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Reflective Commentary

	 

Personal experiences and a need to contribute positively to the local community has led me to study 
Psychology and Counselling at UWTSD. My future career goal has shifted over the duration of this 
course, however it has lent more towards a therapeutic based role as a counsellor. The counselling 
module has been invaluable and had brought about an abundance of knowledge over the last year; 
with this year having an emphasis on applying theory to practise. When it was announced that all 
students were to begin looking for potential organisations to volunteer at, I knew instantly that a more 
hands-on role would not only benefit me with my personal growth, but would provide a plethora of 
invaluable skills that will transfer perfectly to my future career. Using the Gibbs (1988) Reflective 
Model as a guide, I will provide a reflective commentary that details my experience at Swansea Mind, 
as a volunteer that is putting theory to practise. 

	 It would be impossible for me to sum up my experience as a whole, in one word. The 
opportunity that I have been provided with is nothing short of phenomenal. When I had first enrolled 
onto the degree, one of the things I was most apprehensive about was the prospect of having to do 
volunteer work. It only speaks as a testament to what the course has done for me as a whole, that I 
entered the second year ready to take on the new experience; ensuring that I take up any 
opportunities that comes my way. If I were to reflect on the enrolling experience, the application itself 
was the most daunting thing. I felt as though I would be more of a hindrance to the cause due to my 
lack of real-life experience; especially considering the brilliant reputation that Mind has. Following up 
on an event where the volunteer coordinator had attended the university, I decided that I had nothing 
to lose, but everything to gain. 

	 When I first began taking part in my roles within the office, I placed an enormous amount of 
pressure upon myself to not only be a listening ear to those in need, but actively assist them in their 
recovery. As my first few tasks were out of the way, I slowly began to realise that my role within the 
charity is quite simple; to listen and empathise. My role required me to have weekly communication 
with four clients, each with completely different life experiences. Each week I would call them for 
approximately 20 minutes each, and be there as extended support while they utilise some of the 
other services provided by Swansea Mind. It did not take me long to realise that the Core Conditions 
(Rogers, 1957) were one of the most valuable tools in ensuring the clients truly trust in my ability to 
listen and empathise. Alongside the Core Conditions, it became more apparent as time went on, that 
I was actually utilising one component of Egan’s (1990) SOLER: Relax. Because of the client not 
being able to see me, additional efforts were made to demonstrate to the client a relaxed sense of 
self. I did this by ensuring the tone and pitch of my voice were always appropriate and engaging. 
Additionally, I utilised non verbal nods as confirmation and to assist the flow of conversation. At 
times, it was overwhelming having to digest some of the conversations and then simply move to the 
next. This initially emphasised feelings of sadness, however, I quickly realised the importance of self-
care and taking moments in-between making some of the more difficult calls to clients. According to 
Skovholt & Trotter-Mathison (2014) self care is critical to maintaining a career within the 
psychotherapeutic field. They insist that counsellors as well as other helpful professions experience 
burnout, compassion fatigue, and secondary stress due to the high demands of their work.




As I spent more time within the role, my tasks expanded. At first I was apprehensive. I believe this to 
be quite a natural progression though. Each time I fear something new, I continuously prove myself 
to be capable. I have been present in one of the Peer Support Groups and hope to continue 
facilitating them alongside fellow volunteers and senior consultants. During this hour, I could see that 
the following therapeutic practices, SOLER (Egan, 1990) and Motivational Interviewing (Miller, 
1983), would be more than suitable to provide a safe space that advocates for openness. In the 
future, I look forward to continuing to gain experience in that environment and truly mastering all the 
therapeutic practices mentioned throughout this reflection (Core Conditions, SOLER & Motivational 
Interviewing).

	 Alongside the therapeutic skills that have been put into practice, this volunteer experience 
has been invaluable in perfecting some of the transferable skills and personal attributes that are 
seen as favourable in any working environment. Working within such a reputable charity has taught 
me about commercial awareness and the importance of local fundraising. My skills, both written and 
oral, have been practised and perfected as a result of being meticulous; with the intention of 
maintain a professional image through all means of communication. Time and self-management 
have been critical within this role. Service users have an expectation of a certain level of service. My 
ability to self-manage has really given me the boost of confidence I needed to continue through the 
new academic year. 

	 Overall, the experience was positive. If I had to acknowledge something that did not go well, 
it would have to be my self-doubt; my inability to give myself a judgment free start. This experience 
has truly made me excited about what my future career holds for me. To ensure that this type of self-
destructive behaviour doesn’t prevail in the future, I will ensure sufficient time to process and reflect.
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Swansea Mind’s vision truly 
highlights the importance of 

intervention in those with mental 
health difficulties. It is clear that 

Swansea Mind’s vision it to 
eradicate the stigma surrounding 

mental illness. 

Swansea Mind’s mission statement asserts a large 
reassurance to those looking to seek the services. The 

mission statement emphasises the importance of 
‘empowering’ anyone suffering with mental health 

problems; while insisting a tireless devotion to each 
individuals’ growth.  Swansea Mind’s values could be 
seen as a reassuring mantra to those who seek out 
help, usually those who have prior experience of the 

opposite. 

Swansea Mind is a free-to-use 
service for individuals that are 
suffering with mental health 

difficulties. Swansea Mind is a local 
charity, funded by the community, 

and run by a small number of 
consultants (employed) and a large 

number of volunteers. 
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(Swansea Mind, 2023).

(Swansea Mind, 2023).

A popular service at Swansea 
Mind, is 1-to-1 sessions. At 

present, the sessions are taking 
place via weekly phone calls; 

always with the same assigned 
volunteer. These are also know 
as ‘Befriending Calls’. The calls 
usually have a duration of 20-30 
minutes each. During this time, 

the client is given the 
opportunity to have a listening 
ear. There are no expectations 

of the client, and the 
conversation tone is set by the 

client.

Peer Support 
Groups have been 

successful at 
Swansea Mind 

since conception a 
little under a 

year ago. 

For each afternoon of the week, peer support groups are held with different a 
different category of mental health problem at its forefront. Each of the groups 
is run by a mixture of consultants and volunteers from the office. The groups 

are highly accessible and are free of charge to attend (except the ‘Anger 
Management Course’). Although it does state that you can be booked in, as 

long as you’re signed up as a service user in Mind, you can attend on the day 
with no prior notification.
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(Swansea Mind, 2023).

(Swansea Mind, 2023).

The most sought-after service, and usually the service that brings most clients to Swansea Mind, is counselling. 
The counsellors at Swansea Mind consist of fully qualified and volunteer counsellors; in pursuit of their 

recognised hours to gain their qualifications. There is a charge for this service, but it is means-tested. At present, 
the waiting list for counselling is around 6-8 months.

Active Monitoring consists of a 6-week self-help program, that is free to service users. A large number of users of 
this are individuals on the 6-8 month counselling waiting list, or those who have completed the counselling but 
require additional support. Active Monitoring has undertones of 'Motivational Interviewing’ (Miller, 1983). Clients 

are assisted in overcoming difficult emotions and finding the motivation required to change their behaviour.
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Befriending Calls

Administration Work

Peer Support Groups


Se
ct

io
n 

A
Se

ct
io

n 
B

Se
ct

io
n 

C

Peer support groups are a revolutionary form of therapeutic help offered by Swansea 
Mind. Services users are entitled to attend Peer Support Groups: depression, anxiety 
and walk and talk groups; free of charge. There is a paid, accredited anger 
management course available also. On reflection, the group setting is the perfect 
environment to practise and perfect any of the therapeutic approaches mastered 
throughout the degree. Of all the services that I have taken part in, I have the least 
experience in facilitating or assisting the Peer Support Groups. This form of support 
would allow me to show and perfect Egan’s SOLER (1990). 


Although administrative work doesn’t require face-to-face interaction, 
or an empathetic nature. Within this particular role and industry, it is 
imperative to have a positive user experience. On reflection, each day 
was entirely different. Emails and calls could range from general 
enquiries, fundraising opportunities, to clients or third parties acting on 
behalf of client's urgent needs. At each point of contact, all 
components of Carl Rogers’ Core Conditions (1957) were used to 
emphasise the importance of the client’s requests.


 On each day attending Swansea Mind, I complete 4 befriending calls 
between the hours of 10am - 12pm. Each of the client’s 1-to-1 
befriending calls brought up a plethora of themes due to the nature of the 
individual client’s circumstances. There is no way to anticipate what 
types of conversations you will be having that day. However, there are 
ways to prepare for these calls. Carl Rogers’ Core Conditions (1957) 
were used as a foundation for the conversation with the client. 
Throughout the duration of the placement, congruent relationships have 
been developed with the clients, therefore 'Motivational 
Interviewing'(Miller, 1993) techniques can be utilised.
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As part of the face-to-face training, 
supporting documentation was 

handed out to each volunteer. This 
document detailed the appropriate 

policies, procedures and 
safeguarding information. 


Additionally, a list of important 
contacts was included in the title 

page.

A concise document 
was handed out during 

the face-to-face 
training; with the intent 
of being used before 
any client interaction.



Se
ct

io
n 

B:
 C

er
tifi

ca
tio

n 

The volunteer training took place on 16/12/2022 for 
3.5 hours duration. Grazia, head manager and 

practitioner, conducted the training. The training 
focused on: How to implement initial assessments, 

running of the peer support groups, advice for 
befriending calls, Swansea Mind services, GDPR, 
Safeguarding and data recording on the computer 

system. On completion of the course, each 
volunteer was awarded a certificate of completion, 

signed by Grazia.
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