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Introduction
This is an introduction to my reflective essay based upon my experience as a bereavement volunteer whilst working with a Cruse client.  My sessions to date have been conducted over the telephone as a result of the Covid-19 Pandemic and the one client I make reference to has only had two sessions to date.  This is due to confusion regarding telephone training and the allocation of new clients from Cruse.
I have used the Gibbs reflective model, which addresses personal and professional factors in my self- reflection.  I will also make reference to Johari’s window when discussing my supervision feedback.
Gibbs reflective model (The University of Edinburgh, 2020).  Johari’s window (Communication Theory, 2020).
Description
My client is a middle-aged man who lost his wife in late 2019 due to ill health. He was referred to Cruse by a support worker and his preference was to have one to one support.  Due to the pandemic it has proved impossible to provide this service, and he has since requested telephone support. Since his wife’s death he has become reclusive as a result of dwindling confidence and restrictions of the recent pandemic and will only go out shopping for groceries and the odd walk on a fortnightly basis with a close friend.   There is barely any family support and he suffers from anxiety, which has heightened since the passing of his wife whom he did everything with.  The pandemic restrictions have also prevented him from going out and engaging in any sense of normality.
Feelings
Prior to making the phone call, I was prepared with telephone phrases provided to me by Cruse, along with reminders of the training I had received from Cruse and University. When making the first initial call, I was slightly nervous, despite my background in having telephone consultations with my own hypnotherapy clients in the past. I think this was because It was my very first live client in a real life situation of bereavement, despite my former training and experience, it didn’t feel as comfortable and I didn’t feel as confident as I thought I would and taking into account the lockdown situation preventing any face to face experience.  There was slight trepidation before picking up the phone.  Even though the client’s details were provided to me in black and white, it felt impersonal and I became aware that I was a little anxious. I was unsure of what to expect on the other end of the phone, scenarios were running through my head beforehand, would they be in floods of tears? or would there be complete silence?  On reflection the latter would have been worse for me.  I do on some occasions find it hard to sit with silence, however, on this occasion the client was very forth coming but only when prompted and spoke quite freely and easily, yet I could detect that he was anxious because of his shaky voice. 
On the first session, I felt that I contracted very well at the beginning, and my active listening skills were fairly good throughout,  allowing the client autonomy to think for himself, there were a couple of quiet moments from the client when asked open questions, which gave me a sense that he was reflecting.
Evaluation
I was not happy with myself at first session.  I feel that even though I thought I was fairly well prepared and somewhat confident prior to picking up the telephone, when I asked client where he would like to start his response was “I don’t know”, I asked him why he felt now was the time he had approached Cruse for support, he told me that it had been suggested to him by another support worker, At this point I was starting to scramble for things to say next. The client took me by surprise, as I didn’t factor this type of response into the equation or my psyche, to have somebody who didn’t know what to say, this took me away from my planned narrative and scenario I’d experienced at Cruse training and at University. Eventually I asked the question about what support he currently he has and that seemed to break the ice, he was more forthcoming in dialogue from that point forward. I felt this session was again clunky as I was struggling to ask appropriate open questions, and I wasn’t as smooth as I hoped.  I was in unfamiliar territory, and I scanning for the most appropriate thing to say but nothing seemed appropriate from my ‘list’.  However, due to the client being extremely nervous at the beginning and not wanting telephone work, he stated that it was really nice to speak to someone and “it was alright, not as bad as I thought”. This made me realise that the client didn’t know how nervous I was on the other end of the phone. I had a call with my supervisor afterwards and he gave me some poignant questions to ask the client for the next session and that was to personalize his wife and bring her back to life so to speak, simply by asking her name.  I didn’t even think of this, and it was so simple, I felt a little frustrated with myself for not asking that from the outset. 
 Our second session was much smoother and much more productive, as a result of speaking to my supervisor who had provided really great insight to what I could, should and shouldn’t say, I felt more comfortable about certain questions, I asked him his wife’s name and used her name when making reference to certain questions. This is where I actually felt the wife ‘come to life’ and the client sounded more relaxed to the point where I noticed he didn’t sound so anxious, the shakiness in his voice had diminished a little, as a result, I too found it much easier to empathize with him more. 
 I asked him open questions relating to how he had been, where would you like to start, any changes since last session, and the answers were very similar to the first session however, I felt more at ease in myself and a little more courageous, bold even.   We spoke more of his wife and how their life was prior to her passing, what her favorite music was, shared interests, who was the best cook, as examples, and I felt the conversation took on more of natural state that the previous call.  After summarizing the client thanked me for call and told me it was really nice to talk about his wife, and that he hardly ever spoke about her to anyone.  This made me feel a little sad but at the same time made my heart swell as it reminded me of why I wanted to be a counsellor.  
Analysis
I have been asking open, closed and leading questions with client to try and establish what it is that he wants, he appears to want to move on and get back to some sense of normality, however his anxiety has increased since his wife’s death, which has in essence made him housebound and reliant on other’s to go out shopping with him.  He has a dog and it appears that he and his wife did absolutely everything together, he has no close relations other than one family member whom he doesn’t see on a regular basis, but does speak to every now and again.  He has one close friend who he sees every fortnight and who is willing to help out at the drop of a hat, yet this man is the type not to ask for help.  He would like to go to the group support sessions with Cruse however, because of the Covid situation any group support isn’t available for the foreseeable future.  The conclusion I have come to, is that the client is very open about talking about his wife, and misses her terribly however, he appears to be ready to start living again, he has lost his confidence about going out alone and is completely reliant on other’s.  He sound like a very sociable man, claiming it takes a lot to gain his trust but he is lonely and needs more interaction with other’s.  From my perspective, I’m hoping that I can continue to grow and gain confidence and build a really good therapeutic relationship with this client, and based upon my experience so far, I think it is highly possible.
Conclusion
When speaking with my supervisor, I recognized that the Johari’s window came into play, the supervisor picked up on a lot of factors of what I could have said or not said.  He pointed out my blind spots and gave some really good feedback on things I could have said in particular instances. Questions on the first session that I would have thought to have been a little intrusive, were not, and I should have asked his wife’s name from the outset.  Under normal circumstances I would have made arrangement’s or sign posted client to a group appropriate to his needs, this would be additional to volunteer support. I may have asked questions about his interests and if he was aware of any groups local to him.  Because of the clunky first session experience,  I think I would have liked to have harnessed the focus more on the client’s wife but his anxiety did take him off into a different direction at times, this may have been down to his anxiety, or even avoidance however, my expectations may be a little high for the first session.  The second session was more focused and we did speak more about his wife in a much more relaxed way, I would have liked to have spoken more, but what with his anxiety, it was hard to interrupt without making it feel or sound as if what he was talking about was not important.  
Action Plan
It’s very difficult to know what I would do differently as I am still in the infancy of getting used to dealing with real clients.  I understand now how difficult it is dealing with real clients and how much of a ‘skilled  helper’ you have to be, and pairing the theory with practical will only come to fruition with time and experience.  However, going forward with the client, until the world resumes to some state of normality and everything becomes available again, there is not much I can do other than offer additional telephone support due to the lack of resource for face to face contact. I can read and listen more about bereavement, maybe look at some proven methods to help people achieve what they are looking to achieve and indulge in Cruse’s ethos for support. The client isn’t technical savvy but if he were, I would suggest skype or zoom in the first instance at least to put a name to a face, and for it to feel a little more personal.  I would need to check with Cruse if this is at all possible.  
Summary
Overall, I am quite happy with my experience of working with this client, and pleased that I have started over the telephone.  I think it’s so important to contract if nothing but to have a framework to refer back to and keep both myself and client on track. The summarizing at the end indicates to the client that they’ve been listened to and hopefully feel valued as an individual through their difficult time, feeling heard and understood.  I am very aware that there is so much to learn about the counselling process and only this can and will happen with time and experience.  I recognize the need for supervision which will help point out my blind spots and to help and support me going forward with any pressing questions I have for the supervisor, in essence to keep both me and clients safe.  It was a little unsettling at the first session however, I feel pleased that I have connected with this client and I do sense an element of growing trust, even after the second session.  I am hoping when the restrictions have been lifted with regards to Covid-19 that this particular client will seek continued support and eventually I will be able to see clients face to face to gain a different element of experience. 
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