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Reflective Commentary/narrative essay 1, 000 Words
Reflective piece using the Gibbs Reflective Cycle (Gibbs, 1988)

During my placement I am to receive emails from potential clients and to assign them to the most appropriate counsellor, I was also given the go ahead to gather research on ADHD that Athena could then use as information to help the general public through their website. Athena is currently exploring ways that they can assess and diagnose people for both ADHD and ASD which are two conditions that apply to myself, one of the directors of Athena is currently completing an MSc in Psychiatry to allow for these assessments. I have developed a much greater understanding of ADHD as a condition than I had prior to the placement such as ADHD being an executive function disorder rather than an attention disorder and as such is named inappropriately but renaming it would result in loss of legal protections (Barkley, 2009).

I have never researched a special interest before now for the specific purpose of an information panel, due to ADHD being of a personal nature to myself has been very good for me. It has helped improve my self-esteem and has offered me a greater understanding of myself than I have ever had. As an example Dr Barkley has helped me understand that I am not an unintelligent person, I know what I need to do and how to do it but as ADHD is an executive function disorder which prevents me from doing that task, his explanation of how people with ADHD often do not have an appropriate concept of time and how this relates to them being chronically early or late was very helpful (Barkley, 2009). Another psychiatrist who has helped with this is Dr Tracey Marks who described this inability as inertia in the brain that prevents the action from taking place (Marks, 2021).

I have used my teamworking skills whilst having discussions about the ADHD research and I have had meetings to go through what I have found and what would be helpful to include on the website, we decided upon using YouTube playlists of short segments of Dr Barkley and links to Dr Tracey’s videos. During the research I also found someone who uses peer-reviewed research and puts it into more simple terms whilst having videos showcasing strategies that she uses to help live with the disorder (McCabe, 2017), after viewing her content with the team this was also considered to be appropriate to place on the website (McCabe, 2015).

I was very surprised that my initial contact with the client did not need to be as in depth as I had originally considered, due to the privacy policies and the sensitive nature of the needs of potential clients I only needed to enquire for a very simple description of the issue. As a very inquisitive person initially I did need to set aside my own curiosity as I recognised any enquiries could become inappropriate and as an unqualified staff member it was not my place. 

The most challenging part of this placement so far has been the access to the website, I was very motivated in finding out more about ADHD and to share this information on the site however the website appeared to be non-existent for a majority of the beginning of my placement and it made updating the site impossible. I held out hope that the site access issues would be fixed swiftly and I would be able to put the information I had gathered on there.

Finding out more about ADHD has been the most satisfying experience so far, I was assessed for it in the recent years and the information I have found has helped explain so many difficulties I have had over my life, it has helped me develop methods and tools to improve myself and to not demonise my short-comings. Sharing this new found passion with other members on the team and with close relationships has been wonderful seeing their own interest and understanding of the disorder expand.
There have been a few problems with my placement, the service manager has an illness which impacts her working schedule and has meant that we have needed to cancel some meetings and it is one of the reasons my placement started later than initially planned. The meetings were rescheduled when it was possible but it has been difficult to fit them in as Athena closed over the Christmas period. The other major issue was with the website, I offered my helped to attempt to discover the cause of the issue and I discovered that the website was hidden from the public due to it being locked behind a username and password. After informing the service manager the issue is being looked into and will hopefully be fixed soon. The only aspect I would change would have been to start the placement sooner as it would have given more time for client interaction and research.
I experienced a lot of anxiety over the placement so far, it is something I deal with regularly and having the extra pressure has made that very challenging. The team at Athena is very supportive and have been extremely accommodating to my needs for which I am incredibly thankful as I had a period if incredibly poor mental health that was swiftly followed up by a physical illness which stopped me being able to perform my placement. I did experience a lot of frustration with website issues, but I am very pleased that I was able to discover the problem and to kickstart the process of fixing it.
All in all the placement has been a good experience and I have enjoyed it. I look forward to continuing it and getting the information I have researched onto the website.
953 words
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Section B: Mission Statement
Mission Statement and information taken from Athena Counselling Services website (www.athenacounsellingservices.com)
‘As integrative counsellors and psychotherapists, our approach is to provide support and practical feedback to help clients resolve current issues. With sensitivity and understanding we help our clients to find solutions to a wide range of life challenges and psychological issues. Counselling and psychotherapy are tools to help you manage your life better. We specialise in trauma.
We have been working in the counselling sector for many years and have a wealth of education and experience to offer our clients.’ 
About Us
Our company is built on the principles of providing reliable, accessible and professional services. We have been working for many years in Swansea. By combining our specialisations, we can help our clients from many different perspectives and increase the chances of therapeutic success. (www.athenacounsellingservices.com/about us)
Athena Counselling Services Ltd
 Tel: 07722 288244
www.athenacounsellingservices.com
info@athenacounsellingservices.com
Company Directors: 
Cathy Morris MA. BA (Hons). PGCE. PGDip Psychological Trauma. HED Couns. Prac. Cert. Focusing Oriented Trauma Practitioner. Accelerated Resolution for Trauma (ART) Therapist. Cert. Supervision
Reg. MBACP
Tim Morris

Section C: Values and Strategic Aims
a) Policy documents:
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Evidence 2: Reflective Logs 
Section A: Hours log. 
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Evidence 3: Volunteering Process
Section A: Required skills
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Placement Information Form

Wame of Student

WARK CIVERS

Proposed Placement
Setting and Address:

ATHENA COUNSELLING SERVICES LTD
‘107 WALTER ROAD, SWANSEA, SA1 500

Proposed Dates of
Placement.

30 sEPTEMBER 2022 TO
30 MARCH 2023

ame of Gontactfor
Venue:

Please also state their
positon

“CATHERIE BORRIS

DIRECTOR

Ema Address

(CATHY@ATHENACOUNSELLINGSERVICES COM

Telephone Number for

Contact at Placement. | 07722 226244
753 DBS requisd for
No

you to attend this
placement?

Explain how your role
in this organisationion
this placement meets
the criteia for the
assessment for e
module.

(e, whatcutestasks wil
you be underaking tha ae|
Telvant for e madui
Seceasment)

“OPERATIONAL ADWINSTRATION NCLUDING
FILE MAINTENANCE, DEALING WITH CUSTOMER
ENGUIRIES, WEBSITE BUILDING AND.
MAINTENANCE. OTHER ADMINISTRATIVE
DUTIES A5 NECESSARY. SOME MOBILE
WORKING WILL BE NECESSARY. SUPERVISION
WL BE PROVIDED.

ALLinfomation st be prvide.Incompletefoms vl b retumd o th sugent.

Pleass return this form o Ruth Groff (ruth groff@uwisa ac.uk) by Friday

1 July 2022.
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Stacey Coleman e
To: Mark Chivers (2004045); Ruth Groff

Mon 12/09/2022 10:20

G
a

Morning Mark,

Thanks for sending this across. | have emailed Catherine
to extend our thanks and to invite any questions/queries,
but your placement is now signed off and you can
commence your placement activity.

Enjoy!

Cofion cynnes, | Kind regards,

Stacey.

My normal working days are Monday to Thursday; if you email
outside of this period there may be a delay in my response.

Stacey Coleman
BA(Hons), MSc, PGCE (PCET), FHEA, MBPsS

Tiwtor derbyniadau: Rhaglenni 6l-raddedig Abertawe
Admissions Tutor: Swansea Postgraduate Programmes

Darlithydd mewn Seicoleg Lecturer in
Psychology

Yr Athrofa Addysg a'r Dyniaethau Yr Athrofa:
Education and Humanities

Seicoleg a Cwnsela Psychology and
Counselling

Prifysgol Cymru Y Drindod Dewi Sant University of

Wales Trinitv Saint David
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General Data Protection Regulation (GDPR) Policy

This policy is concerned with the personal information about you that we at Athena Counselling
Services collect, store, and share. When you contact s you arc agreeing to the terms and conditions
Laid out in this policy. If you have any questions o concerns about this policy please contact the
service manager at info@athenacounsellingservices.com.

Personal information we collect from our website contact forms:
* Yourname
* Your email address
« Your phone number
« The season for your enquiry

ion we might collect from telephone conversations, online and/or during face.

* Your email address

« Your phone number

« The nature of your enquiry

« Your gender and sexual orientation

« Your seligion / Ethnicity / Country of birth

* Your date of birth

« Information about your family and relationships (past and present)

+ Information concerning your occupation, education and life experiences.

+ Your home address

«  Information concerning your previous mental health histo
diagnosis.

* Your GP’s name and contact details

« Any medical conditions that you tell us about and any medications you are on,or have been
on previously.

« Session summaries.

including treatments and

‘How your information will be stored.

‘Paper: Written session notes will be securely filed in a locked filing cabinet. We will also keep a
‘paper copy of your signed contract, (including GDPR consent), referral form, therapeutic reports,
correspondence, assessment secords, and client code.

Laptops / Personal Computers: Your referral form and any psychiatric reports that you provide to
us electronically and psychotherapeutic reports that you or another service provider has requested and
any correspondence that you have given us written permission to write will be kept on a secured
‘personal laptop or personal computer. The device will requie passwords to access information. The

ing Services Ltd 107 Walter Road Swansea SA1 5QQ Tel: 07722 288244
i athenacounselingservices.com info@athenacounsellingservices.com
A company registered in England & Wales. Company No 10283998





image7.png
) ATHENA

ﬁ Counselling Services

clectronic device will be checked regularly for viruses and the therapist will take every reasonable
precantion fo protect your personal information.

Mobile Phone: We willstore your contact telephone number for the duration of your treatment along
with any text messages or WhaisApp messages which we may exchange.

‘Email: Your email address and email correspondence will be stored securely in our email accounts
(currently hosted by Jongs and gmail)

‘Website: None of your personal information is sored on the Athena website, other than fo
‘momentarily collect & send it to our email accounts for the purposes of nitial confac.

‘How we might process or share your personal information:

1. Your contact details and personal information will never be shared with ouside parties apart
from when necessary:

In order to find the best therapist for you. When you contact us we will provide your
detais o the most appropriate therapist for you within our team, who will contact you
directly to arrange your appointment. If they are unable to help you, they might also forward
‘your details with your permission to an alterative therapist.

2. When a therapist undertakes supervision. All our therapists are required to undertake
tegular supervision with a suitably qualified supervisor as part of their professional codes of
conduct as members of the National Counselling Society or Bitish Association for
Counselling and Psychotherapy. Although information about the work that s being done in
therapy will be discussed, your full name and contact details won't be shared. All of our
supervisors are also bound by confidentiality and GDPR policies.

3. Where a therapist dies, is in hospital, or is unable to attend for an extended period of fime.
our administrator wil contact you to inform you of the situation and advise you of your
options.

4. Where we believe significant risk exists. If we believe you are at significant risk. or
someane else is at risk we might contact a relevant authority with or without your permission.
‘This could include your GP, mental health services, law enforcement, or emergency services.
We ae required by law to pass on information relating to acts of terrorism and ongoing abuse
of a minor or vulnerable adult. We will, when appropriate, attempt to gain your permission
before breaking confidentiality in these instances however we retain the right to do so without
‘your consent.

Hovw long we will keep the information we hold about you:

All the information we hold about you, as described above, will be held for a maximum of 6 years
after your final session (or from the Last point of contact if you choose not to go ahead with
therapy). Your telephone mumber will be crased from our mobile phones within four weeks of your
final session. Afier six years, your information will be erased and / or shredded.

Athena Counselling Services Ltd 107 Walter Road Swanses SA150Q Tel: 07722 288244

athenacounselingservices com info@athenacounsell

A company registered in England & Wales. Company N
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Your rights:

You have the following righs...
* To be informed about what information we hold (this policy tells you).
* To see what information we hold about you. There may be a charge for this
« o amend any inaccurate or incomplete personal information.
« o withdsaw consent for us using your personal information.
« To request that some or 3] of your personal information be erased. Please note that we can
decline this request if we need to hold the information to practice lawfully and competently.

Tim Motris Catherine Morris Date: 31/10/2022
Director Disestor Review: 31/10/2024

‘Athena Counselling Services Ltd 107 Walter Road Swansea SA1 5QQ Tel: 07722 288244
‘v athenacounsellingservices.com info@athenacounselingservices com
A company registered in England & Wales. Company No 10283998
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‘Wellbeing is the experience of overall health, encompassing good mental, physical, finangial
and social health. Athen is committed to supporting the wellbeing of all staff and to creating
a workplace wherein staff can talk, seck help and support and where wellbeing is embedded
into working practice.

‘Athena recognises that life events can affect staff in the workplace. This policy provides a
framework for encouraging and facilfating working practice and services that support staff
wellbeing.

‘This policy complies with statutory best practice and applies to all staff
Principles:

Athena s committed to promoting and supporting staff wellbeing, to create an inclusive culfure
which focuses on prevention, sinimisalion and management of identified issues to reduce any
detrimental impact on staff. We recognisc that embedding staff wellbeing approaches info our
service supports staff to thrive, deliver first-class services, and engage, whilst also improving
retention and recruitment and reducing absence.

Al staff wellbeing matters are kept confidential, except where the preservation of wellbeing
requires the breaking of confidentiality

‘We recognise that diversity may lead to different individual wellbeing nceds and are committed
to supporting staff to access a variety of support services and professional help.

‘We recognise that the working environment can impact staff wellbeing

‘We secognise that wellbeing issues can lead to absence from work. However, if it i in the staff
‘member’s best infefests to stay in work we will endeavour to support them in doing so.

Roles and Responsibilities

Diectors, supervisors and the service manager (leaders) are committed to being posifive role
models, recognising, supporting and building a culture wherein wellbeing is central. To this
end, staff are encouraged to falk about wellbeing issues and leaders are trained to respond.

Athena will encourage staff taking personal responsibility for their wellbeing whilst providing
advice and information that promotes healthy working practices, general wellbeing and that.
sisnposts further services. This will include challenging ways of working that negatively

impact wellbeing. Leaders will maintain confidentiality, with writien consent required for
disclosure to others. Exceptions will be made should the staff member be deemed at isk and
their wellbeing, or the wellbeing of others needs preserving. Leaders will, wherever possible,
ensure that they are supported whilst dealing with staff wellbeing issues. Staff will be
encouraged to take regular breaks from work and to undertake self-care / wellbeing learning
and development activifies.

Athena Comsell
wevw athe
A company
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Staff are expected to manage their own wellbeing and seck help carly, maintaining
communication with leaders, taking leave or regular breaks as necessary. Where possible,
staff should support cach other through information provision or the sharing of managing
wellbeing knowledge and resources.

Definitions:

‘Health: The World Health Organization (WHO) define health as a state of complete
physical, mental and social wellbeing, and not merely the absence of discase or infirmity”

Wellbeing: The management of health and the ways we cope day to day. This differs
betwveen individuals and is impacted by different factors both inside and outside work.

Stress: The Health and Safety Executive (HSE) define sress as ‘the adverse reaction people
have to excessive pressures or other fypes of demand placed on them. Staff may experience
stress differently.

Tim Morris Catherine Morris Date: 31/10/2022

Director Disector Review: 31/10/2024
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Reflective Log - Mark Chivers

Date

Activity

Reflection

07/10/2022

Meeting to postoone
start of the placement
for 7 days

Due to members of the team having
holidays booked and a few were also il |
was informed that it would be best to wait
for people to be back to begin my
placement. This did cause me to feel
anxious as | was nervous about starting my
placement and now | was worried about
not having the time to get more hours in. |
Spoke with the service manager about my
concerns, and they were able to reassure
me and I felt much less anxious. | need to
prepare a coping method for when planned
events go awry.

14/10/2022

Fullinduction day with
service manager.

Initially nervous as | having to lear new
policies after being out of the workplace for
a few years. It felt very daunting to begin
with, but 1 was able to tie a lot of the
policies to my previous work experience
with customer service which helped me
feel much more confident in my capabllities
to perform the tasks

21/10/2022

Meeting the full Athena.
team,

| was interested to meet the rest of the
people | would be working with, | was
assigned to initally be working with client
emails. | was grateful that | was assigned
just to these first as | have many issues
surrounding phone calls that can cause me.
to panic or have severe anxiety. After
discussion with the service manager | was
given the ok to gather research and
resources for ADHD to put onto the website
2s an information panel, this was exciting
for me.

24/10/2022

First interaction with a
client

I received my first email contact, my job
was to enquire if needed for a simple
description of what the client would like
help with so that | could assign them to the
appropriate therapist. | was nervous to
begin with and | had to curb my curiosity to
ask questions but relying on my counselling
skills 1 was able to put my own impulses
aside to communicate effectively with the
clent.

28/10/2022

Policies meeting with
service manager

The service manager had updated 2 few of
the policies we had gone over in induction
50 this was Just to catch up on anything
different, it was also a check-in meeting to
see how things were going which made me.
auite happy.

08/11/2022

Research gathering for
ADHD.

This was 3 very interesting task; | found
many videos of Dr Russell A. Barkley
speaking in a seminar format. After
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watching them | consider them a must
watch as they make so much sense and
offer a huge explanation for how ADHD
brains work, this made me very happy.

07/11/2022

Client interaction and
quick meeting with
service manager

Due to my previous success with a client
interaction, | was much less nervous and
sent the client to the appropriate therapist
| was concerned with the low amount of
clients Athena was getting via email so |
raised my concern with the service
manager who assured me it was something
they were looking into.

11/11/2022

Research gathering for
ADHD.

I broadened my search for more useful
information, | found a psychiatrist who
does many videos on disorders and other
mental conditions and her series on ADHD
was very informative, | also found someone
Who uses research studies and peer-
reviewed articles and creates a more
simplified understanding of the conditions,
and techniques that she found useful. | was
very happy with this progress.

12/11/2022

Client interaction

The client had a request | was not familiar
with the procedure for, this did make me
worry as | was considering that | wouldn't
be able to assist them, o1 had to contact
the service manager for advice. It was.
fortunate that the client had been in
contact before, and they were
appropriately assigned.

18/12/2022

Team meeting and
sharing research with the
team,

felt very anxious at the start as | had
needed to be away due to my own health
both mental and physical and that people
would not approve of the information | had
gathered. The team was very
understanding of the issues | had and |
didn't feel like | was letting them down
anymore and they found my gathered
information both enlightening and
encouraged me to find more.

19/12/2022

Investigating website,

Iwas frustrated due to the lack of client
emails we had been receiving and | asked If
I could look nto what issues the website
was experiencing. | found that the website
had been locked to the public via username
and password which would explain the
Slowness of client contact. I felt very happy
that | had found the problem and I'm
looking forward to working with them in
the new year.

22/12/2022-9/01/2023

‘Athena closed for the
Holidays

‘Athena closed for the Holidays
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Administrator Job Description & Person Spet

JOB DESCRIPTION

Job Title: Administrator

Contract: Part Time, Voluntary

Hou Minimum 3 hours per week.

Salary: £0 per annum

Department/Section: Administration

Responsible to: Senvice Manager

Reports on a weekly basis to: Senvice Manager / Supervisor

Purpose of job: o be part of the evolving counselling service

providing administrative duties in support of
counsellors, frainets and dlients.

Duties:

You will provide administrative duties to_ensure the smooth running of the service.

The specific duties of the post include:

« Liaising with counsellors and the service manager / directors in organising appointments for clients_ or
referting on to altemative services where required

*  Keeping confidential records in the prescribed form and ensuring accurate statistics are maintained,
including the use of CORE (Clinical Outcomes in Routine Evaluation).

«  Assisting in the smooth running of the Counselling Service, undertaking administrative duties as necessary
and assisting and supporting colleagues.

« Creating and mainta

g good working relationships with colleagues in the Counselling Service and other

external agencies.
«  Providing administration for the development of workshops / trainings both on and offine.

«  Contributing with admi

rative duties to crisis management arrangements supporting other members of

the Counselling Service team. Liaising with statutory services as appropriate.
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« I conjunction with the Directors and Supervisors representing the Service on matters of confidentialty,

nt welfare, inclu

delivering administrative support where necessary.

\g addressing groups and o dealing with external orgar

ations as required,

o As

ing with activities and events to promote the Counselling Service at key events such as fund raising,

information days or workshops.

«  Having a keen interest in all aspects of the emotional and psychological welfare of clients and having the
ability to work collaboratively and flexibly, within a mult-disciplinary team, to further develop the
Counselling Service.

« Ensuring confidentiality of clients’ personal inform:
lity Policy.

and the Athena Counselling Service Confident
«  Attending regular line management sessions at a minimum of 1% hours per month.
«  Attending, and contributing to, service general team meetings and case discussion meetings.

* Undertake other reasonable duties, as required

«  Acting with integrity, haesty and a commitment to best practice.

These duties are a guide to the work that the post-holder will intially be required to undertake. They may be
changed from time to time to meet changing circumstances and do not form part of the contract of employment

Athena Counselling Services Ltd 107 Walter Road Swansea SA1 5QQ Tel: 07722 288244
‘wwwathenacovasellingservices.com info@athenacounsellingservices.com
A company registered in England & Wales. Company No.10283999
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Person Specification: Adi trator
Qual ns Training Essential | Desirable
level or above in any subject. x
Certificate or above in a counselling related subject. x
x
Further training in ad
T training, x
ExperiencelKnowledge Essential | Desirable
Experience of working with people with a range of common and complex
emotional and mental health difficulties. x
Abasic understanding of trauma and psychological first ai. x
Experience of working with people from a variety of cultural and eth
backgrounds. x
Experience of working in a busy office and dealing with distractions x
Skills/Abilities Essential | Desirable
Have a flexible ‘can-do’ approach; abilty and willingness to contribute to
the development of the Counselling Service x
Ability to work as part of a muli-disciplinary team including working closely
with colleagues inside and outside of the service. x
Ability to work calmly under pressure, in a sometimes-demanding
environment x
Have good organisational skils and proven abilty to deal effectively with
multiple priorities, to manage time and to prioritise effectively. x
Have a commitmentto equal opportunities and client-focused services. x
Competent in the use of Ms Office. x
Familiar with business social media / website development x
The abilty to fuli the requirements of a DBS check x

Athena C:
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Volunteer Agreement: Administration

This Volunteer Agreement is a non-legally binding agreement between us, Athena Counselling Services
and you N\C«J{L CW/S regarding your voluntary work with us. Our intention in forming this
agreement with you is to ensure that the roles and responsibilities inherent to your volunteering and our
mentoring of you are clearly stated, so that your experience with us is positive and rewarding for all

concerned.

Athena Counsellling Services have accepted the voluntary service of

M w/yL UUM@\K beginning Z Q¢ ;i; IN2 ) for aperiod of no less

than @f) ¢

Your role as a volunteer is to support the service manager with client referrals via email and telephone
and to support the work of the service online in whichever ways are agreed between you and the service
manager / directors.
The service manager and directors of Athena Counselling Services commit to the following:
¢ To provide an induction on the work of Athena Counselling Services and any training necessary
for you to meet the responsibilities of your role. This will include familiarising you with our
policies and procedures.
e To communicate our standards of service and support you to achieve and maintain them.
e To provide a personal mentor who will meet with you regularly to discuss your role and any
issues arising from it.
* To inform you promptly if your mentor is unavailable to work with you for any reason.

e To help you develop your volunteering skills and support you in managing your role.
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To aim to resolve quickly and fairly any problems, grievances or difficulties you encounter as a

volunteer.

I MA &\( " C‘” H\JE Q_S .................... (full name in capitals), agree to volunteer for Athena

Counselling Services (Athena) and make the following commitments:

1. To help Athena with the administration of the service.

2. To perform my role as best I can.

3. To follow Athena rules, procedure and standards, especially in relation to health and safety and
equal opportunities as specified in Athena’s policies.

4. To maintain the confidentiality of the organisation and any clients I come into contact with.

5. To provide my volunteering service for a minimum of unless there are
exceptional circumstances. I will provide reasonable notice should I be unable to attend for any
reason.

6. To provide referees, as agreed, who may be contacted, and to agree to a police check being

carried out where necessary.

This agreement is NOT a legally binding contract and may be cancelled at any time by either Athena

Counselling Services or Muli\ dx uQﬁ

Agreed by:

ol (s ...

Volunteer signature On behalf of Athena Counselling Services

Date: 7()0/22
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Athena Team Meeting held at 12pm on 21 October 2022

Present: Catherine Morris, Mark Chivers, Sonia Ingamells

Apologies for absence: Mike Carley, Mari Hayden, Caroline Evans, Tim Morris

1. Onboarding of administrative volunteer: Mark has now been welcomed to
the team and inducted.

2. Client bookings: Mark will deal with emails to start and wil take phone calls
once he's done 30 hours in placement. Sonia will continue to take calls until
then.

3. Athena’s profile: client numbers fallen considerably since the pandemic.
Possible increases to information on our website and links to you tube videos.
Advertising is not a possibility at present as there are no funds to pay for it
Distribution of leaflets considered to GP surgeries and pharmacies. Few
practices will accept as they can't recommend particular services. Conundrum
of face-to-face being unavailable and less therapists — could we manage a
much higher caseload?

4. ADHD and other psychiatric diagnoses: Currently a gap in the market for
both assessments and therapy. Cathy doing MSc in Psychiatry - hopes to
develop services that meet the needs of clients with these diagnoses. Mark
suggested developing website resources around ADHD, a special interest of
his. Mark to research ADHD, report back to next team meeting

5. Next meeting: 17 December 2022 at 12pm. Venue TBA

The meeting closed at 1pm
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Athena Team Meeting held at 12pm on 18 December 2022

Present: Catherine Morris, Mark Chivers, Sonia Ingamells

Apologies for absence: Mike Carley, Mari Hayden, Caroline Evans, Tim Morris

L

Client bookings: Mark has been dealing with emails successfully and will
take phone calls once he’s done 30 hours in placement. Sonia will continue to
take calls until then.

Athena’s profile: client numbers still not ising. Advertising still not a
possibility at present as there are no funds to pay for it. Distribution of leaflets
considered previously — not undertaken due to printing costs. Therapists
reporting they have enough clients for now.

AADHD and other psychiatric diagnoses: Mark presented a video example
of Dr Stephen Barclay discussing ADHD. Long discussion around team
knowledge and understanding of ADHD. Mark thanked for the work he's
undertaken that has enhanced the knowledge of the team,He. provided a list
of links to the team for their own perusal. Has only picked professionals. All
team members to be sent lst to watch videos and let Sonia know what they
think. Mark to place links onto website on an ADHD page. Tim to provide
website login details to Mark

Next meeting: 16 January 2023 at 5.15pm. Venue TBA

The meeting closed at 1pm
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Athena Counselling Services
107 Walter Road
Swansea SA15QQ

18t August 2022

Dear Mrs Morris,

My name is Mark Chivers, | am a 28 year old Counselling and Psychology student
currently studying at UWTSD on the Waterfront. | am contacting you to enquire
about having a placement of at least 60 hours in either an administrative or
counselling position. As | am not qualified to take on a counsellors role my university
has advised that a position where | interact with the public would be ideal so | can
practise my counselling skills. | currently have a BTEC in IT and an NVQ level 2 in
Customer service whilst also having over 5 years’ experience working in a customer

service environment.

Please let me know if | would be a good fit for a voluntary role with Athena, | would

be very grateful for the opportunity.

Yours sincerely

Mark Chivers
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10 August 2022

Dear Mark,

Thank you for your letter enquiring about volunteering in an administrative role

for Athena Counselling Services.

We would like to invite you for an interview to discuss this further on 17
August 2022. The interview will take about 45 minutes and we will explore how

the placement might be mutually beneficial for us both.
I'will contact you by phone to arrange a venue that is mutually agreeable.

Kind regards,

Catherine Morris

Director

Athena Counsclling Services Ltd. 107 Walter Road. Swansea. SA1 5QQ.
Tel: 07722 288244 www.athenacounsellingservices.com
A company registered in England and Wales. Company regisiration number; 10283999
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Mr Mark Chivers
Flat 3 Altamar
Kings Road
Swansea SA1 8PY

20 September 2022

Dear Mark,

Thank you for your application to volunteer for Athena Counselling Services. We are
delighted to inform you that your application has been successful.

Further to your interview, we would like to confirm that the volunteering is for a minimum of
60 hours to be undertaken between October 2022 and June 2023. Hours are to be arranged
with the office admin as agreed.

Duties will include answering emails and telephone calls, directing potential clients to
appropriate therapeutic staff, providing website updates and support and other activities to be
agreed between yourself and admin staff as appropriate and needed. There will be no face-to-
face therapeutic work with clients. You will be provided with monthly supervision, to be
arranged once you begin your volunteering.

Welcome to the Athena team. We look forward to working with you.

Kind regards,
T « g - vl .
Catherine Morris

Director

Athena Counsclling Services Ltd. 107 Walter Road, Swansca. SA1 5QQ.

Tel: 07722 288244 www.athenacounsellingservices.com
A company registered in England and Wales. Company registration number: 10283999
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Volunteer Administrator Induction Training
Working with clients on the telephone.

Itis important to provide an open and non-judgemental space with no
distractions

Introduce yourself and your role. *Hi, you're through to Athena Counselling
Services. I'm.... and I'm a volunteer administrator. Can | take your name,
please?’

Ask whether they're calling to make an appointment, it they haven't already told
you

Non-appointments — take their name, pumher and details of what they want. Let
them know you will pass it on to the service manager to deal with. Pass it on
immediately.

Appointments - When you have recorded their name, ask them to give you a one
sentence description of what their issue is, so that you can allocate them to the
most appropriate therapist. If they begin to talk about the issue in depth, be
gentle but firm in reflecting the issue briefly and confirming you will pass on their
details immediately. Whilst talking can take a lot of trust and courage and you
might be the first person they are talking to about this, you are not in a counsellor
role. You can remind them of this if you need to.

Ask them to contact you again if they don't hear from their therapist within 48
hours. (We aim for 24 hours, but sometimes this isn't possible.) When the call is
finished, send their details to the therapist immediately along with the minimal
description of the issue and ask them to confirm receipt

Remember: You aren't a medical expert, and while you may be happy to talk
and offer support, you aren't a trained counsellor. Don't make assumptions about
what is wrong or jump in with your own diagnosis or solutions

Athena Comselling Services Ltd 107 Walter Road Swansea SA1 5QQ Tel: 07722 288244
‘wwvw athenacomsellingservices.com info@athenacounsellingservices. com.
A company registered in England & Wales. Company No 10283999
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When clients are in crisis:

There are limits to providing support as a volunteer administrator. You are there
to refer them to the help they need, not to provide it. However, remember that if
you believe they are in immediate danger or have injuries that need medical
attention, you must take urgent action, wherever that is possible, o ensure they
are safe

« Listen without making judgements and concentrate on their needs at that
moment

« Ask them what would help them

+ Reassure and signpost to practical information or resources: .q. 999,
AE, GP, NHS 111, Samaritans on 116 123 (UK) for free

+ Avoid confrontation

« Acknowledge their step in seeking help.

« Ifthey have hurt themselves, make sure they get the first aid they need, if
that is possible.

« Talk to the service manager about what you've experienced and what
steps you've taken to help.

Difficult clients are rare, but we always prepare!

Some clients may have personality disorders that prompt them to lash out
Others might just be rude. Some might be looking for court-mandated therapy or
are being pushed into it by their loved ones. These clients can be challenging
even at the first point of contact.

We do not tolerate abuse of our staff. If you feel that any client is abusive you
have the right to end the conversation and we will always support you if you
decide to do that. You must always discuss any such conversations with the
service manager. This is to preserve your wellbeing as well s flag up areas of
concer regarding the person calling.

There are also ways of dealing with such clients that can help the situation and

you can try these if you would like to

Athena Comselling Services Ltd 107 Walter Road Swansea SA1 5QQ Tel: 07722 288244
‘wwvw athenacomsellingservices.com info@athenacounsellingservices. com.
A company registered in England & Wales. Company No 10283999
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1. Calm yourself. Notice what you're feeling and thinking

2. Letthe client know that you're finding it hard to hear them because they are
shouting or being aggressive and that you would like to have a moment just to
collect your thoughts.

3. De-escalate and express empathy. Don't argue or make excuses. Validate
the client's feelings by saying, *You're angry with me / the therapist / the
service because..." and asking ‘s that right?' If theyre angry with you and an
apology might help, give it, explaining that you are a volunteer and leaming
on the job, that you're sorry you haven't been able to provide the service they
need. If they're angry with a therapist or the service, apologise through “'m so
sorry you've had that experience.’ And then let them know that you will let the
therapist or service manager know so that it can be dealt with quickly and
appropriately.

4. Ifthey are still being aggressive, shouting, swearing or threatening,
acknowledge their anger, then emphasise that it's not acceptable to shout,
swear, threaten and that if they continue you will have to end the call. (Give
them the opportunity to calm down or face the consequences).

5. If they continue to be aggressive, tell them you are putting the phone down
and end the call. Record the number, so that you know whether they are
calling back. Provide the name and number to the service manager.

Dealing with emils:

Emails will be forwarded to you and the service manager by the email system. Your role is to
answer any emails requesting an appointment, or further information about the service. If
the client hasn't given a telephone number, please email them back and ask them to
provideit. Most clients will give brief information about the issue. Send your email response
to the service manager, who will approve or amend it before responding to you. You can
then send it to the client. The approval is designed to prevent any miscommunications with
clients and to ensure that you are not held responsible for an communications sent that

might be related to any complaints going forward.

ng Services Ltd 107 Walter Rosd Swansea SAI 5QQ Tel: 077
‘e athenacomnsllingservices com info@athenacounsellngservices.com
A company registered in England & Wales. Company No.10283999
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Couples counselling enquiries: We no longer offer this. However we recommend Lynne

Thomas on

Trauma Counselling: All therapists are trained in trauma. However, if you know it’'s complex,

send them to Cathy.
Anger Management: Al therapists are trained in AM. Mari is a specialist, 5o contact her first.

Children and Young People: We o longer offer therapy to anyone under 18. We

recommend Eleri Thomas who can be contacted via the BACP website.

Anything you're unsure about, ask the service manager.

‘When you have a client to allocate, text the counsellor with the following message. ‘We

have a potential new client for you. Do you have space, please?’

‘When you get a response, send the first name and number or email only. Do not reference
that this s a client. The therapist will il in the referral form and assessment forms once

they have contacted the client.

I you don't get a response within 6 hours, contact an alterative therapist. All therapists
know that early response is vital to service effectiveness and understand that if they don’t

get back to you the client can be allocated to someone else.

Once the therapist has the client ‘Hi (name). Just to let you know that (counsellor full name)
will be contacting you shortly to make an appointment with you. Kind regards,

(Administrator name).’

Responsibility for the client then passes to the therapist.

Athena Counsellin
wovw.athen
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ANNUAL REPORT OCTOBER 2021 to OCTOBER 2022

From the Directors

Itis now a year since we became directors of Athena and we'd like to share our appreciation
for your continued support through the difficult fimes we've faced.

‘When we became diectors, we were fortunate o have volunteers in place who have managed
the administrafive processes necessary to running a successful online / telephonic therapy
service. We are grateful for their continued work on our behalf throughout the last year to
ensure that clients can access the help they need quickly and to mainain the smooth running
of the service.

Although we have seen a decline in the number of clients requesting services over the last
Year due to our inability financially to offer a face-to-face service, our therapists are still
‘busy, working from home.

‘Trauma is still our maio.fosus and fills a gap left by statutory services, who are increasingly
overwhelmed by the sheer numbers of people requiring help.

However, we are also exploring avenues for increasing awareness of our online service and
are committed to improving the information we already provide online and increasing the
‘mumber of subject areas information is provided for. For example, we have a new volunteer
with experience in IT who is currently researching ADHD on our behalf, to provide us with
links to videos we can add to cur website

‘We are committed to the further development of our therapists and to this end, one of our
therapists is undertaking an MSc in Psychiatry. Our hope is that Athena will be able to
support more clients with ADHD, Autistic Spectrum Dissrdsss and other diagnoses, as we
are receiving requests for help from many people unable to secure support elscwhere.

Given our losses through the pandemic and into the first half of this year, we have taken care
to teduce costs wherever we can, so that we can sill provide an outstanding service, whilst
also supporting our therapists as much as we can. We 215 wll.awase that our survival is
entirely due to the can-do afifude and fortiftude of our therapisis and volunteers. We hope that
they will continue to support us as we move info our next year.

Cath and Tim Morris




image29.png
() ATHENA

Counselling Services

Our mission statement

As integrative counsellors and psychotherapists, our approach is to provide support and
practical feedback to help clients resolve current issues. With sensitivity and understanding
we help our clients to find solutions to a wide range of lfe challenges and psychological
issues. Counselling and psychotherapy are tools to help you manage your life better. We
specialise in trauma

‘We have been working in the counselling sector for many years and have 2 wealth of
education and experience to offer our clients. Our company is built on the principles of
providing reliable, accessible and professional services. We have been working for many
Years in Swansea. By combining our specialisations, we can help our clients from many
Gifferent perspectives and increase the chances of therapeutic success.

Financial statements
INCOME STATEMENT FOR THE YEAR ENDED 30 JUNE 2022

Turnover 450

Other income 2,442

Staff cost (3,045)

Depreciation and other amounts written off assets (143)
Other charges (383)

Loss (679)
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