) (NHS, 2021), The Social Care Institute for Excellence (2020), describes aggressive behaviour in dementia patients as a reaction and not a symptom of dementia, Whereas the Alzheimer’s Society (2022, no page number) describes this type of behaviour as the psychological and emotional impact of dementia, rather than a symptom, and continues to explain how dementia sufferers often experience feelings of confusion, frustration, and grief in connection with their situation in the same way as any individual may respond adversely to stressful situations.
As previously mentioned, this client had experienced a fall the previous evening and although there were no visible signs of injury on the client, it is possible that were experiencing some physical discomfort following this incident. An inability to properly communicate thoughts and feelings is widely understood to be a symptom of dementia (Schnelli et al, 2020) and therefore it is likely that this client may have been unable to understand their own feelings of discomfort and express this to me when I was providing personal care, creating feelings of frustration and aggression (Alzheimer’s Society, 2022). Therefore, reassuring the client of the validity of their feelings of frustration and that only the most essential care would be performed calmed their aggressive behaviour (Porock et al, 2015).
Exploring theories of stress response such as Cannon’s ‘Fight or Flight’ theory (Bracha et al, 2004) offers an understandable explanation for my own feelings during this experience, particularly as although I have experienced aggressive behaviour before, this was the first time I had experienced this alone without being able to call for assistance.

Conclusion – what else could you have done?
With the knowledge of the incident that had occurred the previous evening with this client, I feel now that I should have expected a difference in behaviour and asked for assistance before attempting personal care, or at a minimum positioned myself and the client within reach of the alarm bell. The need to work collaboratively with colleagues in the health and social care sector to provide the highest standard of care is highlighted within the ‘Code of Professional Practice for Social Care’ (Social Care Wales, 2017, p.11). 
However, it is also important here to reflect upon the unlikelihood of any colleagues being available to assist me on this day as there is currently a large shortage of care workers in the social care industry (UK Parliament, 2022) and this is regularly reflected in staffing levels at my place of work. It is therefore also worth considering that more needs to be done by the government to ensure there is an adequate amount of support for patients and carers in the social care sector to ensure the safety of clients and carers and the highest level of care can be provided (Care Quality Commission, 2022).

Planning – what about next time?
In researching for this reflective piece, I came across Kitwood’s model of person-centred care for dementia patients (Porock et al, 2015). This model explains what person-centred practice looks like in dementia care specifically. I am going to read this fully and research further to fully understand how a person-centred approach can increase understanding of challenging behaviours and the best way in which to respond (Kim & Park, 2017).  
Additionally, in the future, before performing any type of personal care I will assess my surroundings and evaluate how best to use the space, ensuring wherever possible that I am within reach of the alarm bell. By doing this I will ensure I am working in compliance with Health and Safety at Work etc. Act 1974 and ensuring the safety of myself and the client (Social Care Institute for Excellence, 2020; Health and Safety at Work etc. Act 1974).
Finally, in keeping with the ‘Code of Professional Practice for Social Care’ (Social Care Wales, 2017, p.12), I will inform my employer of the dangers I have found in delivering safe and professional care which are associated with low staffing levels at my place of work.



Reflective Account 2
Description – what happened?
During one of my shifts working as part of a team as a dementia care assistant in a residential home, I became frustrated and had to take 10 minutes to myself to calm down. The residents’ routine mealtimes in the home have recently been changed and this was the first time I was made aware of this change. I was already feeling stressed as a shortage of staff meant I was having to carry the workload of more than one person. The kitchen staff explained to me that the manager had decided to change the times because the care staff upstairs were finishing their work too early after the evening meal and were spending the rest of their shift sitting in the upstairs staff room. In frustration, I put down the items I was holding and silently walked past the kitchen worker and out of the building.

Feelings – what were you thinking and feeling?
Due to staff shortages, I was already feeling stressed as I was carrying the workload of more than one person (Mohammad Mosadeghrad, 2013). In addition to this, felt frustrated that the manager had not directly confronted the other staff for their actions and had instead behaved in a passive-aggressive manner (Binning & Wagner, 2002), by altering the routine of the residents. I felt that the manager had made an unfair decision that negatively affected the residents, as they were confused as to why their mealtimes had changed (Alzheimer’s Project, 2020). The American Psychological Association (no date) describes anger or frustration as an emotion that arises due to feelings of injustice.

Evaluation – what was good or bad about the experience?
Although I walked away to calm down rather than actively lose my temper, which is considered a professional manner to deal with anger (Mayo Clinic, 2022), once I had calmed down, I simply continued with my work, suppressing my feelings of frustration. Butler et al (2003), when researching the concept of expressive suppression, found that suppressing emotions can lead to increased blood pressure and stress levels. In connection with this Suff (2022), asserts that work-related stress negatively affects professional practice, therefore, suppressing feelings risks affecting your professional work. 
Considering that my anger was a reaction to information that was shared with me by a member of staff who was unaware of the additional stress I was feeling that shift, and in no way responsible for the changes to the usual routine, I believe that overall, my behaviour and handling of the situation was poor.

Analysis – what sense can you make of the situation?
In terms of the stress I was feeling due to the shortage of care staff on shift, carrying the workload of more than one person means having to carry out your work at a faster pace and naturally creates heightened feelings of stress (NHS Support Federation, no date). Due to a continuous lack of staff over numerous shifts, I believe this stress had been accumulating. Rippon et al (2020) argue that work-related stress, particularly in health and social care settings where professionals are providing care for people with challenging behaviours, can be understood in terms of equity theory - equity theory conceives that work-related stress can be the result of employees feeling that the amount of professional work they must put into their job is not equivalent to the rewards they receive.  
To elaborate on staff shortages, according to Lloyd (2022, no page number), Wales is currently experiencing a workforce crisis in health and social care due to high vacancy rates, subject to ‘poor pay, regulation, and working conditions.’. This could present a reason for the manager not wishing to challenge staff for their behaviour – behaviour which could be considered passive-aggressive and possibly the result of a lack of confidence or an attempt to avoid confrontation (Guy Evans, 2023).
Regarding the frustration I felt over my manager’s decision, in psychological terms, Van Dooren et al (2018) claim that irrational behaviours in response to feelings of unfairness and injustice can be understood in terms of third-party anger theory. Third-party anger theory explains that anger resulting from injustice is a reaction to concerns over equity.
Despite my feelings of anger, after taking ten minutes to calm down, I told no one of my feelings and continued with my work. Shott (1979) explains that the symbolic interactionist perspective of emotion theorises that how we express or suppress our emotions is largely shaped by cultural expectations. This adequately explains my behaviour, as I believe that in my working environment ignoring subtle inequalities and simply getting on with our work is a cultural norm.

Conclusion – what else could you have done?
Although walking away and dealing with my feelings privately seemed like the appropriate response at the time, I am aware that this did nothing to prevent a similar situation from occurring again. Skills for Care (no date) describe the importance of transparent communication in social care to create a positive workplace culture, therefore, it would have been more beneficial to my colleagues, my service users, and myself if I had shared my feelings with my manager to actively contribute to a positive working environment.
 Additionally, in terms of my increased stress levels and frustration, I am aware that working as a carer can be a stressful job, therefore sharing my feelings with my manager may have been an effective stress management strategy (Grant, Kinman & Alexander, 2014).

Planning – what about next time?
I am now aware that I need to do further research into stress management techniques that I can apply to professional practice. Slaski and Cartwright (2003) claim that practicing stress management techniques can reduce negative emotional responses which arise from stress. In this way, I can hope to manage emotions such as anger and frustration when working.
Furthermore, I will arrange an appointment with my manager to discuss how I feel about her decision and explain how I feel it negatively impacts the residents’ routine as well as creating a shorter time period to complete work for some staff. By attempting to share my feelings with my manager I will be actively communicating so as to not let feelings of stress and frustration accumulate (Grant, Kinman & Alexander, 2014).
Additionally, I will continue to keep reflective accounts of my shifts to further analyse my feelings and behaviour while working as reflective practice is considered to be at the centre of good social work (Ingram & Morrison, 2007).
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