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Reflective Commentary. 

To reflect upon my time spent in my Befriending volunteering role at Llanelli Mind, I 

shall be using Gibbs Reflective Cycle (1998). In my time with the befriending scheme, I have 

been lucky enough to befriend two service users; this is my reflection of the training I've 

received, service user sessions and personal thoughts I have regarding this time. 

In the lead up to the start of my journey with Mind Befriending Sir Gar, I did research into 

various charities that support individuals with their mental health. Although there are many 

organisations and charities that provide invaluable and critical help to people in need, I was 

drawn to Mind because of the number of different branches of help they offer the public.  

During the training I received prior to my initial contact with my first service user, I felt as 

though I was well prepared for the forthcoming task. After discussion of safeguarding, 

boundaries and safety during training I became slightly less confident in my skills; even 

though I was aware of quite a lot of the protocol, as it followed closely to the British 

Psychological Society (BPS) (2018) ethical guidance we have discussed and adhere to on 

campus. The closer I was coming to my initial contact with my first service user, the more 

apprehensive I was feeling, I had a feeling of incompetence and did not feel I could help 

anyone, regardless of how informal the sessions are meant to be. During this first session, it 

was clear that both myself and the service user were quite nervous; however, I tried to remain 

as calm as I could, remember the tools and theory we have learnt and proceed in a rational 

manner. I tried to employ Rogers (1957, 1961, 1964) core conditions, to make the service 

user feel at ease. I assured them that I too was quite nervous, that I was only there to listen to 

what they had to say, that I would not be judgemental and that if they needed a break or 



needed to stop at any point we could. As the sessions progressed, it was much easier to 

maintain a calm and positive demeanour, while also ensuring I was practicing my counselling 

skills. As the sessions with this service user have been via telephone there hasn't much need 

for use of SOLER (Egan, 2010); however, there has been plenty of time to practice my active 

listening, minimal encouragers and ensuring that I paraphrased or reflected the service user's 

information as appropriate. When I began sessions with my second service user, I felt more 

adept and prepared for the time we would be spending together, although there was the extra 

element of being face-to-face. This meant that I could practice aspects that were being missed 

during telephone sessions.  

During the sessions with my service users, I have endeavoured to use many of the skills 

and models we have learnt and read about during this module (Rogers, 1957, 1961, 1964; 

Egan, 2002; Midwinter and Dickenson, 2015), one that I have tried a number of times is that 

of McLeod and McLeod (2011). The counselling menu model stresses the importance of 

client decision making in smaller more efficient timings. As a befriender, I am not a 

counsellor, so I really tried to make sure that if the service user has an issue, they find the 

solution without me giving advice in the smaller timeframes we sometimes have. 

I feel that this experience has been invaluable in relation to further my skills in Psychology 

and Counselling. Having now become a befriender and spoken to service users; it has opened 

my eyes a little more to how to speak to different people about varying issues. It has made me 

investigate different causes of mental health issues, to try and improve my understanding of 

them, the processes that may help and those that may inhibit recovery. In an attempt to assist 

one of my service users we have spoken at length about Mindfulness (Bishop et al, 2004; 

Hoffman & Gomez, 2017) and how they find certain aspects really beneficial in day-to-day 

life. 



This experience has taught me that although we are aware that mental health is a difficult 

and fickle matter, there are so many faucets to just one mental health issue. Oftentimes, even 

people who have been dealing with mental health issues for an extended period can become 

exhausted and overwhelmed by the symptoms they face daily. Although this experience has 

been mostly positive, I am aware that sometimes my initial contact can be quite erratic due to 

both the service user’s and my own nervousness. While this does then subside and disperse; I 

can see how this may be off putting for the service user.  

As I know this is the case, I am endeavouring to make changes personally, so that in the 

future I am able to face these situations with a new level of calm and composure. I will try to 

employ techniques I have learned about through Mindfulness. This includes but is not limited 

to emotional awareness meditation (Guendelman et al, 2017), journaling and the five senses 

exercise (NHS, 2021). I am hopeful that once I can fully grasp these techniques, I will be able 

to engage in new meetings with a calm, positive and open demeanour.  

I sincerely look forward to carrying on with this experience, to not only hone my skills, 

but also to carry on helping these service users and others like them. Although we will shortly 

be coming to the end of our befriending time, I can honestly say that they have come so far in 

the short space of time that we have been speaking and that I am quite proud to say that I 

have been able to assist them on the journey they have made. The experience of this will only 

further encourage me to carry on doing this, as I can see that it has be of benefit not only to 

me and my studies but also to the service users themselves. While obviously there are things 

that I could improve upon, this experience has been, overall, a very positive one. 
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Evidence. 

Reflective journal. 

Please find below excerpts from the journal I have kept alongside my volunteering, which details 

the process I went through to decide upon my placement, some reflection on service user sessions and 

my personal thoughts or feelings during these times.  

Please note: For safeguarding and data protection reasons, service users are written as SU1 and 

SU2 respectively. 

Student Name Toni Hayward 

Organisation Name Llanelli Mind; Mind Befriending Sir Gar 

 

Date 25/07/2021 

Entry Having researched multiple charities who work with individuals who 

are struggling with their mental health, I have decided that Mind offer an 

invaluable range of support. One particular aspect that is of interest is that 

of the 'Befriending' branch of the organisation. It offers informal 

companionship to those who have mild mental health problems. A 

volunteering role within this community will allow me to enhance my 

counselling skills as there will be opportunity to practice SOLER, 

reflecting and active listening. There may be some restrictions due to the 

pandemic, but I intend to apply via email and to ascertain the particulars 

as soon as possible. 

 



 

Date 14/08/2021 

Entry Very in-depth training day today with Befriending Sir Gar. They are immensely 

concerned with volunteer well-being and safeguarding both the service user and 

the volunteer. Many of the role requirements reflect ethical regulations seen 

within counselling practices, for example, ‘offer a consistent, accepting and 

understanding relationship’. You’re also expected to maintain effective 

boundaries during the course of the relationship. 

 

Date 07/09/2021 

Entry First interaction with SU1, via telephone as SU1 is very wary of being in public 

places and suffers with anxiety related to having had Covid and potentially 

becoming ill again. SU1 was quite evidently nervous at the start of the call as 

their speech was quickened, fairly high pitched and inconsistent in delivery. I 

attempted to slow the pace, advise I was only here to listen to whatever they 

wanted to discuss and that if they wanted to stop at any point then there was no 

problem in doing so. SU1 became calmer and a bit more forthcoming, they 

admitted they were very nervous but wanted to carry on with the call and see 

how it went. 

As the interaction was via telephone it was difficult to assess the full extent of 

SU1’s nervousness, there was no visual cues in body language to react to; 

however, I feel this call went well and did allow me to focus on active listening 

and paraphrasing.  

SU1 stated they didn’t know if this was going to help them, but they would like 

to carry on sessions and find out.  



Before this session I was very apprehensive, I didn’t feel I was prepared enough 

to help this service user. Throughout the call I had to keep reminding myself of 

the steps and theory we had learnt; ensuring I was showing empathy and letting 

the service user know I was actively listening to their issue.  

May be beneficial to investigate anxiety more, perhaps look at effective 

practices to subdue panic attacks, or websites that may offer information SU1 

may find helpful. 

 

Date 12/11/2021 

Entry Sessions with SU1 and SU2 this week. 

SU1 advised they had had a medium to good week, had not experienced any 

panic attacks this week. Advised they had been using techniques we have 

discussed in previous sessions; they had looked on the internet to further 

broaden their understanding of ‘Grounding’ and thinks it is a very useful tool in 

combating the anxiety they feel on a daily basis. SU1 also advised they may try 

journaling but is not sure yet. This was good to hear, SU1 seems to have made 

incredible progress over the last few months! Now actively trying to enter 

crowded places. SU1 has a large family event in the coming weeks and is trying 

to find tools to help them endure this in a happy space rather than an anxious 

and potentially distressful way. 

SU2 did not have an ideal week unfortunately. Upon arrival at meeting point I 

can see they are closed off and quite negative. I make a conscious effort to use 

SOLER to attempt to bring SU2 into a more open and positive place. We open 

with normal chit chat and SU2 advises they had an M.E flare which had 

rendered them bedbound for an extended period. This obviously impacted their 

mood as there was no definitive reason they could think of as to why this was 

set off, it made them miss a day of work and they were unable to keep their 



mind off issues relating to house sale and ex-partner. They have since recovered 

from this flare up and decided that they will end the week on a positive note, 

they are trying to focus more on the positive aspects they can control rather than 

dwell on the negative aspects of life they cannot control. SU2 is dealing with a 

lot of difficult issues presently but has still come quite a distance in their 

recovery. The positive reasoning that they are using to determine the progress 

they can make is quite inspiring!  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Mission Vision and Aims. 

 

 

Llanelli Mind Befriending Sir Gar, (2022, Jan 18) Aims and Objectives. Mind.org.uk 

These images highlight 

the Aims and Objectives of 

the Befriending Scheme, 

while also referring to the 

needs of people in more 

rural communities 

The aims here echo 

many guidelines and skills 

we have learnt during this 

module. With emphasis on 

not being judgemental, 

always being confidential 

and supporting the service 

user. 



 

Mind, (2022, Jan 18) Our Vision. Mind.org.uk 

 
This shows the vision and purpose for Mind as a whole. Showing the ways in 

which Mind strive to assist individuals in supporting their mental health, through 

direct support and also through public relations. 



 

Mind, (2022, Jan 18) Our Achievements. Mind.org.uk 

 

 

 

This shows how 

Mind will attempt to 

achieve the goals they 

have. 

Mind is funded 

through donations and 

fundraisers, which they 

will use to support 

countless individuals of 

all ages, creeds, races 

and backgrounds. 

 



Training Information.  

 

 

As can be seen from this 

training information, boundaries 

must be very clear. This reflects 

and supports information we 

have learned through Midwinter 

and Dickinson (2015) and other 

texts throughout this module. 

Oftentimes when a person is in a time 

of need and is presented with a helper, if 

there are no boundaries set it can become 

problematic. Boundaries are placed to 

reduce the risk of the service user coming 

to any further psychological harm (British 

Association for Counselling & 

Psychotherapy, 2016; British 

Psychological Society, 2014) 



 

 

 

Volunteers are subject to an 

enhanced DBS to ensure the safety 

of the service users. 

Extensive training is required to 

become and continue to be a 

befriender, this is to ensure that 

both the volunteer and the service 

user are safe and happy in their 

time with the charity. 

The policies on Confidentiality 

and Undue Influence again echo 

ethical guidelines set out by the 

BACP (2016) and the BPS (2014). 



There is substantial 

conversation pertaining to 

safeguarding, for both the 

volunteer and the service 

user. Some of which are 

obvious, such as substance 

intake; however, some are 

less obvious. Gifts are not 

allowed if in the form of 

money, however a small 

gift at the end of your 

befriending time is 

acceptable. 



 

Mind are equally as concerned 

about the safety and well-being of 

their staff, volunteers and services 

users; this can be seen throughout 

the information and training received 

as a volunteer. 

They also try to ensure that you 

are made as aware as possible to any 

outside factors which you may need 

to amend in order to proceed with 

your befriending opportunity. 



 

 

 

 

 

 

 

 

While the organisation 

does aim to ensure that no 

volunteer is faced with a 

service user who is in crisis, 

anything can happen 

between your first meeting 

and the following time. 

Therefore, there is also 

some training on what you 

should and should not do in 

the event of an important or 

worrying disclosure from a 

service user. 



Appendices. 

Appendix A. 

The Placement Information Sheet provided before starting volunteering. 

 

 

 

 

 



Appendix B. 

The email correspondence between myself and the Befriending Co-ordinator.  

 

 



 

 

 

 

 

 



Appendix C. 

Confirmation of approval from Module Lead. 

 

 

Appendix D. 

Log of time spent befriending. 

 

 

 

 



Appendix E. 

Email reminder of Covid regulations during befriending. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Appendix F. 

Role Description. 
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