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Task 1: Personal Action Plan for a Support Worker Role
Job Role: Support Worker in Health and Social Care
Support workers play a crucial role within the health and social care sector by supporting individuals with a range of physical, emotional, or mental health needs. Their work enables people to live safely, independently, and with dignity. As support workers are part of a multi-disciplinary team, they assist with day-to-day living tasks, emotional reassurance, safeguarding responsibilities, and maintaining those who require the services overall well-being. They also work closely with families and other professionals to ensure care is consistent and holistic. The role is people-centred and can sometimes be unpredictable; support workers must demonstrate compassion, adaptability, resilience, and strong interpersonal skills to manage the diverse challenges they may encounter in practice (Care Learning, 2024).

Key Skills Required and How I Meet Them
A key skill required for this role is empathy. Empathy enables support workers to connect with service users, understand what they are feeling, and respond in ways that reduce distress and promote a comfortable and safe environment. In my own experience, I have demonstrated empathy by listening without judgment, validating feelings, and adapting my communication depending on the way the person I am speaking to is feeling emotionally. This approach helps build trust, especially when working with vulnerable clients who may be experiencing anxiety or uncertainty (UK Care Guide, 2025).
Another essential skill is active listening, which involves paying full attention, withholding assumptions, and responding appropriately. I practice active listening by giving individuals time to express themselves, repeating key information to confirm understanding, and using verbal cues to show engagement. This will reassure the clients that their voice matters, which is important for person-centred care.

Communication skills, both verbal and non-verbal, are just as important. Support workers must be able to communicate clearly, adjust language to suit different audiences, and maintain a respectful and supportive tone. I am confident in explaining complex information in simple terms, which is particularly useful when supporting individuals with limited health literacy. My non-verbal communication, such as maintaining appropriate eye contact and using open body language like nodding, also helps clients feel safe and understood (Pulse Nursing at Home, 2023).
Cultural competence is another crucial ability within health and social care. Support workers must be able to work respectfully with people from different cultures, religions, and races. I will avoid any assumptions and instead ask individuals about their preferences, routines, and beliefs to ensure care is inclusive and personalised (NHS England, 2025).
Finally, resilience and stress management are vital. Support work can involve emotionally challenging situations, including conflict, distress, or crisis intervention. I have developed strategies to keep calm under pressure, such as grounding techniques and planning tasks effectively. This allows me to remain professional and supportive, even in difficult circumstances (Skills for Care, 2025).

Skill Gaps and Personal Development Plan
I recognise areas where I need to further develop. One area is improving emotional balance, especially when dealing with clients who present challenging behaviour. At times, I may overthink and overwhelm myself with their emotions and situation, which can impact my confidence. I also struggle occasionally with patience, especially when working under time pressure or managing multiple demands.
To address these challenges, I will implement a structured Personal Development Plan (PDP). First, I will commit to weekly reflective practice using the ERA model to analyse interactions and identify emotional triggers. I will also seek regular feedback from supervisors at my university/college, as they can help me recognise patterns in my behaviour that I may overlook.
Within the next two months, I plan to attend training workshops focusing on emotional resilience, conflict management, and stress regulation. 
These courses will provide techniques such as de-escalation strategies, breathing exercises, and boundary-setting. I will also create a clear work–life balance routine by scheduling self-care activities, resting adequately, and avoiding taking work-related stress home, as I am also a mother. Maintaining personal well-being is essential in preventing burnout and ensuring that I remain effective in my professional practice (Pulse Nursing at Home, 2023).


Interview Preparation
Question 1: What are your strengths for this job?
My strengths include empathy, patience, adaptability, and strong communication skills. I am calm under pressure and can support clients with compassion. For example, I once supported an individual experiencing severe anxiety by giving them space to speak openly and using grounding techniques to reassure them. This helped reduce their distress and strengthened trust.
Question 2: What are your weaknesses?
A weakness I am working on is managing emotional involvement. I sometimes become overly invested in clients’ situations, which affects my ability to step back and remain objective. To improve, I use reflective practice, supervision sessions, and resilience strategies to process emotions healthily.
Question 3: Why is safeguarding important?
Safeguarding protects vulnerable individuals from abuse, neglect, and harm. It is a legal requirement and a moral responsibility. Effective safeguarding ensures individuals can live safely while maintaining their dignity and rights (Care Learning, 2024). For example, recognising early signs of neglect and reporting concerns immediately can prevent serious harm.

Task 2: Academic Report
Effective communication is a fundamental component of high-quality care within health and social care settings. It allows professionals to build trust, understand individual needs, and deliver support in a safe, respectful, and person-centred manner. Without strong communication skills, service users may feel misunderstood, unsafe, or unable to express their needs.
Verbal and Non-Verbal Communication, support workers must be proficient in both. Verbal communication involves clarity of speech, appropriate language, and adapting one’s tone to suit the audience. For example, a support worker may need to simplify medical information for a service user while using more technical language when speaking to colleagues. Clear explanations reduce confusion and empower clients to make informed decisions (Care Learning, 2024). Non-verbal communication includes facial expressions, posture, gestures, proximity, and eye contact. These cues often communicate emotions more powerfully than words. For instance, a reassuring smile or calm body posture can reduce anxiety, while crossed arms or a tense expression may unintentionally signal impatience or disapproval (Pulse Nursing at Home, 2023). Active listening and empathy are essential for building rapport and understanding. It requires giving full attention, acknowledging the speaker’s feelings, and responding thoughtfully. Support workers who demonstrate active listening help clients feel respected and valued, which is particularly important when working with individuals who may feel vulnerable or anxious (UK Care Guide, 2025). Empathy strengthens communication by enabling support workers to connect emotionally with clients. It helps workers interpret unspoken concerns, respond sensitively, and build trust. Empathy is foundational to person-centred care because it ensures the individual’s experiences and emotions are recognised. Several barriers can hinder effective communication.

Some clients may struggle with language differences, especially if English is not their first language. Others may face emotional barriers, such as fear, distress, or past trauma, which make it difficult to express themselves openly. Environmental factors, including noise, lack of privacy, or busy settings, can also disrupt communication (Skills for Care, 2025). Certain service users, such as those with dementia, learning disabilities, or mental health conditions, may have unique communication needs. Without adapting communication appropriately, support workers risk misunderstanding them, which can lead to mistakes in care. To overcome these barriers, support workers can adopt several strategies. Using interpreters or translated materials helps bridge language gaps. Simplifying language, using visual aids, or demonstrating tasks can support clients with cognitive difficulties. Support workers can also create quieter spaces, ensure privacy, and speak slowly to help service users process information (NHS England, 2025). Developing cultural competence is additionally important. Understanding cultural norms, communication styles, and religious sensitivities helps ensure that communication is respectful and appropriate.

Communication plays an essential role in safeguarding. Support workers must be observant, recognising both verbal and non-verbal signs of abuse or neglect. They must be able to record concerns clearly and report them promptly, following organisational policies. Effective communication ensures that safeguarding decisions are accurate, timely, and documented correctly (Care Learning, 2024). Communication skills can be developed. Support workers can attend training, engage in reflective practice, participate in supervision sessions, and seek feedback from colleagues. Reflecting on interactions allows workers to understand what went well and what could be improved. Small adjustments, such as speaking slower, using empathetic language, or improving body posture, can make a significant difference to client experience (Skills for Care, 2025).
Conclusion
Communication is a multifaceted skill that underpins every aspect of health and social care work. By strengthening verbal communication, active listening, empathy, and cultural competence, support workers can deliver safe, inclusive, and compassionate care. Effective communication not only improves outcomes but also enhances trust, dignity, and service-user satisfaction.

Task 3: Reflective Analysis Using the ERA Model 
Experience
For my presentation, I focused on the topic of my experience as a manager in a post office as I did not have any experience working in a health and social care environment. While I felt well-prepared in terms of content, I struggled with anxiety about presenting in front of others. On the day, I found myself speaking too quickly, avoiding eye contact, and relying heavily on my notes. Although the presentation was delivered, I sensed that my confidence levels and body language did not fully reflect the depth of my understanding of the topic. The experience left me feeling relieved that it was completed but also slightly disappointed with aspects of my delivery.

Reflection
Reflecting on the experience, I realised that although my knowledge of safeguarding was strong, my communication style undermined the clarity of my message. Speaking too quickly made it difficult for the audience to follow certain points, and avoiding eye contact reduced engagement. My lecturer’s feedback highlighted that my content was detailed and well-researched, but I needed to improve pacing, projection, and interaction with the audience.
This made me aware of how important non-verbal communication is when presenting. Even if the material is strong, poor delivery can affect how the message is received. I also recognised that my nerves stemmed from low self-confidence and fear of judgement. This emotional response influenced my tone and posture, making me appear less confident than I actually felt.I also recognised that part of my anxiety came from placing too much pressure on myself to perform perfectly. This mindset made me overly self-conscious, which distracted me during the presentation. Reflecting on this helped me understand the importance of being kinder to myself and recognising that mistakes are part of learning.
The reflection also showed me that preparation is not only about researching the topic but also about practising delivery, rehearsing timing, and visualising success. I had focused heavily on the academic content and not enough on developing the confidence needed to present it effectively.

Action
To improve my presentation and communication skills, I will implement several steps.
First, I will begin practising public speaking in low-pressure environments, such as small group discussions or informal presentations. This will help build confidence gradually. I will also record myself presenting so that I can analyse my tone, pace, posture, and eye contact. Watching myself objectively will allow me to identify specific areas for improvement.
Second, I plan to attend workshops and training sessions focused on presentation skills, body language, and managing anxiety. These sessions will provide practical techniques, such as breathing exercises, grounding strategies, and methods for engaging the audience confidently. I will also work on developing emotional resilience. This includes practising mindfulness, journaling after stressful situations, and using reflective models such as ERA to explore my emotional responses. This will help me manage nerves better and prevent anxiety from interfering with my performance. Additionally, I will seek ongoing feedback from peers and lecturers. Their perspectives will help me understand how my delivery is perceived and whether the strategies I am using are effective. Finally, I will incorporate regular reflection into my practice. Using the ERA model after each experience will help me track my progress, understand my emotional triggers, and identify what strategies are most effective over time. By improving my confidence, resilience, and communication skills, I can enhance my future presentations and become more effective in my professional role.
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