Reflective piece 
this reflection will look at my experience of telephone counselling over the period of the last three to four months. Before the period of COVID-19 lockdown I had little knowledge or experience of online platforms such as zoom and a little knowledge of teams through triad work, we had done in University. I also had no former experience or much knowledge of phone counselling before this time. In my placement with cruise bereavement we were asked to swap over to telephone counselling relatively soon after the start of lockdown as they expected high demand for bereavement counselling at that time. We were initially given some literature to read about telephone counselling and how to adapt our support from face to face to this medium. We were also signposted to advice given by the BACP to work safely in this new situation and best practise. Cruise then went on to release series of webinars about how we could work safely through the medium of telephone and online. Since this time, I have read a series of articles including from therapy today and other articles signposted by our lecturer in University. I have also most recently taken part in an Open University course on how to do counselling online a coronavirus primer. 
Who's asked us to ask our  clients whether they wished to continue through the medium of telephone I was initially apprehensive Ever undergone telephone counselling before of this I'm wasn't sure whether it would work for some of my clients even though I still felt concerned towards my ongoing clients at this time and my priority was to make sure that the ones who wish to carry on with their sessions were still able to access the support they needed at that time I tailored my approach individually to each client's needs where some were happy with the wellbeing cheque each week or each fortnight others did not feel they could carry on with anything without seeing someone face to face  there were also others I felt needed to be signposted to different support and agencies to meet their Needs during this period. As time progressed we were asked to take on new clients if we felt that we were able My initial concerns about this were that I had never met these clients face to face and wasn't sure if I would be able to pick up on cues it was very strange to begin with but I decided to take the sessions reasonably slowly and and cheque more frequently on how the clients were feeling an clarifying and paraphrasing more to cheque I had understood what the client was meaning when they spoke. Search my initial telephone clients I do believe there is a therapeutic space an opportunity for working at relational depth however this has to be planned appropriately and leaving enough space at the end of each session to let the clients come back to themselves so So they feel safe and happy when you leave the session. In this. I also utilised supervision more frequently in order to cheque that my practise was appropriate at that time and to consider the impact the new way of working heads up on my clients on myself. I also made use of my own personal therapy sessions to help process my own worries and concerns about the current situation we find ourselves in 
when I first thought about telephone counselling and online counselling my immediate feelings towards it we thought it lacked actual human connection however through experiencing and working with technology now myself I feel that it is entirely possible to incorporate this into telephone and online counselling and in fact rather than restricting the human connexion be online dis aition affect had the opposite effect with some clients becoming more open and willing to talk about things that they may not have done face to face while this can be a good thing I was also aware the sometimes there was a need slowed clients down they did not feel they had shared too much too quickly. While I feel telephone counselling can give the client more power and control over the sessions as a counsellor it is all it could also be difficult to manage confidentiality of the session in a physical sense therefore it was important to make sure that the client had a safe space where they could not be interrupted and be able to talk freely to the counsellor .
throughout the period of lockdown, I discovered there were several benefits and challenges regarding suitability of phone and online counselling. One of the benefits was that it could make counselling more accessible for some people such as those who found it hard to get out of the house or to travel to the office. However this could also be viewed as a challenge for some and full various reasons make it less accessible such as when clients did not have suitable technology available to themselves or did not like talking over the phone for long periods and some who could not access the technology due to disabilities such as hearing problems. Some clients also are unable to access this form of counsel in due to not being able to have a place where they can talk safely and openly such as if they're in a large household with many people or children or if they're in a household where there is domestic violence present both stop some of the ways that you can overcome these obstacles could be to ask the client if they could possibly use a car to have a private session however it is not recommended that a client goes out and walks while in a session as this would be unsuitable if the client got upset and not safe all confidential. The counsellor could also agree with the client on a codeword that they could use when they're in a safe space .Another benefit of online or telephone counselling is but it gives it could give the client more control to be able to have their own space in their home and feel more confident about talking to the counsellor. This this could help them open more than they would have in face to face sessions and they also have more control over ending the session. another challenge when working online or telephone counselling is there is the possibility that there could be problems with the technology used. The counsellor is also less able to make sure that the clients space is safe i.e. if someone is present and you as a counsellor could not tell over the phone however there is the possibility of picking up how the client talks and whether they are talking differently at that time and as referred to earlier having a code word that can be used these two things if needed can be worked into a contract at the beginning of the work. 
When looking at the ethics of online and telephone counselling the first thing that Springs to mind is regarding security and confidentiality of the client work the BACP state that core ethical requirements of counselling is that it's done securely and confidentially (BACP 2018 section 55)
however the bacp does concede that absolute online security does not exist and counsellors need to take steps to maximise security and confidentiality of clients data (bacp,2019 a ,p6)To do this the counsellor can cheque specific things for example to protect from electronic data breaches from third parties the counsellor can make sure that they are not working on unsecured Wi-Fi and to keep their firewalls and virus protection up to date. They can also use a password an encryption to make the connexion more secure and also make sure the clients are protecting themselves against data breaches when protecting the client against physical data breaches inch you must ensure that all communication with clients cannot be overseen overheard by any third parties. 
When working with clients data online little has changed for me as cruise uses a CIS system that its volunteers can access from their own computers That's always been the case before this situation or arose and all notes are saved on here securely if any emails are needed to be sent between the counsellor and the client this can be done through the through the main cruise office in Swansea. In line with bacp recommendations I have updated my contract to include such things as an agreement of a Plan B if the communication style we are using between counsellor and client fails at that time In some cases a shortening of the sessions the suit the ability of the client. 
I have also checked that liability insurance used by cruise covers volunteers to work online and on telephone communication.
I think the telephone counselling in future will perhaps be one more option for clients that counsellors will now feel more confident in giving every client has been different with some actually preferring it and others wishing to go back to face to face in this situation it is important but as a counsellor you listen to what the client needs at that time . 
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