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Personal Statement for Band 5 Office Manager:
I am an organized and motivated professional with extensive experience managing teams, coordinating administrative services and delivering high quality support within regulated environments. In my current role as a Housing Benefits Manager, I lead team responsible for delivering an efficient and compliant service, managing complex cases and ensuring high standards are maintained. Combined with my experience supporting vulnerable adults, I have developed the leadership, organisational and communication skills that I believe make me an excellent candidate for the Band 5 Office Manager role within University Hospitals Birmingham NHS Foundation Trust.
Alongside my management responsibilities, I also work as a Support Worker, providing person-centred care and support to vulnerable adults with a range of complex needs. This role has enhanced my understanding of safeguarding, confidentiality, dignity and person-centred practice while developing excellent communication and interpersonal skills. I complete support plans, risk assessments and accurate records, while working collaboratively with healthcare professionals, external agencies and families to promote independence and positive outcomes. This experience has reinforced my commitment to delivering compassionate, respectful and high-quality services, reflecting the core values and standards of the NHS.
Alongside my practical experience, I am currently studying towards a Level 4 Certificate of Higher Education in Health and Social Care. This has strengthened my understanding of healthcare delivery, safeguarding and the importance of effective multidisciplinary working. It reflects my commitment to continuous professional development and my ambition to build a long-term career within the NHS.
Throughout my career I have consistently demonstrated strong leadership and organizational skills. Whether supervising retail teams, managing business operations or leading housing services, I have always focused on motivating staff, promoting accountability and creating an environment where individuals feel supported to perform at their best. I have extensive experience allocating workloads, monitoring service performance, resolving operational issues and implementing improvements that enhance efficiency and customer satisfaction. I understand the importance of leading by example, encouraging collaboration and maintaining high professional standards.
My roles in management have provided a solid foundation in office management, staff supervision and workload delegation. Managing my own business required exceptional planning, organization and commercial awareness, while ensuring compliance with legal and financial responsibilities. These experiences have enabled me to develop excellent problem-solving abilities, resilience and confidence in making decisions within demanding environments.
Communication and relationship building have been fundamental throughout my career. I have developed positive working relationships with directors, senior managers, local authorities and external organizations. I pride myself on my ability to communicate professionally, manage sensitive information and adapt my communication style to meet the needs of different individuals. I recognize the importance of collaboration and understanding that effective working relationships are essential to delivering safe, efficient and high-quality services.  
I am confident that my leadership experience, organisational skills and ability to manage complex workloads would enable me to make positive contribution to this role. I am committed to maintaining high standards, supporting colleagues and continuously improving the services I manage. The opportunity to work within University Hospitals Birmingham NHS Foundation Trust is one I find both motivating and rewarding, and I would be proud to contribute to an organization recognized for delivering excellent patient care. 
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Task 3: Personal SWOT Analysis and Two-Year PDP
The SWOT analysis is not intended to list strengths but rather areas for development in the context of my suitability for the Band 5 Office Manager role. The importance of realistic self-assessment lies in the fact that goals linked to evidence, action and review can enhance employability by engaging in proactive career planning (Jackson & Tomlinson, 2020).
Personal SWOT Analysis:
	STRENGTHS
· Strong leadership and management skills
· Excellent communication skills.
· Focus on improving services. 
· Good knowledge of Microsoft Office and record keeping .
· Able to prioritize workloads and meet deadlines in a demanding environment.
· Maintain a calm and professional approach when working under pressure.
	WEAKNESSES
· Coordinating and managing tasks across different sites may affect consistency.
· Limited experience in managing large scale projects and teams.
· Will require in-depth training using NHS Specialist Systems.
· High attention to detail can result in taking additional time to make decisions.



	OPPORTUNITIES
· Continually develop leadership and management skills.
· Complete internal and external training.
· Develop digital skills and learn new office management systems.
· Participate in multiple departments to improve work efficiency.
	THREATS
· Increasing demand for NHS services may increase workloads.
· Increased workloads and staff shortages.
· Changes to NHS policies and procedures and service demands may require ongoing learning (NHS England, 2025).
· High pressure environment leading to stress or burnout, if workload not managed correctly.
· Maintaining data security and confidentiality. 


(Gretzky, W., 2010)


Personal SWOT Analysis 
	Goal
	Development actions
	Timescale
	Monitoring evidence

	Goal 1 – Establish Operational Competence.
	· Gain a deep understanding of Trust policies, Umbrella Sexual Health Services, administrative procedures and digital systems.
· Build effective working relationships with the Clinical Service Lead, General Manager and administrative teams. 
· Develop confidence in managing rotas, meetings, reporting and the day-to-day coordination of administrative services across multiple sites.
	0–6 months
	· Induction records.
· Mandatory training certificates.
· Probation review.
· Senior feedback.

	Goal 2 – Lead and Develop the Team.
	· Build leadership skills by supporting, supervising and motivating the team. 
· Improving communication across all departments.
· Manage staff performance and encourage staff skill development.
· Promote high standard management and team efficiency.
	7 – 12 months
	· One-to-one meetings.
· Staff feedback.
· Appraisal records.
· Team performance reports.

	Goal 3 – Drive Service Improvement.
	· Identify opportunities to improve administrative processes and data quality.
· Review existing procedures to implement more efficient ways of enhancing performance.
	13 – 18 months
	· Workload reports.
· Completed administrative tasks.
· Senior management feedback.

	Goal 4 – Prepare for Career Progression.
	· Continue developing leadership and management skills by taking on additional responsibilities and expanding knowledge of NHS management.
· Lead cross departmental projects and support wider organisational objectives.
· Prepare for progression into Band 6 management role. 
	19 – 24 months.
	· Performance and audit results.
· Cross-departmental reviews.



This two-year Personal Development Plan will provide a clear progression pathway with realistic 6-month achievable outcomes that can be reviewed during regular performance development meetings and adjustments where required. 
Critical Reflection using Gibbs Reflective Cycle Model:
Description:
For my LCHS4009 presentation, I explored effective communication in health and social care, identifying communication as a key professional skill for my future practice. I explained why communication is essential for person-centred care, teamwork and patient safety, and introduced the SBAR communication model as a structured approach for escalating concerns. To demonstrate its application, I used the example of a care assistant responding to a resident who had become confused and breathless. I also discussed the importance of self-awareness, active listening and adapting communication to meet individual needs, supporting my presentation with guidance from the NMC, NICE and SBAR resources.
Feelings:
Before delivering the presentation, I experienced slight nervousness. My main concern was the possibility of losing my train of thought whilst speaking or not explaining key points clearly. I wanted to ensure that I remained within the expected time limit, while giving each slide equal attention. As the presentation progressed, my confidence began to grow as I was able to explain key points, whilst maintaining consistent eye contact and reducing my reliance on notes.  
Evaluation:
Overall, I believe the presentation was organized and timed well. The use of the SBAR model and a realistic care scenario helped link theory to practice, while supporting my discussion with professional guidance strengthened its credibility.
Reflective writing encourages individuals to move beyond simply describing an experience by using both successful and challenging situations to promote meaningful learning and improvement over time (Artioli et al., 2021). Applying this approach has enabled me to critically evaluate both the strengths of my presentation and the areas that could be improved.
One area identified through feedback was that I did not clearly demonstrate how the SBAR communication model linked to the practical scenario. Although I verbally explained how each stage of SBAR related to the scenario during my presentation, this was not clearly reinforced on the slides. Consequently, the audience may not have been able to fully the relationship between the model and its practical application. This feedback has highlighted the importance of ensuring that visual information reinforces verbal explanations.
Analysis:
This experience reinforced that effective communication depends not only on understanding the content but also on presenting it clearly. While I understood how the SBAR model applied to my scenario, I relied too heavily on verbal explanation rather than ensuring the connection was equally clear on my slides. Reflecting on this feedback has increased my awareness that presentation slides should reinforce spoken information, improving audience understanding and engagement. 
Conclusion:
This experience increased my understanding of the importance of communication, not only as a professional skill but also as an essential aspect of effective presentations. I demonstrated a sound understanding of the topic and supported my discussion with relevant evidence, but I also identified opportunities to improve my presentation skills. Developing greater confidence, maintaining strong eye contact and controlling my pace of speech will improve my ability to communicate effectively in both academic and professional settings.
Action Plan:
To improve my future presentations, I shall rehearse aloud to improve my pace, confidence and delivery. Using the constructive feedback from lecturers, I will be able to focus on key points and make sure that the theory links to the scenario in depth. With this feedback, I will improve my presentation skills in order to progress onto Level 5, which would require a more in-depth and professional presentation delivery. As I progress within health and social care, strengthening these communication skills will improve my ability to work collaboratively with colleagues, communicate confidently with service users and contribute to safe, person-centered care.
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Appendix: NHS Band 5 Office Manager:
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University Hospitals Birmingham NHS
Foundation Trust

Band 5 Office Manager

I The closing date is 21 July 2026

Apply for this job

Job summary

An opportunity to join Umbrella Sexual Health,
part of UHB, one of the largest and most
progressive integrated sexual health services in
the UK, has arisen working directly with the
Service Leadership to develop the service and
Administrative functions.

We serve a diverse population across
Birmingham & Solihull and are shaping a
modern service built on digital pathways, strong
governance and a clear focus on patient centred
care. This is a chance to influence how services
are delivered at scale.

We are looking for an experienced and
motivated Office Manager to lead and develop a
high performing professional administrative
function. This key role involves working with
senior managers and clinical leaders to
strengthen systems, improve pathways and
embed efficient, digitally enabled ways of
working.
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You will provide operational leadership to the
administrative and secretarial teams, ensuring
the smooth running of services, managing
complex workloads, and supporting staff
development and performance. You will act as a
central point of coordination for the leadership
team, supporting decision making, governance
and delivery.

Key deliverables include leading administrative
redesign, improving data quality/reporting,
strengthening digital processes and building a
consistent, professional service across sites,
working with other managers on a project and
programme basis. This is an opportunity to shape
the future of the service and make a direct
impact on patient access, experience and
‘outcomes.

Main duties of the job

An opportunity to join Umbrella Sexual Health
as Office Manager and take a lead role in one of
UHB's most visible and fast paced services is
available.

This is a strong opportunity for an ambitious
office leader who wants real breadth,
accountability and influence with opportunities
to progress in the future within the Trust.

We warmly welcome all applicants who have
worked in matrix organisations or project
environments and are used to leading across
teams, managing competing priorities and
improving how services work which will be a key
part of this role.

You will lead the administrative and secretarial

service, provide direct support to the Clinical
Service Lead, Matron and General Manager, and
help keep clinics, meetings and daily operations
running smoothly across sites. Your remit will
include diary and inbox management, rotas and
annual leave, meeting coordination and formal
minutes, reports and management information
development in within the service on a project
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basis as directed by the General Manager.

We are looking for a credible, organised and
calm leader with strong judgement, excellent
communication, high level IT skills and digital
understanding and a proven record of delivering
results in a busy setting. You should be confident
with senior leaders, compassionate with patients
and staff, and motivated by quality, efficiency
and continuous improvement.

About us

University Hospitals Birmingham NHs
Foundation Trust strives to have an inclusive
culture where everyone feels like they belong,
can thrive, knows that they add value and feels
valued. We do this by developing compassionate
and culturally competent leaders, being values
driven in all that we do and by creating a
welcoming and inclusive workplace that thrives
on the diversity of our people. As such we want
to attract and recruit talented individuals from
all backgrounds, and for each of you to feel
supported for the diversity you bring, to achieve
your full potential. For those staff with a
disability, including physical disability, long term
health condition, mental health or neurodiverse
condition, this also means being committed to
making reasonable adjustments needed for you
to carry out your role.

Date posted
07 July 2026

Pay scheme

Agenda for change

Band

Band 5

salary
£32,073 to £39,043 a year
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Contract

Permanent

Working pattern

Full-time, Flexible working

Reference number
304-1100783

Job locations

Umbrella Sexual Health Services
Whittall Street GUM Clinic
Birmingham

West Midlands

B4 6DH

United Kingdom

Employer details

Employer name
University Hospitals Birmingham NHS
Foundation Trust

Address

Umbrella Sexual Health Services
Whittall Street GUM Clinic
Birmingham

West Midlands

B4 6DH

United Kingdom

Employer's website

‘httpsi//www.uhb.nhs.uk/jobs.htm (Opens in a
new tab)
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For questions about the job, contact:
Hiring Manager

Lee Betteridge-Lyness

Lee Betteridge-Lyness@uhb.nhs.uk
07468756138

[INHS]|

University Hospitals

Birmingham
NHS Foundation Trust

Supporting documents

Privacy notice

University Hospitals Birmingham NHS
Foundation Trust's privacy_notice (opens in a new
tab)

Privacy policy

Ten tion:
Accessibility Statement
Cookies

Help and guidance

© Crown copyright
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Birmingham, England

Education

Certificate of Higher Education (CertHE) in
Health and Social Care (Level 4) (In Progress)
University of Wales Trinity Saint David
09/2025 - 08/2026

Higher National Diploma — Retail Management
- Merit

Solihull College

09/1999 — 07/2001

Intermediate GNVQ — Retail and Distribution —
Distinction

Solihull College

09/1998 — 07/1999

Level 3 NVQ — Customer Service
12/1998 — 07/2000

GCSE

Small Heath School

09/1993 - 07/1998

8 GSCE'S Achieved including Maths, English
and Science

Intermediate GNVQ — Business Studies
Merit

Dilnawaz Khan

Summary

| am a compassionate, reliable, and hardworking individual with a
keen interest in making positive difference in people’s lives. | work
well both independently and as part of a team, maintaining a calm
and professional approach in challenging situations. | have
excellent communication and interpersonal skills, enabling me to
build trusting relationships service users and colleagues. |
embrace new challenges and view them as opportunities to
develop my skills and expand my knowledge.

Experience

Trusted Housing — Housing Benefits Manager -
05/2022 — Present

« Manage Housing Benefit applications for residents in
Social Exempt Accommodation.

e Lead and delegate team workloads to ensure deadlines
and service standards are met.

* Manage complex cases and provide guidance on
Housing Benefit claims and appeals.

 Liaise with local authorities to resolve claims and
appeals.

« Maintain accurate tenancy records and ensure
compliance with Housing Benefit procedures.

* Train and support colleagues while contributing to
service improvements and organisational objectives.

Twenty Fifth Avenue Ltd — Support Worker -
05/2024 - Present

« Provide person-centred support to vulnerable with a
range of support needs.

* Promote independence through support planning, goal
setting, and life skills development.

e Complete and review support plans, risk assessments,
and accurate case records.

« Support residents to access healthcare, benefits,
appointments, and community services.

« Respond professionally to challenging situations while
promoting safeguarding and wellbeing.

Fox Hollies Newsagents — Independent Retailer -
07/2017 - 05/2022

Managed all aspects of the daily operations.

Delivered excellent customer service.

Managed stock control, ordering and supplier relationships.
Handled cash management, banking and financial records.
Implemented strategies to increase revenue.
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Interests

« Travelling and exploring new places, cultures and
experiences.

« Enjoying outdoor activities, road trips and
discovering new destinations.

« Spending quality time with family and friends and
maintaining a healthy work-life balance.

* Keen interest in cars, motoring and automotive
technology.

Skills

Leadership and team management
Person-centred support

Attention to detail

Housing benefit and welfare benefits administration
Safeguarding and confidentiality

Communication and interpersonal skills

Problem solving and decision making

Organization and time management

Record-keeping and report writing

Staff training and development

Customer service

Policy and procedure compliance

Kingstanding and Erdington Cars — Self-employed
Private Hire Taxi Driver — 05/2005 — 07/2017

« Provided a safe, reliable and professional transport service

« Delivered excellent customer service to a diverse range of
passengers.

* Planned efficient routes and managed bookings to ensure
punctuality.

« Carried out daily vehicle safety checks and maintained vehicle
standards.

« Assisted passengers with luggage and mobility needs where
required.

o Complied with licensing regulations, road traffic laws, and company
policies.

Tesco — Trainee Team Leader — 04/2004 — 05/2005

Coordinated daily operations of running the store and petrol station.
Managed stock replenishment, rotation and merchandising.
Carried out routine forecourt safety checks and reported hazards
promptly.

Assisted with opening and closing procedures, including cash
reconciliation.

Operated tills, including fuel and retail transactions, and supported
the achievement of store performance targets.

Tiles R Us — Assistant Manager — 08/2002 — 09/2004

« Supported the management of the showroom and retail operations.

« Advised customers on suitable products to meet their requirements
and budget.

o Supervised staff and maintained high standards of customer
service.

* Managed stock control, supplier orders, and showroom
presentation.

* Processed quotations, sales, invoices, and orders accurately.

« Resolved customer enquiries and complaints.

Millets — Senior Supervisor / Relief Manager
12/1998 - 08/2002

* Supervised the day-to-day running of the store and managed the
store on Sundays.

« Led, motivated and supported colleagues to deliver excellent
customer service.

« Managed stock control, merchandising and in store displays.

« Used extensive product knowledge to recommend suitable outdoor
clothing, footwear, and camping equipment, ensuring customers
purchased products best suited to their activities and requirements.

« Assisted with staff training, performance, and daily task allocation.





