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[bookmark: _Toc216751398]Practical Portfolio 

Introduction: 

This portfolio illustrates my readiness for a career in health and social through reflection, skills development, and career planning. It identifies a specific job role and emphasizes the essential skill of effective communication, which was a key focus of the module. Included are an academic report on communication a gibbs reflective model reflection on my LCHS4009 presentation, feedback from my lecturer, a personal action plan, a personal development plan, and preparation for interviews. Overall the portfolio showcases my ability for professional practice and commitment to continuous development. 

[bookmark: _Toc216751399]TASK 1: (800 words) 

Task1 

Job Title: Nurse Receptionist

Role Overview:

A Nurse Receptionist is essential in healthcare, managing appointments, maintaining records, and facilitating communication while ensuring confidentiality and professionalism. Acting as the first point of contact, they enhance patient experiences and support reception operations by using medical terminology and basic clinical knowledge to gather information and liaise with clinical teams for patient safety.
[bookmark: _Toc216751400]Personal action plan(PAP)
	Key skills
	Explanation of the skill
	How I meet the requirements

	Communication skills
	Clear communication—verbal, non-verbal, and written—is crucial for effective interaction with patients, relatives, and healthcare professionals, ensuring both understanding and professionalism.
	To improve communication skills, actively listen, speak clearly and politely, complete relevant training, and apply feedback from peers and supervisors.

	Customer service

	A nurse receptionist serves as the initial point of contact, delivering welcoming, respectful, and professional service.

	Follow NHS values, maintain a calm and respectful attitude towards patients, reflect on feedback, and uphold professionalism at all times.

	Administrative skills
	Accurate use of electronic patient records, booking systems, and emails is vital for ensuring patient safety and enhancing service efficiency.
	Acquire IT system skills through training, practice data entry, enhance typing abilities, and shadow seasoned personnel to build confidence.

	Confidentially

	Protecting patient information is mandated by GDPR and NHS policies as a legal and ethical requirement.
	Complete confidentiality and data protection training, adhere to workplace policies, and ensure that patient information is shared solely with authorized staff.

	Time management 

	The role involves managing appointments, prioritizing tasks, and operating efficiently in a busy healthcare environment.
	Effective efficiency improvement can be achieved by accurately utilizing appointment systems, creating daily task lists, prioritizing urgent tasks, and reflecting on workload management.

	Medical 
terminology
	Medical terminology refers to the skill of understanding and effectively using common medical terms, abbreviations, and procedures, enabling accurate communication with healthcare professionals and safe recording of patient information.
	I will undergo medical terminology training, learn common NHS terms and abbreviations, stay updated with new terminology, seek clarification when needed, and practice accurate usage in appointment booking and record keeping.






[bookmark: _Toc216751401]3. Skills Gaps Identified

The skills I have identified as needing improvement are:

To improve professional skills, the focus will be on three areas: expanding medical terminology for better communication with healthcare professionals, enhancing basic first aid awareness for managing incidents, and fostering accuracy and attention to detail to minimize errors in scheduling and patient handling, which is essential for patient safety.

[bookmark: _Toc216751402]4. Personal development plan (pdp) 
	Skill Gap
	Development objective 
	Actions to take
	timeframe
	Success criteria

	Medical terminology 
	Improving the understanding and correct usage of common medical terms and abbreviations is essential in healthcare settings.
	Complete medical terminology training, regularly review NHS-approved terms, and seek clarification when needed.
	1-3 months
	Able to accurately understand and use medical terminology while managing appointments and records independently.

	Clinical booking systems
	Developing confidence and accuracy in the use of electronic appointment and patient record systems is essential.
	System training involves shadowing experienced staff and practicing booking systems under supervision.
	1-2
month
	Appointments can be booked, amended, and cancelled accurately with few errors.

	Handling difficult patients
	Improving the ability to manage distressed, anxious, or angry patients involves enhancing calmness and professionalism in interactions.

	Engage in conflict management training, learn from experienced colleagues, and implement de-escalation techniques.
	2-3
months
	Capable of managing difficult interactions with composure, professionalism, and adherence to escalation protocols.

	Telephone skills
	Improving confidence, clarity, and professionalism in phone communication with patients is essential for effective healthcare interactions.
	To improve telephone etiquette, it is essential to practice, listen to experienced staff calls, and seek feedback from supervisors.
	1-2
month
	Able to handle calls confidently, accurately gather information, and communicate clearly with patients.

	Multitasking skills 
	Enhance skills to efficiently handle numerous tasks in a fast-paced reception setting.
	Implement task lists, prioritization techniques, and time management strategies effectively during peak times.
	1-3 months
	Able to manage calls, appointments, and face-to-face patients efficiently.

	Basic first aid awareness
	Basic knowledge of first aid procedures is essential in a healthcare setting.
	To enhance safety, complete a basic first aid awareness course and review workplace emergency procedures.
	1-2 months
	Competently responds to minor incidents and follows emergency protocols with confidence.




[bookmark: _Toc216751403]5. Interview Questions and Responses

Question 1:
· How would you handle a distressed or upset patient at reception?

Response:
To handle a distressed patient at reception, one I will remain calm, listen attentively to their concerns, show empathy, reassure the patient, and aim to resolve the issue or refer them to the appropriate healthcare professional while ensuring confidentiality.



Question 2:
· How do you ensure patient confidentiality?

Response:
Patient information is shared only with authorized staff, discussions in public areas are avoided, and data protection policies are strictly followed.


Question 3:
· Why do you want to work as a nurse receptionist?

Response:
The individual appreciates assisting others and working within healthcare, highlighting their ability to support patients and professionals through strong organizational and communication skills.


[bookmark: _Toc216751404]Task 2 (600 words)

[bookmark: _Toc216751405]What is communication?
Communication involves sharing information, ideas, feelings, and needs between individuals, utilizing various forms such as verbal (spoken words), non-verbal (body language, facial expressions, eye contact, tone of voice), written (care plans, notes, reports), and digital (emails, electronic care records) methods.


[bookmark: _Toc216751406]Why is communication needed in health and social care?
Communication is vital in health and social care as it enables professionals to interact effectively with vulnerable individuals. This facilitates understanding of a person’s needs, preferences, and concerns, ensuring that care is safe, person-centred, and respectful. When individuals feel heard, they are more likely to trust staff and participate in their care. 

Communication in health and social care is essential for effectively interacting with vulnerable individuals, understanding their needs, and ensuring safe, person-centred care. Clear communication minimizes errors in medication and care, builds trust through respectful language, and fosters positive relationships. It is vital for effective teamwork during handovers and meetings and needs adaptation for individuals with additional needs, such as dementia or language barriers, using tools like visual aids. Moreover, accurate and confidential communication is a legal and professional requirement, ensuring records are reliable for other professionals and legal purposes.

To ensure effective teamwork and continuity of care, communication is vital for passing on important information during handovers and team meetings. Additionally, adapting communication methods for individuals with additional needs, such as those with dementia or language barriers, is crucial for facilitating understanding and inclusivity.

Communication in Health and Social Care
Introduction

Effective communication is essential in health and social care, where professionals regularly engage with vulnerable individuals. Clear, respectful communication fosters safe, person-centred, and ethical care. This report explores the types of communication required, its significance, and its impact on service users, professionals, and organizations.



Types of Communication in Health and Social Care

Health and social care workers employ various communication forms, including verbal, non-verbal, written, and digital communication. Verbal interactions are essential for explaining care and gathering information, emphasizing clarity and suitability for different age groups. Non-verbal communication, such as body language and facial expressions, is particularly important in caring for individuals with dementia or speech impairments, as tone and posture can foster trust and reduce anxiety.

Written communication, including care plans, medical notes, incident reports, and emails, is crucial in healthcare, emphasizing accuracy, confidentiality, and clarity as these records are legal documents. The rise of digital communication, such as electronic health records and online referrals, necessitates that staff possess suitable IT skills and an understanding of data protection regulations. Building trust through respectful language and active listening fosters positive relationships, making service users feel valued and respected.





Importance of Effective Communication

Effective communication is essential for person-centred care, allowing professionals to understand and address individuals' needs and preferences. It promotes dignity and respect, ensuring service users feel valued in decision-making. In contrast, poor communication can lead to medication errors and safeguarding failures. Clear communication improves teamwork, reduces mistakes, and supports continuity of care, particularly in safeguarding vulnerable populations by requiring active listening, relevant questioning, and accurate documentation of concerns.


Communication Skills Required for Health and Social Care Roles

Effective practice relies on communication skills such as active listening and empathy. Active listening conveys respect and ensures understanding, while empathy allows for sensitive emotional responses. Professionals should adjust their communication strategies according to the individual's age, culture, language, or abilities, employing tools like visual aids, interpreters, or sign language as needed.

Confidentiality and professionalism are essential in communication, especially for health and social care workers, who must share sensitive information only with appropriate individuals and in suitable environments, adhering to relevant policies and data protection laws.


Conclusion
Effective communication is essential in health and social care roles, supporting safe practice, person-centred care, teamwork, and safeguarding. Key skills like empathy, active listening, and adaptability enhance service user outcomes and care quality. Ongoing training and reflective practice are crucial to maintaining effective communication tailored to the diverse individual needs.
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[bookmark: _Toc216751408]critical reflection using Gibbs reflective model

teachers feedback:
“Your presentation introduced personal SWOT analysis clearly, but it lacked appropriate referencing and included irrelevant content. It did not adequately link your SWOT components to your future career. Enhancements in time management, delivery practice, and a more focused slide approach are recommended for improvement.”


description 
The presentation examined self-awareness through a SWOT analysis in relation to future career aspirations, highlighting the speaker's background as a BSc student with entrepreneurial goals. It illustrated how SWOT facilitates personal and professional growth, concluding with essential learning points and references.

feelings
Before the presentation, I felt nervous about communication but was motivated by the topic's relevance. My confidence grew during the delivery, particularly when discussing my strengths and career goals. Afterward, I felt relieved and proud of my openness regarding areas for improvement.


Evaluation

What went well:
One positive aspect of the presentation was its well-structured focus on self-awareness and personal development, utilizing SWOT analysis for clarity in discussing strengths, weaknesses, opportunities, and threats. The presenter's passion for entrepreneurship contributed to an engaging and authentic experience.

What did not go well:
Acknowledging nerves impacted my fluency and confidence, I noted the need for better eye contact and the opportunity to elaborate on how to leverage my strengths to address potential threats.


analysis
The SWOT analysis fostered self-reflection by identifying strengths (adaptability, resilience) and weaknesses (communication skills). It emphasized self-awareness for growth and noted threats (demotivation, burnout), highlighting the necessity for strategies to ensure long-term educational and career success.
[bookmark: _Toc216751409]Action plan
This action plan aims to enhance communication, confidence, and delivery skills for academic and professional presentations, based on previous feedback. It focuses on improving public speaking and group participation, addressing procrastination through structured plans, prioritizing self-care to avoid burnout, and engaging with mentors. SWOT analysis will be used to monitor progress and align with career goals.

Identified Area for Improvement 1: Presentation Pace and Clarity

Issue identified:  The presentation suffered from a slow pace and was unclear in conveying key points.

Action: Practicing presentations in advance with a timer helps improve pacing. Rehearse key points aloud and use bullet points on slides to simplify content. Additionally, seek feedback from peers or record practice sessions for clarity and delivery review.

How this will help: This will enhance confidence, ensure timely information delivery, and clarify key points for the audience. Practicing and receiving feedback will also help calm down nerves, improve fluency, and boost overall presentation effectiveness.

Timescale: Practise for future presentations 1–2 weeks in advance, with regular rehearsals until the assessment date.







Identified Area for Improvement 2: Over-reliance on Slides
Issue identified: Over-reliance on PowerPoint can result in presenters reading from slides instead of actively engaging with the audience.

Action: To enhance presentations, minimize text on slides by using concise bullet points and key words. Prepare brief speaker notes, practice delivering without reading from slides, maintain eye contact, and explain points in personal words.

How this will help: This approach enhances audience engagement, boosts confidence, and improves communication skills, leading to a more natural presentation that reflects a stronger understanding of the topic, while also increasing clarity and professionalism.

Timescale: Implement the changes for future presentations by preparing 1–2 weeks in advance and scheduling regular practice sessions.




[bookmark: _Toc216751410]Review and Evaluation

I will assess my progress by reflecting on feedback from lecturers and peers following future presentations, with improvements in confidence, clarity, and engagement serving as indicators of my development. This action plan will be reviewed regularly to ensure ongoing improvement and professional growth.

[bookmark: _Toc216751411]Conclusion: 
This portfolio demonstrates preparedness for a career in health and social care by reflecting on skills, career planning, and evaluating a presentation using Gibbs’ reflective model. It identifies strengths and improvement areas while outlining a Personal Action Plan that addresses skill gaps, showcasing reflective learning and professional readiness.
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