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• A willingness to participate, as best you can
• Take care of yourself and each other
• Make decisions to keep yourself safe - share only what
you are comfortable with

• Don’t push others to say more than they want to
• Share only your own experiences in the wider group
• Respect difference

• In pairs, introduce yourself to each other
• Talk about what brought you to this course at
this time

• No such thing as a silly question
• Confidentiality
• Switch phones to silent
• Bring an open, curious mind!

The SPC Psychology & Bereavement Service

A Service delivered in partnership between Rowans Hospice and
Solent NHS Trust
One service, two remits

Hosted by Solent NHS Trust,
commissioned by Portsmouth CCG.
Accepts referrals for patients, carers,
and the bereaved from all hospice
services, local GPs, both community
Specialist Palliative Care Teams

Funded by Rowans Hospice charity.
Provides bereavement support to
families of patients who were known to
Rowans Hospice. This is the part of the
service in which our bereavement
service volunteers work
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•
•
•
•

We are a team of 3.9 full-time clinicians
Last year we received 269 Psychology Referrals…
… and 130 requests for bereavement assessments
Alongside this we attended about 100 clinical meetings,
provided over 100 supervision sessions , and delivered
dozens of teaching sessions.

Level

1

2

3

4

Skills required:

Who is responsible at Rowans
Hospice?

Effective information giving,
All patient facing teams,
compassionate
including everyone who works
communication and general with the public within the Living
psychological support
Well Centre

Advanced communication
skills and 'active listening'
emotional support
teachniques

All qualified professionals at
Rowans Hospice, including
nurses, social workers, Family
Service Volunteers and others
who have had additional
training

Did you
know?

90% of
people…

• This course will allow you to

develop high-level ‘Level 2’ active
listening skills with a specialist
emphasis on providing
bereavement support

will be
appropriately
supported
with level 1
& 2 support

Volunteers and professionals
Up to 10% of
Couselling and core
who have had accredited
people may
psychological approaches
training: Rowans Psychology &
require level
delivered according to an
Bereavement Service and those
3 or 4
explicit theoretical framework Family Service Volunteers who
support
are qualified counsellors
Specialist psychological
interventions

Rowans Psychology &
Bereavement Service

• Get into pairs
• Both people in each pair should
have a go at the following:

• Person 1 should spend 5 minutes

talking to person 2 about a recent
mildly challenging experience

• Person 2 will be ‘the listener’ and
will be given some secret
instructions first

• Next: swap role

2

22/05/2019

• In your pairs: have a helpful

• Words
• Non verbal
• Tone and pitch

conversation, using your existing
skills

• What does the good active listener
do to create a positive experience
for the talker?

How big would the pieces be…..

Impact of the different elements of communication
Content of
Speech
7%

Non-verbal
Communication
55%

Vocal
Characteristics
(e.g. tone)
38%

Mehrabian’s Rule

Question:
'If you were to speak to speak to
someone about something really
important, emotional, and
sensitive, what qualities would that
person have to have?”
Discuss this in groups of 4

•
•
•
•
•
•
•
•
•
•

Good communication skills
Warm
Calm
Empathic
Ability to foster trust and a sense of safety
Attentive
Respectful
Accepting/Non-judgemental approach
Genuine (real, honest, a relationship of integrity)
Confidential (within specific limits)
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Question:
“What must be different about the
supportive relationships we create
in the context of ‘skilled support’ to
that of a regular support
relationship?”

•
•
•
•
•
•
•

Boundaries, boundaries, boundaries

A real relationship BUT not a friendship
Not typical turn taking
No/very minimal self-disclosure of skilled helper
Time limited relationship
Organised, timed meetings
Very limited, specific contact outside of these meetings (e.g.
only calls to arrange appointments)

• Professional ‘duty of care’ to the person you are supporting

 Counselling is the skilled and principled use of a

supportive relationship to help the client develop:
self-knowledge; emotional acceptance and growth;
and the optimal development of personal resources

 Counselling aides the client in: coping with crisis,
developing personal insights and knowledge,
working through feelings of inner conflict, and
improving relationships with others

 The counsellor’s role is to facilitate the client’s

 This course teaches ‘basic counselling skills’
 This 45+ hour course is not equivalent to a
counselling course by any means

 It will equip you with advanced listening skills

and deepen your knowledge about supporting
people effectively, especially the bereaved

 It will give you skills that are equivalent to
‘Level 2’ on the NICE Guidance

development in ways that respect the client’s
values, personal resources and capacity for
self-determination

“A two-way process of reaching
mutual understanding, in which
participants not only exchange
information but also create and
share meaning”
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• Rushing in with advice and
suggestions on how to fix
problems

• Trying to make people feel better
with false reassurances

• Lecturing – by telling people:
• ‘What to do’
• ‘What attitude to take’
• ‘How to feel’
• Rapid fire of questions

•
•
•
•
•
•
•
•
•
•

Redirecting the conversation
Collusion
Closed questions
Multiple questions
Leading questions
Passing the buck
Being defensive
Jollying along
Chit chat

Our fears of:

•
•
•
•
•
•

Chose a couple of ‘evoke’ cards from
the table that resonate with any
difficult feelings you may have when
considering engaging in conversations
with a highly distressed person or a
person who wants to talk about
complicated, sensitive matters

Filling silences with ‘noise’

Unleashing strong emotions/upsetting people (creating the pain)
Causing more harm than good
Not having the necessary skills to ‘get it right’
Being asked unanswerable/difficult questions
Saying the wrong thing and getting into trouble
Our own feelings of distress

• Including fears of showing our own distress

“I don’t want people to keep rushing in with solutions, trying to
make everything ok. It just makes me frustrated and sad that they
haven’t heard what’s going on for me. They can’t take the pain
away; they can’t take my fear away.”
“What I need is someone to walk beside me. I need to know that
they really hear me; I want to feel that they are genuinely present
with me. Then I can feel less alone.”
32 year-old-woman with a life-limiting illness

• We often want to make things ‘alright’ for people
• To take their pain away
• To see them calm and positive
• Witnessing distress that we can’t fix can leave us feeling:
• Powerless
• Ineffectual
• Like we have failed the person
• When we feel that there is nothing we can do, we may avoid talking
about that which we see as unfixable

Our fears of:

•
•
•
•
•
•

Unleashing strong emotions/upsetting people (creating the pain)
Causing more harm than good
Not having the necessary skills to ‘get it right’
Being asked unanswerable/difficult questions
Saying the wrong thing and getting into trouble
Our own feelings of distress

• Including fears of showing our own distress
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Key Advanced Communication Skills
•
•
•
•
•
•
•
•
•
•
•
•

Picking up on cues
Open questions
Tentative guesses
Acknowledging
Reflecting feelings
Paraphrasing
Validating
Normalising
Reframing
Clarifying/Exploring
Use of appropriate silences to allow for reflection
Summarising at the end of the conversation

Us to role play
• 1st:
You to practice
• 2nd:
• Then: We’ll all discuss

Today’s Focus is on:
www.e-lfh.org.uk

•
•
•
•

Open questions
Reflecting feelings
Paraphrasing
Clarifying/Exploring

Switch to ‘Narrative Approaches’ presentation
for last section of Day 1
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Key Advanced Communication Skills – with examples
•
•
•
•
•

Open questions – “How did you feel about that?”
Tentative guesses - “It sounds like when x happened you felt y?”
Acknowledging - “I’m hearing how difficult that was for you”
Reflecting feelings - “I can see how upset you are feeling”
Paraphrasing - “Just to make sure I’m understanding right, it
sounds like when… [recap their account briefly in your own
words]”

• Validating - “That makes sense that you would have felt that”
• Normalising - “A lot of bereaved people find they can’t
concentrate”

• Reframing - “I understand you feel that you feel that you are

weak, however is it possible that to feel the pain you are feeling
and still be able to keep going is actually strength?”

• Clarifying/Exploring - “Tell me more about that?” “What was that
like?”
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