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[bookmark: _Toc235194986]1.0 Introduction
This report explores the work of a Complex Health Service Worker in the UK health and social care system. Spends time with a person to deliver person-centred care within a package of continuous care in the NHS, which is usually characterised by complex and long-term medical needs (Solution2Care Services, 2023). The report outlines the role and core responsibilities, followed by a discussion of three key skills needed to be successful in the role: clinical and technical competence, communication skills, and emotional resilience. The report describes three strategies by which each skill could be developed for each of the greater than 120 examples of skills provided throughout, and explains the importance of each skill to the role.
[bookmark: _Toc235194987]2.0 The Role of a Complex Health Care Worker
A Complex Health Care Worker assists individuals with long-term and complex health needs and provides further support to those who need respiratory support, tube feeding or ongoing or complex medication management, to live as independently as possible (NHS England, 2023). A significant proportion of this work is carried out in connection with the continuation of care in the NHS within the person's own home or in a community setting rather than within a hospital ward. The responsibilities outlined in job ads for CNAs involve administering prescribed medications, keeping track of health conditions, such as vital signs, assisting with activities of daily living, and collaborating with family members and registered nurses to plan for and deliver individualized care (Solution2Care Services, 2023). A more general systematic review of the literature relating to healthcare support workers in the UK, also published recently, also noted the skill, resilience and commitment expected of the support worker in practice, as well as challenges to their work, both practical and emotional (Kindell et al., 2025). Complex care work involves high levels of one-to-one packages of care for service users with more severe and/or unstable needs, and is likely to require sustained and much more complex use of a worker's clinical, interpersonal, and emotional skills than more general support healthcare work.
[bookmark: _Toc235194988]3.0 Essential Skill 
[bookmark: _Toc235194989]3.1 The Clinical and Technical Competence
Clinical and technical skills, safe handling of medicines and equipment (such as feeding tubes and respiratory equipment) are among the first skills required. This is vital as service users who receive a complex care package rely on the worker to complete tasks which may directly impact their physical safety; for example, performing the correct tube feeding technique or ensuring the medication is given correctly could have a serious impact (Solution2Care Services 2023). All other aspects of the job thus rely on clinical competence.
Three strategies can facilitate the development of this skill. Firstly, upon completion, the Care Certificate will provide a nationally recognised set of standards for the safe and compassionate care provided by all new care workers and will give a structured base of knowledge before starting independent practice (Skills for Health, 2025). Second, further accredited training is advanced, for example, an NVQ or a Level 3 Diploma in Health and Social Care or an appropriate apprenticeship; this is a more in-depth development of clinical knowledge, which over time develops formal assessment of clinical skills (NHS England, 2023). Thirdly, until the competencies have been formally signed off, the new skills can be practised safely and consolidated in a work situation before they can be done independently, for example, tube feeding, medication administration, etc. These strategies, when taken together, are structured learning with supervised hands-on experience, and this is relevant as the sector so far is facing pressures to keep up with training standards and is working to address workforce shortages (Skills for Care, 2025).
[bookmark: _Toc235194990]3.2 Communication Skills
Effective communication with service users, family, and the multidisciplinary team as a whole is the second essential skill. This is important as complex care must be understood based on the caregivers' needs, preferences, and changes in condition, and communicated clearly to registered caregivers; otherwise, this can result in errors, distress, or a lower quality of care received (Solution2Care Services, 2023). This work is also underpinned by communication, as it is important to have a person-centred approach at the heart of the role - many service users who need complex support have limited verbal skills, or need to depend on visual cues.
This skill can be developed in three ways. Structured communication skills training to develop person-centred communication, which involves role play, observation and feedback, has been reported to enhance communication with older or more vulnerable service users (Sundler et al., 2025). Secondly, if active listening and adapting communication style, tone, and pace to the needs of each individual is practised, events will be true person centred rather than task-centred. Thirdly, through reflection on interactions with service users and colleagues and seeking advice from senior staff, a worker can come to recognise unhelpful communication behaviours and adapt to them over time, as it has been found that communication style amongst individual workers in a care setting can be very different (Sundler et al., 2025).
[bookmark: _Toc235194991]3.3 Emotional Resilience
Emotional Resilience - how to deal with the emotional challenges associated with the job and ensure consistent, sensitive care is given to others. This is important as complex care work often includes helping families and service users to navigate their experiences in situations where it may be distressing (e.g., health and life circumstances become poor), and over time can result in stress, compassion fatigue or burnout, which can impact the quality of the care provided (Bekaert, 2025).
Three strategies will help develop this skill. First, going through structured restorative reflective supervision, like the Pause and Reflect model, has been associated with a decrease in burnout and an increase in staff retention in healthcare industry jobs (Bekaert, 2025). Second, peer support, for example, informal debriefs with colleagues following particularly tough shifts, helps to relieve and release the emotional burden of the job. Thirdly, setting up simple self-care routines and clear boundaries for professionals with an employer's wellbeing support resources (where this is provided) helps maintain resiliency in the longer-term, especially when faced with continued workforce pressures and low staff retention within the adult social care sector (Skills for Care, 2025).
[bookmark: _Toc235194992]4.0 Conclusion
The Complex Health Care Worker position is a very challenging combination of clinical, interpersonal, and emotional competencies essential for caring for consumers with long-term and complex needs. Clinical and technical competence, effective communication, and emotional resilience have all been identified as critical components of performing the task and can all be acquired through structured training, supervised practice, and reflective and/or supportive strategies. Throughout a career in complex care, the three skills must be developed to continue to support the wellbeing of the service user whilst maintaining the wellbeing of the worker, through ensuring safe and person-centred care.
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