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[bookmark: _Toc695233283]1.1 Introduction
This report will be covering the role of an NHS 11 health care advisor. As a 111 advisor there is a lot of responsibility as they are the first point of contact for anyone who is unwell or injured meaning that the patient would be very dependant on the advice given to them by the 111 advisor. Their role requires emotional intelligence as when speaking on the phone to members of the public as some cases may be sensitive and emotional although it may not be an emergency.  The report will cover the use of the skills the member of the NHS already have and how they can develop and expand on those skills. 

[bookmark: _Toc1915621813]2 NHS 111 Health advisor in the Health and Social Care Field

[bookmark: _Toc796087951]2.1 Description of NHS 111 Health advisor in Health and Social Care 

The NHS 111 health advisor role is very important as they provide the public with immediate medical advice are required to use the NHS pathway to breakdown and categorise the patients based on their symptoms to get an understand of what advice they will need referring them to the correct services. They must be able to control their emotions when dealing with sensitive cases. Some duties include call handling, assessing patients needs, training new members of staff etc. These duties show why certain key skills are needed for example effective communication, ask precise questions, and explain instructions clearly to callers who may be distressed, confused, or experiencing urgent symptoms. Emotional resilience and calmness are equally important; callers often present with anxiety, emergencies, or sensitive personal issues, so advisors must remain composed and professional. Teamwork skills are very important as Health Advisors work within a multidisciplinary environment, coordinating with clinicians, ambulance services, and other urgent care teams to ensure the correct patient support is given. Therefore, communication, critical thinking, emotional intelligence, teamwork are essential skills that enable Health Advisors require to deliver safe, timely, and effective care to the public. 

[bookmark: _Toc1426973069]2.2 Explanation of Most Significant Skills Needed for NHS 111 Health advisor in Health and Social Care

Effective communication is one of the most important skills for an NHS 111 Health Advisor because it directly shapes the quality and safety of every call. The job description states that advisors must adapt their communication style to meet the differing needs of callers, especially in stressful or difficult situations, while providing clear advice and health information. This highlights how communication goes beyond simply speaking clearly; it requires active listening, empathy, and the ability to remain calm when callers are anxious, confused, or experiencing urgent symptoms. Advisors must ask precise questions to assess the situation accurately and explain instructions in a way that callers can understand and follow. Strong communication ensures that patients receive the right care pathway, reduces misunderstandings, and supports patient safety. Therefore, communication is a core skill because it enables advisors to deliver safe, accurate, and compassionate support to the public.

Critical thinking is essential for NHS 111 Health Advisors because they must make safe, timely decisions based on the information callers provide. The role requires advisors to assess patients’ needs using the NHS Pathways triage tool and accurately record all details to determine the most appropriate care response. This means advisors must interpret symptoms, follow structured clinical algorithms, and make quick decisions about whether a caller needs self‑care advice, urgent GP support, or an emergency ambulance. Strong analytical skills help advisors navigate complex or unclear situations, especially when callers struggle to describe their symptoms. Without this skill, the risk of mis‑triage increases, which could delay essential care or overwhelm emergency services unnecessarily. Hence why critical thinking and decision‑making skills are crucial because they ensure callers receive the correct level of care at the right time.
[bookmark: _GoBack]Emotional intelligence is a key skill for NHS 111 Health Advisors because the role involves managing sensitive, distressing, and high‑pressure situations. This shows that advisors regularly speak to people who are frightened, in pain, or experiencing emergencies. Remaining calm, professional, and focused helps advisors provide reassurance and make safe decisions even when callers are distressed or the situation feels overwhelming. Emotional resilience also supports wellbeing, allowing advisors to cope with the emotional demands of the role and maintain consistent performance across shifts, including nights and bank holidays. Therefore, emotional intelligence is essential because it enables advisors to deliver high‑quality care while managing the pressures of urgent and unpredictable situations.
When NHS 111 Health Advisors lack key skills such as communication, analytical thinking, and emotional resilience, patient safety is at risk. Advisors must assess symptoms accurately using NHS Pathways, adapt communication under pressure, and manage sensitive information. Poor communication can lead to misunderstandings and incorrect triage, while weak analytical skills may cause misinterpretation of prompts and failure to escalate emergencies. These errors increase pressure on A&E, delay ambulance responses, and reduce public trust. For example, when a parent panics as their child struggles to breathe, the advisor must stay calm, ask structured questions, and give clear instructions. 

[bookmark: _Toc992114325][bookmark: _Toc1405407187]3 Strategies for Skill Improvement for NHS 111 Health advisor
3.1 Three Strategies to Improve the Skills for NHS 111 Health advisor

One effective strategy for improving communication is active listening. This technique helps reduce misunderstandings and keeps conversations calm and constructive. The report explains that active listening involves attending fully, paraphrasing key points, and reflecting emotions to ensure accurate understanding and lower emotional arousal. By practising these steps, NHS 111 Health Advisors can communicate more clearly with distressed callers, improving triage accuracy and preventing escalation. According to (Dr. Lena Agree. Available at: https://drlenaagree.com/strategies-for-effective-communication-how-to-improve-communication-skills-for-personal-and-professional-success) “Effective communication is the intentional process of conveying information and emotion so that the recipient interprets the message as intended and responds adaptively”
One effective strategy for improving emotional intelligence is emotion regulation. The report explains that regulating emotions involves recognising when feelings become overwhelming and using techniques such as deep breathing, pausing, or taking a short break to recalibrate. These steps help individuals respond thoughtfully rather than react impulsively, reducing conflict and improving clarity in stressful interactions. By practising emotion regulation, NHS 111 Health Advisors can stay calm with distressed callers, make safer decisions, and communicate more effectively during high‑pressure situations. (Goleman, D. (2024) 10 Strategies for Mastering Emotional Intelligence. Psychology Today Canada. Available at: https://www.psychologytoday.com/ca/blog/optimizing-success/202405/10-strategies-for-mastering-emotional-intelligence) states “Emotionally intelligence teaches you how to listen so that others are heard, not so that you can reply”. 

One effective strategy for overcoming critical thinking struggles is developing metacognition. The report explains that metacognition “thinking about thinking” helps students become aware of their thought processes and recognise biases that limit reasoning. By practising reflective journaling or “think‑aloud” methods, learners can identify flawed assumptions, monitor their reasoning, and adjust their approach to problems more effectively. Strengthening metacognition directly improves critical thinking because students learn to evaluate how they reach conclusions, leading to clearer judgement, deeper analysis, and more independent decision‑making. (Mission.io Team (2024) Barriers to Critical Thinking—and How to Break Them. Mission.io. Available at: https://mission.io/blog/barriers-to-critical-thinking-and-how-to-break-them) states “Metacognition is essentially thinking about thinking. When a student lacks metacognition, it means they aren’t aware of what they’re thinking or how they’re thinking”.
	

[bookmark: _Toc1799977123]4 Conclusion
Overall, the role of an NHS 111 Health Advisor relies heavily on strong communication, critical thinking, emotional intelligence, and teamwork. These skills ensure advisors can accurately assess symptoms using NHS Pathways, remain calm during distressing or sensitive calls, and make safe decisions under pressure. Without these abilities, mis‑triage, delays in care, and reduced patient trust become far more likely. Effective communication, emotional resilience, and analytical thinking allow advisors to support callers compassionately while coordinating with wider healthcare teams. Therefore, these core skills are essential for delivering safe, timely, and high‑quality care to the public.
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