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Introduction
The BACP ‘Get Help with Counselling Concerns’ service is intended to address the concerns raised by clients either during or after therapy. It is intended to provide information, guidance or reassurance to make sense of what a client thinks has gone wrong and to offer a space to discuss what to do next, if anything. Demographic data were not collected for this survey. The low respondent number represents a small data sample of both qualitative and quantitative data.
People who approached the ‘Get Help’ service during the period April 2024 to June 2024 were asked to participate in a survey based on their experience in therapy, having been in contact with the ‘Get Help with Counselling Concerns’ service. There were 35 respondents but often within the responses these will not total 35, as not all respondents answered all the questions. There were 28 questions, 16 of which were closed questions producing a quantitative response. 
There were 12 follow-up questions offering opportunities for respondents to give free text comments to provide further detail on issues that they encountered (appendix 1). The headings below typically represent the format of the questions being asked.  

Expectations from counselling  
There were 35 responses to the feedback exercise for the ‘Get Help’ data. Expectations from counselling ranged from: being unsure about counselling, strategies to manage issues like panic attacks, to be supported, to feel safe, to feel listened to, to improve mood, to set goals, to help fit in, to work with shame and grief, to deal with loss, to fill a gap in my life, to deal with depression and anxiety, to have a non-judgmental space, and to being understood.

Meeting expectations in counselling
Of the 35 respondents, 17 felt that their expectations had not been met by counselling, 12 felt that their expectations had been partly met and three felt they had been met fully.

	Expectations not met
	Expectations partly met
	Expectations fully met
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Contracting and ways of working
Seventeen respondents stated that the counsellor gave them a contract and 15 stated they did not have a contract.
Sixteen respondents stated that the therapist discussed how they would be working in the first session, 11 stated that the therapist had not discussed ways of working and five stated that they did not know.

Goals and aims of counselling
Thirteen respondents stated that they had discussed goals and aims of counselling with their therapist, 17 felt that they had not discussed goals and aims, and two respondents did not know if goals and aims had been discussed.

Confidentiality and when it might be broken
Fifteen respondents felt confidentiality, and when this might be breached, had been discussed with their therapist, 13 felt it had not been discussed, and four did not know if it had been discussed.  
Fourteen respondents felt they understood when confidentiality might be broken, and one did not.

Information from counsellor about their professional responsibilities
Thirteen respondents felt they had been given information about the therapist professional responsibilities, and 14 respondents felt they had not been given information about the therapist professional responsibilities. Five respondents did not know.

Discussion of meeting therapist unexpectedly or socially
Four respondents felt there had been a discussion of what to do if they bumped into each other socially or unexpectedly. Twenty five respondents stated there had not been a discussion with their therapist about what to do if they bumped into each other socially or unexpectedly. Two respondents stated that they did not know.


Who chose what was discussed in counselling?
For the question on who chose what was discussed 15 respondents stated that they chose what was discussed; 11 respondents stated that the choice of what was discussed was collaborative between them and their counsellor, and five respondents stated that their counsellor chose what was discussed.

Helpfulness of counselling
Three questions focused on the helpfulness of counselling. There was a closed question on whether counselling had been helpful and two open questions on what was found to be helpful, and what was found to be unhelpful in counselling.
Sixteen respondents stated they did not find counselling helpful. This may be a reflection of why they had contacted the Get Help service initially. The detail of why they found counselling unhelpful may provide further information of interest. Ten respondents stated that they found counselling helpful, and six respondents stated that they did not know if counselling had been helpful or not.

What was helpful in counselling?
When offered free text questions to provide further detail about the helpfulness of counselling, eight respondents provided further details. Their responses indicated that being heard was a really important part of counselling. They stated that: they felt heard; they felt validated; they felt they had a sounding board.
Additionally, respondents commented on the relationship and the opportunity to grow within the relationship. They stated that: they felt empathy; they felt grounded; they felt like a human being rather than being pathologised; they felt safe; they felt able to explore and grow; they found the relationship healing; they were able to explore in ways they could not have done alone; and it helped to have an outsider perspective to understand how past experience was affecting their current behaviour.
Some respondents focused on developing strategies through the counselling work as being helpful to them. These included: developing resilience and coping skills through CBT; learning to welcome and accept my emotions; feeling able to change aspects of a harmful relationship.

What was unhelpful in counselling?
Trauma
Sixteen respondents provided further details on what they had found unhelpful in counselling. Of these respondents, nine expressed that they are still struggling with the experiences they had in counselling, and the impact has been a lasting one in some instances for many years.
Those respondents who found the counselling unhelpful and found it to have left a traumatic impact have typically complained to a service or through BACP about the behaviour. One person needed to speak to The Samaritans and their GP to validate their concerns. 
One respondent was concerned that the counsellor whom they had found unprofessional, was still working as a counselling trainer, despite having a complaint lodged against them. These clients are likely to be in contact with the Get Help service in order to make sense of their counselling experience.

Boundaries
Boundaries were often referred to as being a problem with the counselling work. The boundary breaches took the form of: failure to maintain emotional and physical boundaries; no time limits to sessions or boundaries set within the sessions; no boundaries around how to behave at an unexpected social meeting; no time limit to sessions, (sometimes two to three hours and occurring more than once a week); and allowing/encouraging contact in between sessions. 

Social media usage
Boundaries were also identified by one respondent who identified social media boundaries being breached. They stated that: Facebook suggested that the counsellor and the client had friends in common, as they lived in a small community, and that they should ‘connect’.
Another respondent commented that social media was being inappropriately used by their counsellor who was providing ‘false’ positive reviews about their counselling.

Unprofessional behaviour
A number of respondents described unprofessional behaviour on the part of their counsellor. One respondent stated that their counsellor behaved unprofessionally relating to breaching boundaries for which a complaint was made and sanctions were put in place. 
Another respondent stated that their counsellor told them to keep their discussions a secret.

Equality, diversity and inclusion
One respondent felt that the counsellor had used inappropriate language when referring to their autism and this had had a traumatic effect upon them.

Endings
Endings were another issue that was frequently raised by respondents to the survey. Endings were often stated as being decided by the therapist, often with no expectation or knowledge by the client. Poor endings were described by respondents as being: ending via email with no prior warning; ending face to face with no prior warning; abrupt termination of the work without warning. 

Change to mode of delivery
Four respondents were unhappy about being moved from face-to-face delivery to online (Zoom) counselling. One of these indicated that this was in 2021, which was during the COVID-19 pandemic when many counsellors chose to work online rather than face to face, in order to prevent the spread of the virus. It may be that this was the reason for at least one of the respondents being moved to online counselling. However, it appears that the reason was not adequately communicated to the client, in this instance.
Two of the respondents felt that goals were solely counsellor led and another two respondents felt that there were no goals, leading one respondent to comment that it felt pointless and costly, when they looked back on the counselling.

Choice of goals in counselling
Two of the respondents felt that goals were solely counsellor led and another two respondents felt that there were no goals, leading one respondent to comment that it felt pointless and costly, when they looked back on the counselling.




Conclusion
The feedback provided by this small sample of users of the ‘Get Help’ service addresses some of the broader concerns raised by clients when reflecting on their counselling experience. As indicated in the introduction, the ‘Get Help with Counselling Concerns’ service is intended to address the concerns raised by clients either during or after therapy. Therefore, the respondents in this sample were self-selecting on the basis of raising concerns about their therapy. There were 35 clients who chose to give feedback and of these approximately five consistently gave answers where they were unsure. 
This may be an indication of the distress they were addressing or as a result of their own mental health condition. The other 30 respondents provided information which appears to be a reflection of the service they have received from their counsellor. A number of the respondents found therapy helpful. The main aspects they found helpful were being heard, feeling empathy, developing coping skills and resilience, and having an outsider view on their issues.
A number of respondents also raised concerns about therapy. The main concerns raised seem to focus on professional boundaries being breached either within therapy or outside  therapy. Additional concerns were over a lack of understanding of the position of power and privilege that the therapist holds, including not having collaboration in goal setting in counselling, not jointly discussing the ending, and the impact of counselling on the client, often for years after therapy had finished. 
Unprofessional behaviour was raised by a number of the respondents, which included inappropriate language around EDI issues, telling a client to keep the counselling conversations secret, and not having a contract or discussion about the ways of working.  












Appendix 1
Questions for the survey Get Help with Counselling

1. Have you had experience of counselling?
2. What were your expectations from counselling?
3. Were your expectations met?
4. Did your counsellor give you a contract or agreement for the work?
5. When you met your counsellor for the first time, did they tell you about how you would be working together?
6. Did you and your counsellor discuss the goals and aims for your sessions together?
7. Did your counsellor explain about confidentiality and what might happen if they needed to break confidentiality?
8. Did you feel you understood circumstances where confidentiality may be broken?
9. Were you given information by your counsellor about their professional responsibilities?
10. Did your counsellor discuss what might happen if you bumped into them socially or outside  counselling?
11. Who chose what was discussed in counselling?
12. Did you find counselling helpful?
13. What did you find helpful about counselling?
14. What did you find unhelpful about counselling?
15. Did you always feel at ease in session?
16. Please could you provide more information about the times you did not feel at ease?
17. What did you do when this happened?
18. Did counselling end well?
19. Was the ending of your counselling planned?
20. Do you feel counselling ended at the right time for you?
21. Is there anything that your counsellor could have done differently that would have been helpful to you?
22. Would you recommend counselling to others?
23. Could you explain more about why you would not recommend counselling to others?
24. How did you find out about counselling?
25. What would be helpful to know when looking for a counsellor?
26. What do you expect from counselling?
27. Would you like to see more information on how to choose a counsellor?
28. What would be the best way for people to find information about counselling?
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