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[bookmark: _Toc237440829]1 Introduction
Health and social care services are important because they support people's health, safety, wellbeing, and independence. One valuable role within this field is the Mental Health Support Worker, who helps people experiencing mental health difficulties with their emotional and practical needs. This report explains the role of a Mental Health Support Worker and the skills needed to perform it effectively. First, it describes the role, its importance, and main duties. It then discusses three essential skills: effective communication, compassion and empathy, and person-centred care. Finally, the report explains practical strategies for developing these skills before summarising how they contribute to safe and high-quality care.
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[bookmark: _Toc237440831]2.1 Description of Mental Health Social Support Worker in Health and Social Care 

A Mental Health Support Worker provides practical and emotional support to people experiencing mental health difficulties. The role is important because mental health problems can affect a person's emotions, relationships, behaviour and ability to manage everyday activities. Mind (2026) explains that mental health support can involve listening to people, providing information, and helping them find suitable support. Mental Health Support Workers can therefore help service users feel understood while encouraging greater wellbeing and independence.

The main duties depend on the individual and the care setting. They can include supporting daily activities, observing changes in a service user's wellbeing, encouraging independence, following care plans, and reporting concerns to other professionals. Workers may also support people with social activities and work alongside nurses and other healthcare professionals. Three important skills needed for these responsibilities are effective communication, compassion and empathy, and person-centred care. Communication helps workers understand what service users need, while compassion and empathy allow them to respond with kindness and understanding. Person-centred care ensures that support considers each person's choices, needs and goals. The Care Quality Commission (CQC, 2026) emphasises that people receiving care should be treated with dignity and as individuals.

[bookmark: _Toc237440832]2.2 Explanation of Most Significant Skills Needed for Mental Health Social Support Worker in the Health and Social Care Field	

Effective communication is essential because Mental Health Support Workers need to understand service users and communicate important information clearly. Good communication includes careful listening, clear speech, and awareness of body language. Mind (2026) highlights the importance of listening without judgement when supporting someone with mental health difficulties. For example, if a service user experiencing anxiety becomes quiet, the worker can speak calmly, ask simple questions, and allow enough time for an answer. This can help the person feel safe enough to express their needs and concerns.
Compassion and empathy are equally important because people experiencing mental health problems may feel frightened, lonely, or misunderstood. Empathy involves trying to understand another person's feelings, while compassion means responding with kindness and concern. NICE (2011) explains that people using mental health services should receive support from professionals who are empathetic and non-judgemental. For example, a person with depression may refuse to join an activity because they feel overwhelmed. Instead of describing the person as difficult or lazy, the support worker should listen, recognise their feelings, and offer gentle encouragement.
Person-centred care is another essential skill because every service user has different needs, choices, and goals. Skills for Care (2026) explains that person-centred approaches place individuals at the heart of their care. For example, two people experiencing depression may prefer different forms of support. One may enjoy group activities, while another may feel more comfortable having a quiet conversation. A skilled support worker should respect these differences rather than treating both people in the same way. This promotes dignity, choice, and independence.
Without these three skills, safe and respectful care can become difficult. Poor communication may cause misunderstandings or important information to be missed. A lack of empathy may leave service users feeling judged and unwilling to discuss their problems. Similarly, poor person-centred practice may make people feel excluded from decisions about their own care. CQC (2026) stresses the importance of dignity, respect, and individual choice in good care. Therefore, these skills work together to build trust and improve the quality of mental health support.
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Effective communication can be improved through active-listening training and regular practice. Active listening means paying full attention, avoiding unnecessary interruptions, and checking that the speaker has been understood correctly. Skills for Care (2026) recognises listening as an important part of effective communication in care. Mental Health Support Workers can develop this skill through role-play. For example, one worker could act as an anxious service user while another practise listening, asking suitable questions, and responding calmly. Feedback from a trainer or colleague can then show what was done well and what needs improvement. Regular practice can make communication clearer and more confident.

Compassion and empathy can be developed through reflective practice. This involves thinking carefully about an experience, considering how the service user may have felt and deciding what could be improved next time. NICE (2011) identifies empathetic and non-judgemental behaviour as important when supporting people who use mental health services. For example, after dealing with an upset service user who refused an activity, the worker could reflect on whether enough time was given to understand the person's feelings. Discussing the experience with a supervisor may also provide helpful feedback. Regular reflection can help workers become more aware of their behaviour and respond more sensitively.

Person-centred care can be improved through person-centred care training. Skills for Care (2026) provides guidance and learning resources to help care workers understand person-centred approaches. Training can teach workers to recognise each person's choices, strengths, and goals instead of assuming that everyone requires the same support. For example, a worker could ask a service user which activities they enjoy and what they want to achieve. This information can then guide the support provided. Involving service users in such decisions can increase their independence and make care more meaningful to them.

These strategies should be supported by continuous workplace practice. Training alone cannot develop every skill unless workers apply what they learn. Practising active listening, reflecting experiences, and applying person-centred approaches can help Mental Health Support Workers improve over time. Regular feedback from supervisors and colleagues can also identify areas that require further development. Together, these strategies can increase workers' confidence and help them provide safer, caring, and more individualised support.

[bookmark: _Toc237440835]4 Conclusion
Mental Health Support Workers play a significant role in protecting the wellbeing, dignity, and independence of people experiencing mental health difficulties. Effective communication, compassion and empathy, and person-centred care are essential for providing safe and respectful support. Without these skills, misunderstandings may occur, and service users may feel judged or excluded from decisions. Active-listening practice can strengthen communication; reflective practice can develop compassion and empathy, while suitable training can improve person-centred care. Continuous learning and workplace practice are therefore important. Developing these skills can help Mental Health Support Workers build trusting relationships and contribute to safe, respectful, and high-quality health and social care.
	



















[bookmark: _Toc237440836]5 References
· Care Quality Commission (CQC) (2026) Treating people as individuals. Available at: CQC website.
· Mind (2026) How to seek help for mental health problem: Where to start. Available at: Mind website.
· National Institute for Health and Care Excellence (NICE) (2011) Service user experience in adult mental health: improving the experience of care for people using adult NHS mental health services. Clinical Guideline CG136. London: NICE.
· Skills for Care (2026) Person-centred approaches in health and care. Leeds: Skills for Care.
· Skills for Care (2026) Communication skills in social care. Leeds: Skills for Care.
image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




