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WELCOME AND 
INTRODUCTION

What is your aim as a one to one worker? 
To support the person you are working with
to identify and draw on their strengths and
those of the people around them, enabling
them to live a good life of their choosing.

Working in a relational way
Relational ways of working are a way of
achieving this aim, here we talk about what
this is and give practical guidance on how
to do it. You will also get lots of
opportunities to shadow community
connectors, this is really useful as you get to
see what it looks like in practice.  

Care and equality
Care is something each of us gives and
receives, and this principle underpins
relational working. In our society, self-
sufficiency is often promoted, yet we all
need care at different times, and a caring
community is one in which when care is
needed, care is given. Caring for and being
cared for are part of life.
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‘We all just need a bit of care sometimes.’ 
– a community connector

 
“He has become such a good friend to me, I 

feel like he needs me as much as I need him, 
as someone to talk to in these lonely times” 

This quote comes from a person who 
became a phone buddy with someone who 

was shielding, like her
 

“What makes care equal is not the 
perfection of an individual caring act but 

that we can trust that over time, we will be 
able to reciprocate the care that we receive 

from fellow citizens, and that they will 
reciprocate the care we’ve given to them”. 

Joan Tronto[1] 
 

[1] Tronto, J., 2015. Who cares?. New York: 
Cornell University Press.

 
.
 

WELCOME
YOU ARE HERE BECAUSE YOU ARE INTERESTED IN OTHER PEOPLE AND IN WORKING WITH 

THEM SO THAT THEY CAN LIVE THEIR GOOD LIFE. YOU BRING YOUR UNIQUE SELF AND LIFE 
EXPERIENCE TO THIS WORK WHICH IS A KEY ASSET IN DOING THIS ROLE WELL: WE 

RECOGNISE THAT WE ARE PEOPLE FIRST AND PROFESSIONALS SECOND. 

Think about your life from birth to now. When were the times you were fully
cared for/ completely without care? How do you access care and support in your

own lives, and who from?
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LISTENING AND FINDING OUT 
ABOUT PEOPLE

Relational working starts with listening and being curious about the person. A relational 
worker tunes into and reflects on the nature of the person we are supporting and their 
circumstances. This skill enables empathy and can come naturally to people or can be 
learned. It involves reflecting on:

- who someone is
- what is important to them (current and life-long) 
- this might be places, people, practical activities, or physical feelings  
- the way they think about themselves and life, 
- how they see themselves within their current circumstances 
- what is working and not working?

This is a mental impression that you build over time, rather than a list of questions or a 
formal ‘case history’. Gaining this understanding involves ‘being’ yourself in a genuine 
relationship. These relationships can form quickly but may also take time. They cannot 
be forced, and sometimes may not be possible. 
All our work starts with the ‘Good Life’ conversation. 

This semi-structured conversation can occur anywhere the person chooses to meet: 
over a coffee, on a walk, on the bus. It isn’t formal, and you don’t take notes. 
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Drawing out an individual’s assets and strengths
Enabling the person to open up about their lives and explore what they have 
available to them and what they might need to support them to live their life to the 
full.
Giving people a sense of self agency and confidence so that they can take ownership 
of their lives and play a positive role within it 
Giving people hope for their future and a belief in their own ability to shape it

Aim: 
-To start supporting the person to plan their future positively by: 

1.1



ROLES AND ROLE 
BOUNDARIES

 Individual strengths 
 Family and friends
 Community 
 Formal support 

Questions: 
-What does a good life look like for you?
-What do you have already that helps you lead this life? 
Explore: 

- What would you like to work towards? These can be big, life changing things or small 
things that will make your life better. 
- What else would it take to achieve this life? Think Big. Can we explore that and see if 
we can break it down into bite-sized chunks? 
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Health and care services typically manage role boundaries through the structure of the 
service and the roles that are created. These structures are the rules and processes – 
like the practitioner’s title, qualifications, the letterhead, the appointment process, and 
the discharge criteria. Formal roles and processes can provide confidence and security 
in care relationships. Each person knows where they stand and what to expect and not 
expect.  

However, these rules, roles and processes can separate the ‘real person’ of the 
practitioner from the ‘real person’ using the service. In doing so, they can get in the way 
of the benefits that human relationships offer. John O’Brien[1] calls this a ‘veil of 
indifference’, which needs to be lifted if a relationship is to be formed. Carl Rogers[2] 
talks about ‘congruence’ as necessary in person-centred practice. Congruence is being 
yourself and dropping any professional façade.

1.2



We work differently:

Without the formal structures that create role boundaries, managing boundaries needs to
happen within the relationship. Therefore, reflective practice is essential to ensure that 
the relational boundaries remain well articulated and understood. 

In our service, we need to (sensitively) revisit and restate boundaries, particularly where 
there is a risk of the relationship being viewed differently, e.g., as a friendship. 

Working relationally is intuitive and skilful. It can be challenging because each person is 
different, and there is no roadmap*. It is different for every pair in our care relationships. 
 
(*apart from necessary statutory guidance e.g. safeguarding)

Who you are and who the other person is, is an integral part of the relationship. This is 
why each relationship is different, and it may sound scary and uncharted – but we have 
navigational tools and processes to support you. Page 7

IN OUR SERVICE THE RELATIONSHIP DOES THE WORK, AND SO WE NEED TO 
BRING THE RELATIONSHIP TO THE FORE.  WE HAVE CLEAR RULES AND 

PROCESSES AND THEY ARE PUT IN PLACE TO SUPPORT OUR RELATIONAL 
WAY OF WORKING.

Examples of where a boundary may be challenged: 
Being offered a gift or an item from a person’s home, wanting to buy you a coffee in a
café or take you out for a meal. Whilst in most cases this would seem harmless, taking
anything, however small or insignificant, from a person who you are working with in a
professional capacity could later be used as an accusation of theft.
The friendly way to decline would be to say: ‘Thanks so much for the kind offer but my
organisation doesn’t allow me to do this.’ Always cover yourself by noting the offer and
that you declined.

Being asked questions about your personal life – eg – Do you have children too? Do you
also live in this town?
You can work relationally without giving away specific personal details about yourself.
Answers here could include:
‘Yes I do have children. I can relate to what you are telling me about how much of a worry
they can be. Tell me how you manage it when they….etc’ 
‘No I live nearby but work here. How do you find it living here’ 
In both cases the conversation focus is turned back to them.



a stronger sense of themselves, 
where they are heading and 
the relationships that will be important for them along the way. 

You are working towards the shared goal of the person developing:

You are just one of these relationships and in the grand scheme of their lives, a very short 
term one. But the relationship between you and the person can generate positive effects 
and contribute to their ability to move forward. 

What I need from you
-      To think about what will help you to live well

-      To be willing to give things a go
-      To be in charge! We are happy to support and be alongside you as you make the 

decisions and take things forward 
 

What I can’t do for you
-      Offer you any sort of therapy – I am not a mental health specialist

-      Do things for you; this is all about you setting your goals and finding ways to achieve 
them. I will, however, do my best to find right resources to support you

 
We will actively work alongside you as you work towards your goals that you set when we 

first meet. Once these are achieved you can go on and live your good life.
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What you can expect from me
-      To help you look positively to the future

-      To support you to think differently about life and be alongside you as you try 
new things

-      To support you to identify things you want to do; you are the expert in your 
life, and you will know what you need to live well

-      To champion you and be positive about all that you can do
-      To be there if things don’t go so well and support you to try a different 

approach.

The expectations document (which we give on first meeting) can help people 
understand what your role is and isn’t: 

MANAGING EXPECTATIONS1.3



ITS LIKE IF YOU DROVE 
YOUR CAR OF THE ROAD IN 

A FREAK SNOW STORM: 
SOME ORGANISATIONS 

WOULD MAKE SURE THEY 
CONVERTED YOUR CAR INTO 

AN ALL-TERRAIN SNOW 
MOBILE, OTHER 

ORGANISATIONS MIGHT 
PROMISE YOU THAT IT 

WOULD NEVER SNOW AGAIN, 
WE WORK TO GIVE YOU 

JUST ENOUGH SUPPORT TO 
ACT AS A SHOVE BACK ON 
TO THE ROAD SO YOU CAN 
CARRY ON YOUR JOURNEY 
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 Happy Families: A Parents' Guide to the Non-Violent Resistance Approach
written by Carmelite Avraham-Krehwinkel and David Aldridge
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Our work is based on the theory that the relationship ‘held’ between people is a 
connection that cannot be seen – but that has an effect[1].  

This is not magic. It is a connection between the ‘self’ of the practitioner and the 
‘self’ of the person being supported. It is generated from a genuine sense of joint 
purpose – a feeling of solidarity or ‘in it together’.
 
Positive effects can lead to a shift in the way people begin to think about and act 
upon their gifts and capabilities, their future and aspirations and their relationships 
and connections. 

In an everyday relationship – there is 
a mutual understanding, a sense of 
trust, a positivity that forms a 
connection between people and 
even though we can’t see it and it is 
hard to describe. ‘In it together’ 
simply refers to a joint interest or 
purpose. 

When the relationship is working well 
between people it can have positive effects. 
These positive effects happen through the 
person themselves and how they are 
thinking and feeling. There is a sense of ‘we’ 
instead of ‘I’. These effects will involve both 
people: you and the person being supported. 
Where this is working, the relationship has 
effects, in some way, for both people. 
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RELATIONSHIPS THAT GENERATE 
'POSITIVE EFFECTS'

2.1

IN WHAT TOGETHER?2.2

Think about what is important to you in being part of any relationship – a personal 
or a care relationship.  How does it make you feel and how does it help you in living 

your life well? 



WHY DO WE WORK IN THIS 
WAY?

We have found that this way of working suits people who have had something 
break in their life and finding it hard to find a way to move forward. They may have 
become disconnected, or are finding their current circumstances challenging or 
overwhelming. Examples include; losing a job, leaving where you live, losing 
someone you love and recovering from an illness.

It is important to note that this is not the only way of working – if people are 
already able to navigate life, with well-established and effective social connections, 
relationship-focused support may not be needed or right for them. 

Be aware of this and keep up your reflections on how the relationship is working, 
and discuss this with colleagues. 

Throughout life, we all have many different relationships – short and long term – 
some (even short term ones) are memorable perhaps because something changed 
or shifted for you. The relationships you have with the people you work with will be 
relatively short-term and may be only one relationship among many.

Generating ‘positive effects’ is not a given – it is difficult to achieve, can take time, 
may never happen – but it is what we work towards. 
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2.3

ONE OF MANY RELATIONSHIPS2.4
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The following are general principles for valuable and productive life relationships, 
such as those with our friends and colleagues. We apply them to our care 
relationships because relationships that meet these requirements can generate 
positive effects. 

a.   A relationship that develops over time. It is not an ‘interaction’ or fleeting 
contact. 

b.   A personal and social identity of each person. This means that the relationship 
cannot happen between anonymous people. The people in the relationship are 
known to each other.This means the practitioner also sharing something of 
themselves (eg their personality, likes and dislikes), but it’s important to do this 
within the agreed relational boundaries (see roles section). Be yourself as you get to 
know the person. 

c.   You are open to tuning into and reflecting on the person and their strengths 
and lived experience, and this is actively prioritised

d.   Caring comes first in the relationship, keeping the outcomes and experience 
of the person at the centre of our work.  The principle is to foreground the 
relationship and retain the processes in the background. These processes help us 
to organise our work effectively and safely.We understand and apply these rules 
but they are not routinely visible to the people we work with. 

e.   The relationship is reciprocal; that each person in the relationship contributes 
and gains within a purpose that is shared. This is ‘in it together’. In the care 
relationships you have, this shared purpose is primarily centred on the person 
receiving support, however, in scaffolding this purpose, you have an intrinsic 
interest in their success.

f.    The benefits emerging from the relationship are shared. The 
purpose/outcome is shared, is meaningful and matters (in different ways) to both 
people. 

HOW DO WE ACHIEVE RELATIONSHIPS 
THAT CAN GENERATE 'POSITIVE 

EFFECTS'
2.5
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Look at the wording in bold in the statements a-f and think about personal 
relationships that are important to you. These statements are likely to reflect 
genuine and positive relationships in your own life. Our approach, as much as 
possible, applies these everyday relational principles to care relationships. 

My relationships

In the context of our service, however, the relationship is temporary. The nature of 
the offer intends to create a bridging relationship that leads to people being/ 
becoming more connected and feeling comfortable and confident in their 
community relationships. 
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PRACTICAL TIPS TO WORKING IN A 
RELATIONAL WAY AND USING SOFT 

SKILLS

3.1

Being human: 
- Empathetic not sympathetic: Kindness isn’t about feeling sorry 

for someone it is about connecting with someone and showing you 
care 

 
- Be relatable, use humour and stories wisely 

 
- Be non-judgemental 

 
- Approachable: you are not the ‘expert’ in people’s lives. 

 

Providing motivation:
- Enthusiasm and excitement for what the person wants to achieve 

 
- Natural interest and curiosity in the person 

 
- Encouraging the person to look to the future rather than dwell on past and 

present 
 

- Being a cheerleader – celebrating achievement, however small
 

- Flexibility and can-do attitude: If a person wants to do something, you do it 
now!Don’t ask someone else to do it or wait for an ‘optimum’ time. Strike 

whilst the iron is hot! E.g. catching a bus/ going shopping/ tidying the kitchen 
 

Encouraging focus: 
 

-Concentrate on one thing at a time 
 

-Set up encounters so that the person is present in the conversation. If 
they aren’t then time will be wasted, so if you are trying to talk to 

someone and the television is on, and they are distracted then ask to 
turn it off. Respectfully support people to focus

 
-Active listening – encouraging people to explore issues and find 

solutions by using ‘probing’ questions like ‘what do you mean by that?’ 
‘can you help me understand how this would work?’
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Changing the power dynamic: 
 

-Putting the person in the driving seat 
 

-Empowering people by asking them to teach: ‘you have some beautiful 
house plants, mine always die can you give me some tips’

 
-Encouraging person to take responsibility; ‘it doesn’t matter to me if 

you go to the group, it’s for you, you are doing it’ ‘
 

-Enable the person to do things for themselves, rather than doing it for 
them 

 

Working on mindset: 
 

- Re-framing situations e.g. ‘I only got to the door of the group, I didn’t go in’
response: ‘that is brilliant you made it as far as the door, next time you can take a 

step further – but look what you have achieved’
 

- Providing positive challenge and moving people away from long held assumptions 
such as ‘it always goes wrong for me’ ‘nobody ever likes me’

 
- Encouraging people to think about others in a situation e.g. ‘he didn’t say hello so 

he doesn’t want to know me’ response: ‘have you thought he has had a bad day, 
and maybe you could have reached out to him’ 

 
- Nudging not telling or directing 

 
- Reflecting on what an individual already has and ways that they are already 

supporting themselves, sometimes the everyday things need to be remembered 
and celebrated. 

 
- Challenge and promote trying new experiences that can present challenge to the 

person
 

Fostering an honest and respectful relationship
 

- Know your limits: you can say no to people and that this isn’t working 
for me. 

 
- Managing expectations

 
- Don’t be afraid to say ‘I don’t know’ 

 

There are also several pitfalls that the worker can fall into and 
must be mindful of. 
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- Forgetting you and the person you are working with are equals, both with your
own value, you are not there to teach but to be alongside.

- Becoming a superhero: people may well feel that the worker is a ‘saviour’ and
without them they cannot move forwards. Succumbing to this ‘ego boost’, can be
flattering, everyone wants to feel that they are making an important contribution to
someone’s life BUT this is not the intention of this work, your role is to ensure that
the people you work with become their own superheroes! 

- Encouraging dependency on you, by doing things for the person. It may be as
small as being asked to go to the shops to get a pint of milk, or always paying for the
coffee when out and about

- Providing ‘counselling’ as opposed to ‘coaching’ and becoming a pseudo mental
health professional 

- Trying to ‘save’ or ‘fix’ the person by dictating solutions to what you perceive are
their issues. In the past professionals have often started their work with a pre-
defined list of things they will offer – without even listening to the person! 

- Overstepping boundaries; turning the relationship into a friendship, and
oversharing your story and personal information, as detailed out in section 1.2.

WHAT RELATIONAL WORKING ISNT3.2

These unhelpful relationship dynamics can start sub consciously as the worker 
naturally empathises and supports the person. In order to avoid these pitfalls you have 
to be mindful and intentional about your practice and interactions and be prepared to 
critically reflect on the relationship you have with the people you support. Workers 
also need to consciously deploy their ‘soft skills’ and make sure that they are 
appropriate. 

The balance a worker needs to strike is a relationship that enables people to feel 
secure and supported but which also encourages growth and independence. You are a 
short-term catalyst for big change!



A good quote to remember is this: 
 

‘to be truly kind one needs to be able to distinguish a situation in which one ought 
to step in and help someone who is struggling from a superficially similar situation 

in which someone should step back and allow the struggling person to develop 
the requisite skills and sense of autonomy. A kind person will be sensitive to that 

difference – and in noticing that difference will thereby be motivated to act in the 
appropriate ways. On this character-based approach, there is no way to specify in 
a particular set of circumstances what is the kind thing to do independently of the 

judgement of the kind person’
 
 

Johnathan Lear, quoted in Radical Help, Hilary Cottam, Virago 2018
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Due to the person-centred nature of this work it may feel that the range is limitless! 
However, there are overarching themes to this work and part of the reflective 
practice is to consider whether the things you are supporting people with match 
these themes. 

WHAT DO WE SUPPORT PEOPLE 
WITH? SOME EXAMPLES: 

3.3

Growing people’s strength and capabilities: start by assuming 
people have their own agency and are capable of doing great 
things! People need support to increase their confidence and 
restore their faith in our own abilities. Building the courage to try 
again is a momentous step. You are there to support a person to 
create a sense of possibility, belief in positive change and be 
hopeful.  Ultimately you are supporting people to find meaning in 
their life. A sense of purpose is fundamental to our lives and is
what drives us forward. 

You will be supporting people to develop new ways of being, new habits and new vision. 
You do this through supporting action and not through providing information. By doing 
and achieving people start to see the change that is possible, they can then accept the 
rationale for change and continue forward. 
 

Changing mindset from one of scarcity to abundance: showing 
people and the communities they live in that they have a wealth of 
skills and strengths to share.   

Supporting the development of relationships: ‘you can’t tickle 
yourself’. If people feel supported by strong human relationships 
change happens. This can be a slow process for the people we 
work with, but we have found that everyone has some form of 
connection that can be grown or enhanced. The ultimate goal is to 
grow natural friendships that work outside of any service delivery 
model. Social connections need to be authentic and made through 
shared interests not just some charitable wish to help another.



- Understanding a person’s starting point: The people you work with will be at 
different levels of motivation and have varying ideas on what their direction is. The 
starting point is to meet people where they are, find the spark, and work from there.
 
- Goal Setting: People can become ‘stuck’ when challenges seem insurmountable. 
This is why we end our first contact with setting goals. These don’t have to be big 
goals and can be broken into small sticky steps. Celebrating and acknowledging the 
achievement of these goals is a great motivator, so if a person has gone to the shop 
on their own for the first time in 3 years pop a card in the post, make a big deal of it, 
congratulate them! 

-The journey: When working with a person it can feel that you take two steps 
forward and three steps back. This is to be expected. Remember: change is a 
gradual, non-linear process with moments of triumph and failure.Most people move 
backwards at the very moment that they are really going forwards: the moment 
when we really see the challenge and start to take action is frequently an unstable 
one 
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LEVEL AND TYPE OF SUPPORT3.3

Bringing community and people together by encouraging 
reciprocity and participation: those who traditionally have 
received help, become the helpers, changing power dynamics 
and relationships and empowering people and the communities 
they live in to take back control.
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This is your chance to get a good understanding of the person you are supporting, 
finding out what is important to them and what they want to achieve. The first 
meeting can be a time for the person to offload their journey and speak to you 
about things in their life that have happened to lead to this point, for a community 
connector this isn’t information we need to know because we cannot change the 
past. You are there to help this person draw a line under everything and focus on 
moving forwards. 

THE FIRST MEETING3.5

Where possible have the first meeting out of the
persons home, go for a walk or grab a coffee and sit 
on a bench to talk. Being out of their own 
environment breaks the cycle of the person reciting 
their story, by going for a walk you are physically 
moving whilst talking about moving forward and this 
can be the jump start people need. 

Within the first meeting it’s a good idea to have a conversation about how and 
when the support will end, use your expectations document. This is to manage 
people’s expectations of the service and celebrates that they will no longer need 
you as support anymore. This is not a negative conversation but a positive one, 
the aim of our support is to give people that helping hand to get to where they want 
to be.

You will also complete the ONS4 wellbeing scale with them, this gives you an idea of 
where the person starts and is a measure of how the support is going. The ONS4 is 
used as a device to review the service as a whole. You could say 'we need to know 
whether what we are doing works, your scores will be anonymous and added 
together with the scores of all the other people we work with to see the overall 
affect of our service; it would really help us if you did fill this in as it will show 
the people who fund us that this work is worth doing’ This is reviewed every 3 
months and can be a good tool to help the person reflect on their journey so far. 

Leave the first visit with some goals set, give the person some ‘homework’ to do 
between then and your next contact. Putting the onus back on them that they need 
to do the work. It doesn’t matter if they are the tiniest of goals, just something to 
celebrate next time you speak to each other. 

REMEMBER : the ultimate goal is that the person no longer needs you. 
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Writing stories is a tool you can use to show a person how far they have come. You 
could write the story and share it with them or encourage them to write it 

themselves. The point of writing stories is we want to celebrate our approach not 
only with the person we support but with the people that refer them to us. You can 
write them at the point the support has ended, or you could write them during your 
support. There is no set time to of when write a story or the length of it but there are 

some key things to remember.
 

When it comes to writing, think about how you would like to be written about, think 
about your language and what you would want to celebrate. The person you are 

supporting is the main character, focus on their strengths and what they have done 
to achieve their goal, this isn’t about you and what you have done for them. Show 
their story in the positive light it is, remember no goal is too small and should be 

celebrated.  

WRITING STORIES3.6

Try writing a story about yourself, chose a time when you may have needed 
some help and what you did to overcome this. Think about how you want to be 

perceived and how it makes you feel reading it back.
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We do not work to timescales when supporting people, it takes as long as it takes 
to help the person get to their end point. We also allow people to come back to us 
again in the future should circumstances or situations change.

MANAGING YOUR CASELOAD3.7

You will have some people who only need a small amount of support and can be 
closed quickly, or you may have people who are slow burners that take a while to 
close. Knowing where the end is with someone is key and you should have set out 
the expectations for this in your first visit and keep reflecting on it throughout your 
support. 

You do not need to have a set weekly appointment with a person, nor do you need 
to be the person making all the effort to get the appointment. Thinking back to 
relationships that we have; this is a reciprocal one and not down to you to always 
initiate. Get the person to come to you to arrange the next visit or contact, let them 
guide how they need to be supported and try leaving the appointment with as 
little to do as possible. 

Everything you do with someone should be intentional with them becoming self- 
sufficient, if you are doing all the work, you are doing a disservice to that person. 

‘give a man a fish and he eats for a day, teach him to fish and he will eat for the rest 
of his days’. 
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Support can end for various reasons with the main one being that you have helped 
the person to achieve their good life. Sometimes there are times where support 
fizzles out or people stop engaging, that’s ok as this way of working isn’t for 
everyone. 

You may come to a stalemate with someone and not know where else to go next. 
Remember to reflect on the support, this can be on your own or with the person. By 
reflecting you are able to be objective and decide if the service is right for the 
person.

Don’t be afraid to have an open and honest conversation with them, tell them you 
don’t know how else you can help them, point out you aren’t moving forward. The 
responsibility should always lie with the person, it is their life, and you cannot make 
changes to that. 

Once the person has reached their goals and there is nothing else they want to aim 
for, this is when you need to end the support. The person may not have noticed they 
have reached these goals or can see the movement they have made and it’s your 
job to point these out to them. Ending support doesn’t need to be final, the person 
can always come back to us, and you can do a phased slowing down of support to 
see how they go. 
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WHEN TO END SUPPORT4.1



Ideally, you will have already set the foundations for this chat way back at the 
beginning of your support. You may have touched upon it during the 3 monthly 
reviews of the ONS4 and setting future goals. 

The trick to having an ending conversation is how you frame it, it’s positive that the 
person no longer needs our support, and this should be reflected in the way you 
speak with them. Instigate a conversation about the positive changes the person has 
made and pick out the positive differences you can see in them now. E.g ‘You’re now 
doing x without even thinking about it’ 

Not all ending support conversations are going to be easy, you may have someone 
who isn’t ready to move forward but likes to have the support. Yes, you will have 
created a relationship with this person, and this can feel like a difficult conversation 
to have. Again, use your reflective skills and refer back to the expectations 
document. 

Ways to start initiating the end of support could be to stretch out the time between 
visits or move from visits to phone support. You could pause the support and see 
how they get on without speaking to you for a couple of weeks and see how they get 
on. 
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HOW TO HAVE AN ENDINGS 
CONVERSATION

4.2

REMEMBER: You need to complete the ONS4 for the last time when you have your 
last contact.

GOOD LIFE
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TIPS FROM CONNECTORS4.3

‘In terms of ‘coming away with nothing to do’ I have learnt that the best way to 
achieve this is to either encourage researching things (internet, phone calls) whilst 

with the person or suggesting we come up with a couple of things they would like to 
achieve before they see me next. ‘

‘For some it is a case of 
keeping phone or text 

contact for a little while 
and having that option 

makes the move forwards 
away from us a little easier I 

think.’
 

‘The ending of support starts right at 
the beginning when you first meet the 

person and set expectations.’

‘Being clear about our 
role and emphasising we 
are not support workers, 
using the expectations 

sheet’
 

‘Language such as; You 
are in charge, you decide 

what you would like to 
do, what would you like 
to do now, our aim is for 

you to do me out of a job!’
 
 

‘Using measurable SMART goals 
that are achievable.’

‘'Coaching circles to discuss closing someone, 
reflective practice with supervisor. This 

empowers the Community connector to make 
tough decisions if needed.'

 



Page 30

‘Reduce intensity of support over 

time.’

‘At the correct point leave 
them to contact us if there is 
anything else they need help 

with. Leaving it totally in 
their corner to make contact 

again.’
 

‘Try to come away with 
nothing to do.’

‘Establishing respect between the Community Connector and 
person. If the person is putting up barriers, the Community 

Connector needs to talk frankly with the person to say that this 
might not be the correct support for them.’

 

‘Using reflective practise - Is this person really moving on? Am I really 
helping this person to take a lead? Is this person really engaging? Who 
is doing all the leg work/chasing? Making tough decisions if the person 

isn’t really engaging and letting them know that. Am I working as a 
support worker or a community connector?’
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Wiltshire CIL is a User Led organisation; we are led by and work with disabled people 
to ensure everyone is able to live the life of their choosing as valued members of 
their community. Wiltshire CIL’s values and culture support you to work in relational 
ways. Our work is carefully constructed around three elements that continually 
interact with and influence each other: 

INTERACTION BETWEEN OUR 
CULTURE, STRUCTURES AND PEOPLE
5.1

Our culture: the ideas and values that shape the way we work.

Our structures: these emerge from the culture. We create 
roles, rules and processes that support the principles of our 
work. We continually evaluate whether these structures work 
for the people who work for, and with us. For example each of 
our areas of work is overseen by a co-production group, 
made up of people with lived experience and employees. 
They work together on strategy as well as providing feedback 
on what works best.

Our people: influence the culture and structure by sustaining 
or changing them – through their ideas and actions. ‘People’ 
includes employees and the people they work with, both on a 
one to one basis and through our co-production activities.



Page 33

In practical terms this looks like this: 
 

- Learning culture: Permission to make calculated risks, mistakes, judgements and 
decisions

- Reflective practice: supporting your learning and development by reflecting on 
your work. This will be done through maintaining a reflective log. All reflective 

practice centres on the question how is the work I am doing supporting people to 
live their version of a good life? (discussed below)

- Team support and regular supervision: Supervision will include discussion of 
your reflective practice

-Making your work process and paperwork light so that you can spending 80% 
with person or in the community and 20% on admin 

- Referral process: meeting the person not the label we don’t ask for any prior 
information on the person including any diagnosis. We only ask whether there is a 

lone working risk. This is because diagnostic labels can mean that you have 
preconceptions of the person which will make it difficult to hear who the person 

thinks they are and develop a relationship.
- Setting no limits in terms of length of intervention and people aren’t discharged 
so can re-connect when needed. This makes service responsive and means you can 
frame the exit as positive ‘you don’t need us anymore’ vs ‘the service has run out’ 

- Scaffolding independence and personal agency - supporting the person’s ability 
or readiness to act by reducing level of support

- Working with the wider team at Wiltshire CIL this includes people with lived 
experience who provide support, knowledge and guidance. As part of your induction 
you will also receive the Make Someone Welcome and disability equality awareness 

sessions delivered by our user engagement team 
- Training We offer training in Mental Health First Aid and Motivational Interviewing 

BUT training comes with a health warning: there are lots of training options out there 
and lots of tools you can use to support people to think about change. This can end 
up feeling overwhelming and get in the way of the intuitive nature of this work. Put 

simply, you can end up being so busy thinking of what tool to use that you stop 
properly listening and engaging with the person. We believe you have the skills to do 
this work already! The training helps you to understand these skills and learn to use 

them mindfully.



Mobile phones are turned off at 5pm 
Out of hours message states that if it is an emergency then the person will need 
to call 111 or 999
No out of hours visits unless prearranged e.g. person is attending a club for the 
first time

threats from client to harm themselves or others
disclosure of information that may impact negatively on others 
home visits where you have felt unsafe
incidents that you have had to report to another organisation 
threats to workers

We want you to be safe in your work. Here are some key guidelines: 

- Trust your instinct: if a situation doesn’t feel right, then leave

- Always follow the lone working policy, always call in after a visit

- Remember: We aren’t a crisis service, in fact, this way of working won’t work for 
people in crisis as they won’t be able to look forward but will need to focus on their 
immediate recovery. This means: 

- Take any threatening situation seriously and report. Examples of situations: 

- If person discloses information which you believe is a safeguarding issue discuss 
with them that you will have to report to either adult social care on 0300 456 0111 or 
their GP surgery

Provide information on relevant mental health emergency contacts e.g. Avon and 
Wiltshire Mental Health Partnership, Samaritans 
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 SAFEGUARDING5.2



There is lots of evidence that supporting people using this relational approach can 
have an impact on the worker. The impact can be quite subtle, even down to 
‘mirroring’ behaviours that are witnessed. 

In order to grow skills and manage the impact of the one to one work you will: 
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 SELF-CARE AND 
REFLECTIVE PRACTICE

5.3

- Keep a reflective log, this is to be done after each visit, it 
can be kept short but will provide a basis for personal and 
team development.

- Use the question: how has my work supported the person to live their version 
of a good life? Keep notes on the soft skills you have used, the relationship 
dynamic and progress towards goals.

- Use team meetings and supervisions to discuss issues.

- Stay in contact with team via text and our WhatsApp 
group

- Adhere to WCIL workplace mental wellbeing policy

- Don’t do visits last thing on a Friday and take it home with you. 
Always debrief either formally or informally.

- Use your Coaching Circles sessions effectively, invest your time 
in them

- If you feel you need to offload after a visit, use your peers to do this don’t go 
home thinking about a situation.
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In developing our work we have been really inspired by many different people. 
Special mention and thanks go to Gail Mann, who worked with us when researching 
her PhD and who has co-written this training manual, converting her research into 
practical guidance. 

We have also been inspired by Hilary Cottam’s book ‘Radical Help’ by Hilary Cottam, 
London, Virago, 2019, 320 pp., ISBN-13: 978-0349009094, ISBN-10: 0349009090 
(paperback) 

Finally, our work is informed by all of our co-production activities, you can find the 
reports for these here: https://www.wiltshirecil.org.uk/my-life-my-experience/ and 
here: https://www.wiltshirecil.org.uk/the-imaydit-project/

Links below are not exhaustive but are things we have found useful! We have 
divided into categories for ease of use. 

Motivational 
interviewing

There are lots of resources on this and a google search 
will help you find information. This video is a good one to
watch before you read up about techniques, as talks 
about the sprit in which you should do MI: 
https://www.youtube.com/watch?v=APPoKvTPhog

Strengths based 
approach: One 
to One working

https://www.scie.org.uk/strengths-based- 
approaches/videos/what-is-sba? 
utm_campaign=10105067_SCIELine%2011%20Decemb 
er%202018&utm_medium=email&utm_source=SCIE&u 
tm_sfid=003G000002jotebIAA&utm_role=Manager& 
dm_i=4O5,60L4B,P54SGG,NL0XD,1

Managing violent 
and aggressive 
behaviours 

https://www.nice.org.uk/about/nice-communities/social- 
care/quick-guides/reducing-the-risk-violent-and- 
aggressive-behaviours

Recovery Model 
https://www.slideshare.net/revanslacey/the-recovery- 
model

Importance of 
relationships

https://www.theguardian.com/lifeandstyle/2021/mar/24/ 
the-social-biome-how-to-build-nourishing-friendships- 
and-banish-loneliness

https://www.wiltshirecil.org.uk/my-life-my-experience/
https://www.wiltshirecil.org.uk/the-imaydit-project/
https://www.youtube.com/watch?v=APPoKvTPhog
https://www.scie.org.uk/strengths-based-approaches/videos/what-is-sba?utm_campaign=10105067_SCIELine%2011%20December%202018&utm_medium=email&utm_source=SCIE&utm_sfid=003G000002jotebIAA&utm_role=Manager&dm_i=4O5,60L4B,P54SGG,NL0XD,1
https://www.scie.org.uk/strengths-based-approaches/videos/what-is-sba?utm_campaign=10105067_SCIELine%2011%20December%202018&utm_medium=email&utm_source=SCIE&utm_sfid=003G000002jotebIAA&utm_role=Manager&dm_i=4O5,60L4B,P54SGG,NL0XD,1
https://www.scie.org.uk/strengths-based-approaches/videos/what-is-sba?utm_campaign=10105067_SCIELine%2011%20December%202018&utm_medium=email&utm_source=SCIE&utm_sfid=003G000002jotebIAA&utm_role=Manager&dm_i=4O5,60L4B,P54SGG,NL0XD,1
https://www.scie.org.uk/strengths-based-approaches/videos/what-is-sba?utm_campaign=10105067_SCIELine%2011%20December%202018&utm_medium=email&utm_source=SCIE&utm_sfid=003G000002jotebIAA&utm_role=Manager&dm_i=4O5,60L4B,P54SGG,NL0XD,1
https://www.scie.org.uk/strengths-based-approaches/videos/what-is-sba?utm_campaign=10105067_SCIELine%2011%20December%202018&utm_medium=email&utm_source=SCIE&utm_sfid=003G000002jotebIAA&utm_role=Manager&dm_i=4O5,60L4B,P54SGG,NL0XD,1
https://www.scie.org.uk/strengths-based-approaches/videos/what-is-sba?utm_campaign=10105067_SCIELine%2011%20December%202018&utm_medium=email&utm_source=SCIE&utm_sfid=003G000002jotebIAA&utm_role=Manager&dm_i=4O5,60L4B,P54SGG,NL0XD,1
https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/reducing-the-risk-violent-and-aggressive-behaviours
https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/reducing-the-risk-violent-and-aggressive-behaviours
https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/reducing-the-risk-violent-and-aggressive-behaviours
https://www.slideshare.net/revanslacey/the-recovery-model
https://www.slideshare.net/revanslacey/the-recovery-model
https://www.theguardian.com/lifeandstyle/2021/mar/24/the-social-biome-how-to-build-nourishing-friendships-and-banish-loneliness
https://www.theguardian.com/lifeandstyle/2021/mar/24/the-social-biome-how-to-build-nourishing-friendships-and-banish-loneliness
https://www.theguardian.com/lifeandstyle/2021/mar/24/the-social-biome-how-to-build-nourishing-friendships-and-banish-loneliness
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Coaching and 
acknowledging 
trauma

https://www.coachesrising.com/podcast/becoming-a- 
trauma-sensitive-coach-with-david-treleaven/

The perils of over 
diagnosis in mental 
health 

"BBC Radio 4 - Start the Week, Defining mental illness" 
https://www.bbc.co.uk/programmes/m000tvl2

Asset based 
community 
development

Sustainable community development: from what's wrong 
to what's strong | Cormac Russell | TEDxExeter 
https://www.youtube.com/watch?v=a5xR4QB1ADw

@WILTSCIL

@WiltshireCIL

https://www.coachesrising.com/podcast/becoming-a-trauma-sensitive-coach-with-david-treleaven/
https://www.coachesrising.com/podcast/becoming-a-trauma-sensitive-coach-with-david-treleaven/
https://www.bbc.co.uk/programmes/m000tvl2
https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/reducing-the-risk-violent-and-aggressive-behaviours
https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/reducing-the-risk-violent-and-aggressive-behaviours
https://www.nice.org.uk/about/nice-communities/social-care/quick-guides/reducing-the-risk-violent-and-aggressive-behaviours



