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1) Ex summary
This purpose of this report is to analyze and discuss about the profession development skills of administration manager in an NHS organization, and the importance of an excellent customer service skill. This report will outline the employability skills required to deliver administration position for the NHS post, the report will show the process of interview skills and CV skills.
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Introduction
This report is written in order to analyses the employability skills of the researcher against the needs of the employers and employment.
This report will outline the skills of a CV writing skills to interview skills; it will show the different between the personal development skills with in the administration manger post.
This report will include an overview of the skills and requirements for employers and employment. The requisite skills discussed include time management and interpersonal skills, salary, I.T skills, team player and what qualification is required. The conclusion has compared the skills required by employers with those of the writer and offers based on the job role as administration officer for the NHS.
The Training and development skills is also very important to all business and service, Regular staff and managers need regular training which will also improve the service, it will also motive member of staff to learn more and move forward to gain senior position. Working as a team will allow individuals to learn and cooperate with each other and will increase the chance of solving problems. (North Staffordshire Combined Healthcare, 2018).
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Personal development 

My current job status is administration officer within a large busy hospital that is funded by the NHS health care.
My role involves customer service skills, communication with patient at front desk as well as telephone communication with patient and colleagues. Communication is the key to my job role (Morgan, 2017) as I am continuously interacting with various people with different backgrounds. 

· Personal development to gain experience I had to do courses on NHS software such as D&T, PMS, to full fill my job role I had to learn the following skills to help patients with appointments, it is very beneficial to learn the NHS software skills to understand why patient are in the hospital and where there are appointments are.  

· I needed a level 3 in administration skills to full fill my duties 

· Level 3 NVQ on administration, to gain knowledge how to run a busy office.

· Level 3 NVQ on administration I had to get in to apprentice and get a job in a GP surgery to learn and get my NVQ, the skills I have learnt were how to answer telephone calls and how to manage the calls, how to use Microsoft words, excel and power point. 

· I have trained new staff when they join the team, needing excellent team skills to train new member of staff. 

· Working under pressure as there’s always short staff working and covering shifts. Working to meet deadlines and meet targets.
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Questionnaires		 (1 = strong        5 =weakness)

GO MAD questionnaire- personal development questionnaire
1. I have good communication skill				1 2 3 4 5

2. I am confident in working with other people			 1 2 3 4 5

 
3. I have strong IT SKILLS						1 2 3 4 5

4. Confident telephone skills					1 2 3 4 5

 
5. Understand categorizing importance of referrals    		1 2 3 4 5

6. I Can work alone						1 2 3 4 5


7. Control complaints						1 2 3 4 5 

8. Can make own decisions					1 2 3 4 5  


9. Meet Targets on weekly basis				1 2 3 4 5

10. Organize and conduct meetings				1 2 3 4 5   


11. Patient confidentiality						1 2 3 4 5 
 
12. Be able to show sympathy					1 2 3 4 5 





Page 5
SWOTS
Strength- My strength is communication skills’ working for the NHS it is very important to have excellent communication skills to interact with member of staff as well as patients. Communicate with member of staff to update the outcome of the workload, communicate with patient to pass correct information to patient and about their health. Communication is one of the most important skills for administration officer, communication can get success in all NHS service, you should also have a positive attitude, excellent listen skills because as working for the NHS you need to be able to understand and listen to patients and your collogues. Always maintain eye contact as well as body language. (Morgan, 2017).  Administration officer making sure that staff understands the strategic direction of the organization. (Quality and performance in the NHS, 2000).
IT skills - Having IT skills is one of the key point as NHS works under IT such as D&T, PMS and PARIS, they are the most important data which the NHS uses, D&T,PMS and PARIS stores patient information Many NHS jobs requires good understanding of I.T skills, I.T skills are required for Patient records. NHS service using I.T for everything, the system they use are PMS which is a database to manage all patient information. Many non medical and non clinical NHS staff is computer based. The Software that is mostly used is Word and excel. (Gotojobboard.com, 2018) all patient and staff information are entered on the NHS software database.
 Impersonal skills- Interpersonal skills are the skills everyone uses every day we communicate and interact with other people, both individually and in groups. People that have excellent interpersonal skills are often more successful in both of their lives professional lives and personal lives (2011-2018, 2018). Interpersonal skills include a very wide range of skills many are centered on communication, such as listening, questioning and understanding body language, those are very important part of working for the NHS service. They also include the skills and attributes associated with emotional intelligence or being able to understand and mange you’re own and others emotions. (20111-2018, 2018)
Telephone skills customer service skills- It is very important to have an excellent customer service as you are dealing with patient you need to build up good and friendly relationship between patients and collogues. This is because meeting and exceeding the expectation of the patients and to be able to respond to patient’s demands quickly and efficiently will make the patient be satisfied with the NHS service. A customer service manager needs to be friendly and honest with the team member this can motivate excellent customer service from the team itself. Management should be able to treat everyone equally such as individual race, color, gender or religion etc. this is because it will create excellent atmosphere in the workplace. (Morgan, 2017).
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Telephone customer service is also very important, to speak clearly over the phone and understanding what patient are saying and requesting, this can build up relationship between you and patients, There are 5 key points to have an excellent customer telephone skills they are 1) Adopt a positive tone over the phone, 2) Clear Enunciation, 3) Be Sincere 4) Use their name while speaking to patients the final one is 5) leave patients satisfied, (2011-2018, 2018) this can all be part of excellent telephone customer service skills, to improve the skills telephone courses are available. (2011-2018, 2018) Finishing a conversation in a well mannered can lead up to patient who is angry call to a pleasant experience for the patients. (2011-2018, 2018)
Weakness
Time management- my time management is very weak I am unable to keep my time management steady as there many things going on in my life such as 2 jobs doing degree on business and management trying to manage everything at once it is very difficult, I can manage this by organizing my day to day routine plan my day and keep diary makes notes and what that needs to be done and left to do, I can improve this by being productive and making notes and do my assignment on my break and free time, work around my working hours, writing thing down does help lot and keeping some free gaps in my diary for appointments. To attend course and gain knowledge, make my weakness in to strong strength.
Report writing is another weak point of mines understanding what to write in my report, when there is a patient I have to write a report, I find this very difficult as I get stuck what to write on my report, my writing skills is not very good and I have a lot of spelling mistakes, to make this my strong strength  I need to attend courses on how to write a report and understand a report writing, read books and do research and learn how to spell by reading books on my free time.
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Opportunities
Doing this degree I will be able to get Better job position such as a manager post at the NHS health care as a band 7. Most administration management look for degree or NVQ to get in to management post must have an excellent IT skill, excellent customer service skills and have management studies as well as customer service studies.( Morgan, 2018) some Employers may expect to have GCSES at grades 9 to 4 (A* TO C*) that’s is including Math’s and English. Telephone and typing are required. Experiencing or temping could lead to a permanent Job at the NHS (Nationalcareersservice.direct.gov.uk, 2018)
There are many threat as there are many people who has better qualification who are applying for the same position people might have years of experience on the job role with better qualification and more experience.
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This is my personal development plan

	Date
	Action
	HOW?
	Time
	Date archive 

	23 mar 2018
	To complete study skills
	To Attend classes every Tuesday and Wednesday and complete assignment 
	1 Year- Jan 2019
	 TBA

	 23 Mar 2018
	First aid course
	Attend 2 days course in may at NHS Healthcare
	May 2018
	TBA

	03 Mar 2018
	NVQ Level 2
	To Attend 2 weeks course in Sept for NVQ ADMIN 2
	SEPT 2018
	TBA

	28 Mar 2018

	IT training 

	To Attend 2 days training day 

	
APR 2018
	
TBA



I have designed the above PDP according to my current job role, My current role of administrator is a demanding job and requires many skills as I mentioned in part 1 of my assignment,  however from all the skills, the above are the main actions I feel I need to improve on. The study skills course  is currently revision two days a week and I have six assignments to complete in one year, the assignments are a challenge as I have never done one these before, but I found reading and doing research is helping to be able complete these tasks along with time management.
My current job roles includes me working with adult patients as well as children, it was bought to our attention by my current line manager  that First aid course is going to be compulsory to complete as many of our patients are aged between one and sixteen years and are prone to injury when the attend the surgery. The course is two days and I have arranged time off work alongside cover to be able to attend this course, by completing this course it will make me more knowledgeable in understanding how to cope if incident occurs.
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Support Mechanisms
Family and friends
I have great support from my family, especially my husband he supports me when I feel I cannot complete my work and will advise me on how to manage my time so I can have both my work done and have chill time too. Unfortunately my mum lives in London and being over 200miles apart makes it difficult to express my feelings but as a mum she knows my mind and will give me support and lifts my spirits.
My tutor has helped me a lot with guidance in the class, she is always willing to answer my questions and also to give us extra time will take few hours out in the day that all students can go and ask questions, she will guide us and give adequate help that will lead to completion of assignment.
My manager at work  at work has helped me with a work/study balance, she has allowed me to have two days off in the week to attend my weekly classes and encourages me to complete the study skills course as this can lead me to have a better job in the future and improve my  current role as administrator.
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Part 2
Administrator job description

Hospital administrators coordinate all departments within a healthcare facility to ensure they function as a whole. Their role is demanding and requires clear communication and teamwork with all staff all over hospital. It will require assisting NHS patient making or changing appointments, make phone calls to patient regarding cancellation of appointments amongst other duties such as:

· Serving as liaisons among governing boards, medical staff, and department heads
· Recruiting, hiring and evaluating nurses, doctor and assistant administrations
· Organizing, directing, controlling and coordinating services as set by the hospital board.
· Overseeing the creation and implementation of programs and policies for patient service, quality assurance public relation outreach and departmental service, quality assurance, public relations outreach and departmental activates.
· Developing and expanding programs and service for scientific research and preventive medicine
· Long – term planning
· Operating objectives and budgets
· Long- term planning using staff diary
· Efficient delivery of medical service 
· Delegate patient appointments,
· Adhere to hospital policy changes
Their strong interpersonal skills are required when supervising and mentoring staff, interacting with the community and collaborating with governing boards
Job Summary: 
· To support the Practice Manage, in ensuring the smooth running of the practice. Where required, develop efficient systems of management to include IT, Human Resources, Financial Management and to delegate tasks appropriately.
· To promote the development and maintenance of a quality learning environment throughout the practice.
· The post holder will be a member of the surgery management team with the delegated responsibility for overseeing the day-to-day operation of the surgery. They will ensure the effective processing of all administrative work and appropriate liaison with the reception and administration team.
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Job Responsibility
Payroll
· To complete and maintain relevant documentation pertaining to new reception/administrative staff ensuring timely notification to the practice HR lead and payroll department.
· To advise the payroll lead for the practice of any monthly adjustments pertaining to payroll.
· To ensure the relevant documentation for personnel joining and leaving the pension scheme is completed ensuring timely notification to the practice HR lead and payroll department.
Recruitment clinical and non-clinical staff
· To support the Practice Manager in all processes pertaining to the recruitment of clinical and non-clinical.
· Lead induction of new reception staff to ensure they are well trained with sufficient mentorship, supervision and support to safely and competently carry out their duties. (Jobs.nhs.uk, 2018)
Staff Supervision
· To deputies in the absence of the Practice Manager for matters relating to staff welfare.
· To ensure effective supervise the work of the reception team and co-ordinate support services for other team members.
· To ensure rapid response to incoming telephone calls and ensure appropriate action is taken and messages are recorded and take immediate corrective action when needed.
· To identify training needs of reception staff and provide support in the achievement of the objectives of their personal development review.
· To lead the reception staff appraisal system using practices appraisal documents.
· Identify own training and support needs, and work with manager to support them
· Lead reception meetings and positively contribute to the work of the management team. Attend Clinical Meetings to understand how the Clinical and Administrative team can work closely together.
· To ensure that leave is approved appropriately, and when too many staff has requested appropriately and fairly reject.
· To provide support to the clinical and nursing teams to ensure appropriate rotating and management.
· Provide detailed procedures for staff to perform tasks with consistency.
· To participate in new reception staff induction.
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· To co-ordinate Practice Team Meetings in accordance with the agreed practice timetable.
· To regularly review the performance of reception staff in line with practice procedures.
· To ensure the fair allocation of holiday reception staff and ensure adequate cover during holiday, sick or study leave.
· To organize GP Locums as and when.
· Identify problems in staff performance and make appropriate records. Inform the Practice Manager of any relevant problems.
· Monitor lateness, sick leave and unauthorized absences in the reception team and provide monthly reports to the Practice Manager.
· To minimize overtime worked by the reception/admin team and inform the Practice Manager / Senior Manager ensuring that this is within the financial restraints of the practice budget.
· Report to the Practice Manager episodes of staff discipline or grievance, and assist with investigations.

Personal/Professional Development: 
The post-holder will participate in any training programmed implemented by the practice as part of this employment, such training to include:
· Participation in an annual individual performance review, including taking responsibility for maintaining a record of own personal and/or professional development.
· Taking responsibility for own development, learning and performance and demonstrating skills and activities to others who are undertaking similar work (Jobs.nhs.uk, 2018).
The best way to write CV is to keep it simple, Identify the right persona details and to add a personal statement the 5 following are, (Anon, 2018)
1. Know what to include in the skill section. ... 
2. Mention former jobs. ... 
3. Don't forget your qualifications. ... 
4. Tailor it to the application. ... 
5. Keep it up to date
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The process will follow as looking for candidates that matches the closes of the job description, candidate that has more work experience on the job description. There are few things employers look for and they are: 
1) Knowledge 
2) Skills
3) Abilities

4) behaviours
5) expertise
6) performance

 The managers will read and look at the key points on the CV to select the right candidates. They will have a look into 3 things which are
1) Can this person do the job
2) Will the person do the job
3) Will they be fit to do the job
There are many type of interview which can be selected from choosing how many candidates to be interview or from doing 15 mins presentation there are 2 type of interview process 
1) Verbal interview

2) Assessment centre interview 

Structured or semi structured, competency based interview.
Verbal can be like face to face interview in front of 3-4 people as well as being one to one interview. It could be panel interview, selected board interview which they bring people from outside the board for the interview.
Assessment centre interview could be presentation, activity with groups, problem solving discussion in front of people.
The great things about assessment centre interview are you can show their self more and show the experience and knowledge that they may have. Like how their communication skills are like if they are an excellent team player. Candidates are able to show all the skills together. Would be able to see how quick candidates can up with ideas.
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Conclusion 
This report concludes the success of how to get a role as an administrative manager post. This will lead to profitable and successful business in the long and short term. Also the importance of employability skills are needed also have a successful career in administration manager officer role within the NHS service. There are opportunities to make you move forward and make a successful living out of it in the future. There are loads of training and course that can be carried out within the NHS service which the NHS funds for. The best process would be to get a job as a administrate manager officer would be to do assessment centre interview which they would be able to show their skills and show their communication skills and able to show if they are a good team player, able to do assessment centre interview can show the candidates are confident and has knowledge about the job role, able to see how confident they are.
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Recommendation
NHS administration is recommended that you are required the following
1) Excellent I.T skills, able to use NHS software which has patient information such as appointments and personal information.
2) Good communication with patient as well as with colleagues, communication is one of the most important skills required as it will help the NHS service move forward.
3)  Handling patient’s quires in well mannered way, making sure patient and member of staff are happy.
4)  To improve on customer satisfaction to build up the long term relationship with patient and member of staffs. 
5) Always keeping patient up to date with patient information sending letters to patient with information and appointments letters or texting with appointments and update.
6) Skill required for NHS administration are Organizational skills ,I.T skills, number skills and excellent level of English spelling and grammar
7) Keep CV short and simple easy for the employers to read and understand 
8) Assessment interview process show yourself confident. 
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