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This is an introduction to my reflective account based upon my experience as a bereavement volunteer whilst in placement with Cruse Bereavement Services. I will endeavor to explain my experience to date from the standpoint of working from home and also to cover the impact of the pandemic on stakeholders.  I will be utilising the reflective model of the four F’s, which covers the concept of facts, feelings, findings and future. Sadly, due to the pandemic I am unable to reflect or provide any information with regards to any actual experience of seeing clients face to face at the Cruse offices. (The University of Edinburgh, 2020).
From the outset of my time with Cruse and due to lock down restrictions all of my sessions have taken place over the telephone, I have yet to engage in a face-to-face session with any clients.   At the beginning of the pandemic, the university advised student’s that we engage with telephone training,as required by the BACP providing us with the opportunity to work remotely for our placements.  For a period of time there was a mis-communication between myself and the admin team at Cruse about telephone training.  The admin team thought that I was asking specifically for telephone training in order to build my confidence, rather than it being a request from the university. Through discussion, clarification was gained and I was told that I had sufficient training as I had already attended a twelve-week training programme with Cruse Unfortunately, this mis-communication delayed me working with clients for approximately four weeks.  I then engaged with training on the CIS system which holds all relevant information for clients, which is fully protected for confidentiality and in line with GDPR guidelines (BACP, 2021). I am not very good at computer systems at the best of times, and despite the system being user friendly and easy to navigate, I did find myself a little anxious applying myself at home. 
The new administrator is solely responsible for Swansea and currently works remotely from home. I am in regular contact with the administrator and at times, I do sense overwhelm with an influx of new clients, and lack of routine. However, this may be due to personal life crossing over into professional life, and having to travel to and from Swansea to collect files as an example.  The previous administrator now runs the Cardiff office, yet still on hand for support.  
Cruse has a commitment to equality and there is a waiting room, toilet facilities on the ground floor and also three rooms for client work. Two of which are on the ground floor which provides wheelchair access, and one upstairs on the third floor. There is also wheelchair access into the premises. The hours are standard Monday to Friday 9:30 through until 5 p.m. with the exception of a Thursday whereby the office is open until 7 p.m. at night. (BACP, 2021).
I haven’t experienced any issues in connection to the offices, however the only real issue is not being able to practice my counselling skills in a face-to-face manner. Only one other incident has happened, whereby I had to remind the administration team at Cruse about my level of experience. One client allocated had lost seven members of her family within the space of twelve months from varying causes.  On reading the case notes, it left me feeling overwhelmed, and I recognised immediately that I was far too inexperienced to deal with this particular client. I am of the understanding that it was an error of judgement, because of the new office administrator. Thankfully, it was simple to rectify, I declined this particular case via the CIS system as instructed, which proved to be in the best interests of both myself and the client. 
The lockdown situation has had a huge impact on staff and clients.  Charities and third sector having to restructure their framework and implement additional training impacting how they work across the board.  Thankfully through additional funding from the government and Barclays bank, Cruse was able to integrate the necessary changes very quickly, with regular contact by e-mail.  (BACP. 2021).
To make generalisations, I feel that the lockdown has a had a huge impact on every single person world-wide, especially in times of bereavement.  From a support volunteer’s perspective, a different approach has had to be taken. It is clear that clients have been affected more so than usual, with the loss of a loved one and their external world inaccessible.  Sadly, on occasion there is limited help and no way to escape the four walls of their own homes, the social distancing rules proving detrimental to their usual support network.  When speaking with some clients, it appears that the lack of human contact has certainly contributed to their decline in mental health.  Sadly, other charities who are normally able to support have also being limited and, in some cases, not accessible at all.  This may have proved difficult when finding the appropriate charity to sign-post our clients to.   
Despite the impact this has had on all concerned, I am having a very positive experience with Cruse, albeit with a few mishaps. Their approach is flexible and there is no pressure put on the volunteers.  I feel fully supported by the Cruse team with a feeling of familiarity and a sense of belonging.  
When Cruse are allowed to open their doors to the general public again, I am confident that I won’t be as nervous as much as I thought I would have been in the beginning of my volunteering services.  I feel that I have been with Cruse long enough to establish good relations and understand the culture of Cruse at a deeper level, appreciating there is much more to learn.  I am very much looking forward to going into the offices and meeting my clients face to face to gain more experience and apply my counselling skills. I have every intention to stay with Cruse, I applaud the way they operate and it does feel that they treat volunteers as part of the Cruse family.  Fundamentally from my experience, I find Cruse very well organised charity who encourages a very positive environment.
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For the purpose of this assignment, the following essay will explore a personal and professional reflection on current client work with Cruse Bereavement Care by utilizing the Gibbs reflective cycle.  This will include an issue which was taken to supervision and how it affected me both professionally and personally.  (The University of Edinburgh, 2021).

A client was recently allocated to me via e-mail and not assigned via the CIS system. There was very little detail in the e-mail about the bereavement, and on speaking with the administrator, she was to update the system later that day, yet she had told the client to expect a call from me soon.  I managed to contact the client, introduce myself and arrange an appointment for that same week.
On my first session with the client, I covered the contract and ethical boundaries, with no questions from the client. The client informed me that the passing of his mother had been very recent, just four weeks prior to him seeking support from Cruse.  The client kept breaking down in tears over the phone and I mostly listened, interjecting with a few encouragers as there was an outpouring of words and tears. Building an appropriate realationship (BACP, 2021).
The second phone call was very much the same, whereby the client was talking incessantly, yet this time I did interject a little more to try and reign in the flow of the conversation and make the call more structured and conducive. By applying my counselling skills and asking open questions, I was able to help the client focus on one part of the bereavement at a time. Why do therapists ask open ended questions (Holmes, 2020).
When speaking with my supervisor later that week, he asked why I had engaged with him from the outset due to the timing of his mother’s passing.  Cruse normally allocate clients after three months of their loved one’s passing. I explained to my supervisor about the e-mail and that I felt it was too late to decline this client as I had already had two sessions.  I explained that I felt that it may have proven harmful to the client as I had already built rapport, also taking into account how recent the death.  Despite my error of judgement, the supervisor told me that I handled the situation very well, but going forward to gain more experience and training before taking on any client on at such an early stage of bereavement. The supervisor confirmed I could continue working with this client. 
I have recently completed session four of six with the same client, which was conducted over the phone on a Friday night at six o’clock. Towards the end of his session, the client notified me that he had gone back to work that week and the manager had asked him to try out a new position, the client told me that he found it overwhelming and difficult to concentrate on his new role. Due to the timing of this disclosure, I suggested that we could discuss this in more depth at our next session if it was still a pressing issue for him.  I was about to bring the session to an end when the client told me that he was suffering from the traumatic flash backs of the evening that his mother passed whilst he was with her.  The nurses had told him that his mum was more than likely to die whilst sleeping, yet the events of that night were horrifying and scary for him. The client was hysterical trying to save his mother as she was choking, sadly passing away in his arms. He stated that these flashbacks were happening up to twenty times a day.  He started to sob, and kept repeating that he was sorry for not telling me sooner.  I managed to help him focus on his breathing until he calmed down and was more coherent.  We carried on the conversation and I suggested that I would try and source appropriate information with regards to his flashbacks, and to contact him again on Monday evening after work. I questioned at this point if he was suffering from some level of PTSD, yet reminded myself that his mother had only passed away a few short weeks ago. From previous knowledge of one of my family members witnessing something similar, and experiencing flashbacks, shortly after the death of her husband, I decided to take this case back to supervision.  Before we finished the call, I ensured that he was calm and ask him a few questions to ensure he had broken state.  I advised him that if in the event he felt overwhelmed over the weekend to contact his G.P out of hours service.  Without my asking, he assured me that he was ok and not feeling suicidal.  Traumatic loss (Cruse, 2021).
When explaining this to the Supervisor, he offered me good insight as to how or what I should ask and say in our next session. My supervisor suggested that I should advise the client to visit his doctor as his eating patterns have changed, in terms of portion size, and not sleeping very well since the passing of his mother. The supervisor suggested that he may be suffering from depression. Grief after bereavement (National Health Service, 2021).
I feel that the client is in the early stages of his grief and still trying to come to terms with the finality of his mother’s death.  He finds most days a struggle because the formalities of house and finances already been taken care of, and there are no distractions.  He does manage to keep himself busy and in regular contact with some family members and has recently re-connected with an old friend. He is eating, but not as much as he used to, and his sleep pattern is not conducive to his overall well-being.  I will be speaking to him about his health at our next session and suggesting he contact his G.P as soon as possible.
 In this instance I should have contacted the office prior to making contact with client to establish some facts.  If I had done this, I would have declined the case as I felt that I was not experienced enough to deal with a very new death. In the future, I will not accept any e-mails with such brief details again and I will only ever work via the CIS system.
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This is an introduction to my reflective essay based upon my experience of continuous professional development whilst studying at university and volunteering with Cruse Bereavement Services.  The reflective model I will use is called What? So what? Now what?  I will explore my experience to date incorporating these three core questions. What? So what? Now what? (The University of Edinburgh, 2020) 
I am currently a student member of the BACP, and it is a requirement of the BACP to ensure I receive up to date and relevant continuous professional development as a member. Since being at Cruse there have been a number of opportunities to engage with CPD online.  Due to the restrictions of 2020 and 2021, the additional responsibilities at home, and being diagnosed with adult ADHD, I felt I already had too many commitments to engage with additional training being offered. Guide to CPD (BACP, 2021)
Due to my interest in loss and bereavement, I have engaged in many online publications and YouTube documentaries about bereavement. I will list a few from memory recall.  Dr Brene Brown, who is well known for exploring many aspects of the human condition, (Skavlan, 2020). I have watched several of her videos on YouTube along with a psychotherapist called Mark Tyrell, who provides many teachings of counselling in terms of bereavement. (Tyrrell, 2019) Due to the lockdown, I find by watching these videos from professionals has given more insight and understanding of bereavement and loss.  I have also embarked upon a lady called Dolores Cannon, (Cannon, 2015) who is a Hypnotherapist who specializes in past life regression.  Dolores covers the topic of quantum physics, which is all new to me, yet given me food for thought, she explores the topic of God and why we are here. I have had several discussions with clients about God, and one client in particular had a very strong connection with God, I am not religious, yet do view myself as spiritual.  I found myself unable to relate to the client, as she was questioning why God would take her husband and not her? why did he have to die so young? is he at peace? is he a ghost?  It was hard to engage with the client as I felt unable to converse or ask appropriate questions, unsure if I was allowed to self-disclose about my thoughts on spirituality. I have barely looked at quantum physics but I do understand the basic concepts, yet recognize that this would not be able to be brought into the therapy room.  However, it gives me a much better insight to why we are here and what is our role. This in turn may help me ask appropriate questions, paraphrase and reflect with analogies with bereft clients.
I have started to read a book by Jai Pausch called ‘dream new dreams reimagining my life after loss’ It’s a follow-on book from her husbands’ book ‘the last lecture’ which he wrote prior to his passing of cancer. It addresses her emotional journey from wife and mother, to single mother, striving to maintain balance in her and her children’s lives.  It gives a very detailed account of her daily life and it gives access to her thoughts and feelings, which in turn gives the reader a chance to share the journey with the author.    (Pausch, 2012, p.p 1-57).
Even though I am not working with children, and no intentions to work with children, I recall watching one animation about a parent’s loss of their child.  (If anything happens, I love you, 2020).  It is about the parents who suffered the loss of their child because of a school shooting. It features both parents and their shadows, and my interpretation of this was a shadow of their former selves, being positive and trying to reach one another and re-connect.  This had a profound effect on me and evoked many emotions. It is beautifully animated yet, crushing as a parent to watch.  In real time, I feel I would need to become more resilient and informed by education and experience, before working with a client who had lost their child.  I know I am not emotionally strong enough at this point, where children are concerned and my own personal bias believes that no parent should ever bury their child.  
There is much to learn about death, and the reality is that we don’t experience it many times in our lives, not directly at least and it can prove so very complex with those who have had to say goodbye to their loved ones.  Taking into account who died, how they died, their reactions, their understanding, their former relationship and to what impact they had on their life whilst alive.  It is important for anybody supporting someone through bereavement to give the client autonomy, time and space to digest what’s happened and to process the complexities of emotions. Reminding them there is no pressure to move on, or hurry up, regardless of how much time has lapsed, and fundamentally, that it is ok not to be ok.
I have decided that I will be staying at Cruse for the foreseeable future, even when I complete my degree.  There is a wealth of knowledge and experience to be learned at Cruse, grief and loss can be so complex and I feel by learning as much as I possibly can, will provide me with more understanding and awareness of what a client experiences and to provide a better service.  
I am committed to Cruse for as long as they need me or until I feel I have nothing more to contribute.   
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