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Wainbridge House 

Sheperd Road 
Gloucester GL2 5EL 

T: 07834855560 
E: info@sharonbranagh.co.uk 

W: www.sharonbranagh.co.uk 

Working Online / telephone 

Introduction 

Counselling services have been offered online since 1995 with ethical guidelines being updated regularly.   
The field of online therapy, while young and perhaps a ‘new concept’, is not new and professionals have 
been immersed in ethical development and training for several decades now. Research evidences that 
online counselling and psychotherapy when done well can be as good as face-to-face work, and in some 
cases can lead to better results (among other examples, see Murphy et al. 2009) as well as reaching people 
who cannot, or do not want to, access face to face therapy.  You can feel reassured of the same profes-
sionalism from myself alongside protections with regards to your privacy when working online or by phone 
(Please see ‘Confidentiality & Privacy Policy’)  

About me 

I am registered with the Information Commissioner’s Office (ICO), with the National Counselling Society, 
Tappy Twins Charity, The Isbourne Outreach Project and am an associate of DGF Psychology.  I have an en-
hanced DBS and insurance relevant to my practise. 

 

 
Working online  
 
Working online can still be a creative and sensitive experience.  Any platform we agree to use must be pri-
vate, secure and sufficiently reliable to minimise interruptions.   Please ensure you have suitable internet 
connection and enough battery for the duration of the call.    For online sessions, I like to use a platform 
called Zoom which is fairly simple to follow and can be used from most devices (laptops, computers and 
iPod/smartphones).   You can download the software from Zoom for free at https://zoom.us/download.  
(Remember to always take care to protect passwords and other login details).   
 
 
Frequently Asked Questions: 
 
How will I know when my appointment is?  I will send you an appointment confirmation via email.  The 
email will come with a link for you to click on at the time of the session. 
 
What happens when our appointment time arrives?  Make sure you are able to log in from a safe and pri-
vate environment and that we will not be disturbed.  You may like to have a soft/hot drink to hand, (please 
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do not bring food) and perhaps a list of the things you’d like to remember to talk about.  When you are 
ready to join in the call, click on the link that has been sent in the email.   Note - It may take a few minutes 
for us both to get our video/microphone’s working and screens adjusted. 
 
What happens during the session?  I normally begin the call a few minutes earlier to give myself time to 
adjust the sound/video/screen etc. and so I can welcome you to the call.    We will check both vid-
eo/microphone/screens etc. are working for each other and then begin the session in the same way as a 
face-to-face appointment.  Some people may feel more anxious than usual because of the impact of the 
distance, or seeing themselves on video, and if this is a factor for you, please let me know.   Personally, I 
prefer to work with Zoom or video calling so we can see each other, however I am mindful that some peo-
ple don’t like to see themselves on screens and that’s OK.  We can adjust the settings/ turn the video func-
tion off as needed.   We will have time to discuss how we both feel about working online together and re-
view/change things as we agree.  Although Zoom has the facility to record sessions, this feature WILL NOT 
be used by either of us, unless we have discussed this in detail previously and consent obtained either end.  
  
What happens if there are technological interruptions/breakdowns?  There may be times when the con-
nection is delayed that we might talk over each other, if this happens we will both need to ensure there 
are pauses in-between our conversation and we give each other a little longer than usual to respond.  Due 
to the amount of people who use the internet, there may be occasions when the signal/reception for video 
calling may be disrupted e.g. buffering, poor internet connectivity.  If this happens, we both need to be ac-
tive in trying to minimise this.   If our session is affected by technology problems that affect our ability to 
communicate, we should both: 
 

 Log out of the system 

 Wait a few minutes 

 Attempt to log back in (if this successful, we will continue) 

 If this doesn’t work, I will contact you via alternative means (this could be by telephone or email) 
and  we will continue as planned. 

 If we are unable to connect via other means, we may need to arrange a new date for the session 
and I will send you a another appointment time at my earliest opportunity.  If you are unable to 
cope or have a crisis during this waiting period, please contact your GP / emergency services 911 / 
the local crisis team 0800 1690398 / social care help desk 01452 426868 / Samaritans 

https://www.samaritans.org/ or call their number on 116 123.  
 
What happens when the session ends?  I will check in with you before we leave the call to ensure you 
have time to acclimatise yourself.  You should end the video call when we have said goodbye and ensure 
you have closed all Internet pages that relate to our time together to maintain your privacy from other 
people in your environment.  It would be useful to take some time to reflect on the session before choos-
ing a pleasant activity to engage in before you return to your normal activities. 
  
How is online different to face-to-face?  In my experience, there is little difference in meeting face-to-face 
to video calling.  There can be a difference with email or texts as the written word can easily be miscon-
strued so it’s important that we both make sure we understand each other’s viewpoint / seek clarification 
to avoid any misleading.  It would also be helpful to avoid using shortened phrases to avoid misunder-
standings e.g.: LOL could mean laugh out loud or to some people in intimate relationships, lots of love!  
Please note that any inappropriate behaviours or inappropriate dressing will result in the termination of 
the session with immediate effect.  
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Working by telephone –  Personally, I prefer to use Zoom or video calling so we can see each other, how-
ever I am mindful that some people are not tech savvy and/or prefer to use a phone instead and this is OK 
with me.  While we may lose the visual stimulus of seeing each other on zoom/video calling, telephone 
therapy is also relatively similar to a face to face appointment.   However, some people can find a tele-
phone session more tiring than face to face or video calling because one of the means of compensating for 
the loss of visual cues, like facial expressions or non-verbal behaviours, is the close attention paid to nu-
ances of tone, pace and other noises.  Because we lose the visual cues that are present when being in the 
same room/video calling, we might find we talk over each other a bit more and together we can establish 
the right pauses between what/when we talk.   
  
What if I change my mind? – That’s OK!  Let me know and we can plan another way to work with each 
other. 
 
 

 
 
Professional Etiquette  
Although I am down to earth, I am also professional and will keep professional boundaries and a profes-
sional etiquette at all times and I would ask that you do the same.  This is important because it creates a 
mutually respectful atmosphere.  Should you write/text/say anything that is deemed as inappropriate, 
then I might not respond until I have decided the right course of action to address this situation (this may 
be to discuss with my supervisor, or police if there is a serious threat).  If you ever feel that I have not 
communicated in an appropriate manner then you can of course make a complaint. 
 

Complaints and queries 

I welcome any feedback, comments, queries or suggestions.  In the unlikely event that you think my com-
munication is unfair, misleading or inappropriate, or if you want to make a complaint you can contact the 
NCS (National Counselling Society).  https://www.nationalcounsellingsociety.org/help/have-a-
concern/complaining-about-a-therapist  

And finally... 
Phew!  That was a lot of information to take in.  If you would like me to explain how all of the above relates 
to the service you are receiving from me, then just let me know! 

This notice was last reviewed on 27th March 2020.  Next review: March 2022 

 

 
Sharon Branagh 
Behaviour Specialist & Therapist 
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