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[bookmark: _Toc243904983]Element 1: Career Sector Investigation
[bookmark: _Toc243904984]1.1 My Chosen Sector or Business Area
The career sector I have chosen is Healthcare. I selected this because I work in healthcare and I have a passion for working in an environment supporting and helping others. In the healthcare sector there’s a wide range of career opportunities, which includes nursing and medicine to health management plus many more professions. (NHS Health Careers, n.d.) Healthcare provides opportunities to develop professionally whilst making a positive difference to all who access healthcare. 

[bookmark: _Toc243904985]1.2 Sector / Business Area Research
The healthcare sector provides services to improve, maintain and protect peoples physical and mental health. There are organisations in the UK that provide healthcare such as the National Health Service (NHS), private healthcare organisations, charities and care organisations. Within these organisations there are different roles which include, doctors, nurses, healthcare assistants, therapists and management. 
The NHS is one of the largest employers in the UK which provides healthcare services to the population. Healthcare professionals within the NHS may work in different settings such as hospitals, GP surgeries, community services and other healthcare settings. Therefore, this shows the healthcare sector is diverse and provides a variety of opportunities for people with different qualifications, skills, and interests. (Welsh Government, 2026).

[bookmark: _Toc243904986]1.3 Skills, Qualities and Attributes Valued by Employers
Healthcare employers value professional skills and personal qualities. Communication is important because whatever your job is, you need to be able to communicate with several people which include patients, colleagues, and relatives. Teamwork is also essential because healthcare professionals will often have to be part of multidisciplinary teams to provide effective patient care.  
Other personal qualities valued include respect, patience and compassion. These qualities help healthcare professionals understand the needs of others and provide the best support. Employers look for these professional skills, being able to remain calm under pressure, problem solving, and organisation. The NHS highlights these attributes within their Six Core Values. (NHS Wales Shared Services Partnership, n.d.)

[bookmark: _Toc243904987]1.4 Current Trends Affecting the Sector
A major issue within the healthcare sector are staff shortages, especially with the increasing demand for healthcare. With an ageing and growing population, the demand is higher, and this has increased the pressure on healthcare organisations. This has created the need for more trained healthcare professionals which makes recruitment and retention an important issue for the sector. Healthcare professionals need to be committed and willing to learn throughout their careers. 
Another important trend affecting the healthcare sector is the increasing use of AI (Artificial Intelligence) and digital technology. AI is being introduced in different settings within the healthcare sector to help support administrative tasks, documentation, analysing information and supporting clinical decision making. (NHS England, 2026) This can allow professionals to spend more time with their patients and reduce their workloads but, it means professionals will increasingly need digital skills and the ability to use technology responsibly. 

[bookmark: _Toc243904988]1.5 Personal Career Fit
Healthcare sector connects with my own interests as I work within this sector.  I have done a variety of different roles in different organisations. Qualities such as communication, respect, empathy and being able to work a part of a team are important strengths I bring to the healthcare sector. 
I recognise I will always need to develop my professional skills as well as my personal qualities, to be able to communicate efficiently and my ability to work under pressure.  My digital skills will also need to develop as AI increasingly becomes important within the healthcare sector. Overall healthcare provides me, and others a rewarding career, the chance to make a real difference and opportunities for progression. 

[bookmark: _Toc243904989]Element 2: Skills Audit and Professional Development Plan
[bookmark: _Toc243904990]2.1 Personal SWOT Analysis
	STRENGTHS

• Good communication and listening skills.
• Caring, empathetic and caring to others.
• Reliable and to be able to work part of a team.

	WEAKNESSES / AREAS FOR DEVELOPMENT

• Lack of confidence when speaking in unfamiliar situations.
• Improve my ability to manage pressure and stress.
• Develop further knowledge and experience.


	OPPORTUNITIES

• Work experience in the healthcare sector.
• Develop professional and communication skills.
• Attend training and develop digital skills relevant to healthcare.

	THREATS / CHALLENGES

• Competition for healthcare related positions.
• Pressure and stress associated with working in the healthcare sector.
• Changes in technology and increased use of AI.




My SWOT analysis shows my main strengths are communication skills, caring, and the ability to work with others. These qualities are important for a career in healthcare because professionals need to communicate effectively with patients and colleagues and show compassion and understanding. I recognise that my confidence and ability to manage pressure could be improved. Developing these skills are important because healthcare professionals can face challenging and stressful situations. 

[bookmark: _Toc243904991]2.2 Emotional Intelligence and Professional Behaviour
Emotional intelligence is important because healthcare professionals interact with others who may be experiencing illness, stress and difficult personal circumstances. One of my strengths is being able to understand how other people feel and respond respectfully. I listen to others before responding and consider their point of view. This helps me build positive relationships and work effectively within a team.
I recognise that I can feel nervous when communicating in unfamiliar situations. This could affect my confidence and professional behaviour if I allow my emotions to influence how I communicate. I need to develop my self-awareness and learn strategies for managing stress and nervousness. Maintaining professional behaviour also means being reliable, respectful, responsible and willing to accept feedback. These qualities will be particularly important when working with patients and other healthcare professionals.

[bookmark: _Toc243904992]2.3 Applying Theories or Models
Gibbs’ Reflective Cycle is a useful framework for understanding experiences and identifying improvements. The model includes six stages (Gibbs, 1988). I can apply this to situations where I have felt nervous when communicating with others. For example, I may feel anxious at first, but reflecting afterwards can help me identify what went well and what I could improve. The action-plan stage encourages me to practise communication regularly and gradually build my confidence.
The Johari Window is a useful framework for my development. It focuses on self-awareness and how information about us is known or unknown to ourselves and others (Luft and Ingham, 1955). It shows the importance of feedback in increasing self-awareness. I can use feedback from tutors, colleagues and peers to understand my strengths and identify behaviours that I may not recognise myself. This will help me become more aware of how I communicate and behave professionally.

[bookmark: _Toc243904993]2.4 SMART Development Goal
	Specific
	I want to improve my confidence and communication skills when speaking to unfamiliar people.



	Measurable
	I will practise speaking in group discussions and presentations at least twice each month and ask for feedback on my communication.



	Achievable
	I will use university group activities, presentations and feedback from tutors and classmates to practise.



	Relevant
	Communication and confidence are important skills for working effectively with patients, families and healthcare professionals.



	Time-bound
	I will work towards this goal over the next six months and review my progress at the end of the period.






This SMART goal will help me become more confident and professionally prepared for a future career in healthcare. Regular practice and feedback should allow me to recognise my progress and identify further areas for development.

[bookmark: _Toc243904994]Element 3: Recruitment Application Pack
[bookmark: _Toc243904995]3.1 Selected Job Role
	Job Title
	NHS 111 Wales, Call Handler

	Organization
	Welsh Ambulance NHS Trust

	Location
	Swansea

	Where the vacancy was found
	NHS Jobs

	Job Role URL 
	https://www.jobs.nhs.uk/candidate/jobadvert/C9020-26-0161?keyword=NHS%20call%20handler&language=en



[bookmark: _Toc243904996]3.2 Tailored Curriculum Vitae (CV)
KERIS BECK
8 Shelone Road, Neath, SA11 2PS
07476536150 |Keris-beck@hotmail.com
https://www.linkedin.com/in/keris-beck-089b4a409/

PROFESSIONAL SUMMARY
Compassionate and dedicated healthcare professional with over 12 years of experience supporting children and adults with complex health needs, disabilities, mental health conditions, dementia, and life-limiting conditions. Skilled in person-centred care, clinical observations, gastrostomy care, enteral feeding, seizure management, safeguarding, and infection prevention. Committed to promoting dignity, independence, comfort, and emotional well-being while maintaining high standards of patient safety. Experienced in working collaboratively with families and multidisciplinary teams, recognising and escalating clinical concerns, and promoting best practice as a Hand Hygiene Champion and Manual Handling Coach.

KEY SKILLS
Person-Centred Care and Compassionate Support Paediatric and Adult Care | Palliative and End-of-Life Care | Personal Care and Assistance with Daily Living | Clinical Observations and Monitoring | Recognising and Escalating Changes in Health | Gastrostomy Care and Enteral Feeding | Seizure Management and Emergency Response | Medication Support and Administration in Line with Care Plans | Safeguarding and Confidentiality | Infection Prevention and Control | Hand Hygiene Best Practice | Safe Moving and Handling | Promoting Independence, Dignity and Choice | Mental Health, Dementia and Learning Disability Support | 
Emotional Support and Family-Centred Care | Care Planning, Record-Keeping and Documentation | Multidisciplinary Teamwork and Communication | Risk Assessment and Patient Safety | Time Management and Organisation | Staff Support, Induction and Coaching

PROFESSIONAL EXPERIENCE
Children’s Community Healthcare Support Worker
NHS, Children’s Community Nursing Team, Block A, Neath Port Talbot Hospital, Baglan Way, Port Talbot, SA12 7BX.
July 2023 – Present
· Delivering compassionate, person-centred care to children with life-limiting conditions in their own homes, promoting dignity, comfort, quality of life, and emotional well-being.
· Providing individualised personal care tailored to each child’s needs, maintaining privacy, dignity, comfort, and respect while supporting their daily living requirements.
· Monitoring children’s health and well-being, recognise changes in clinical condition, and promptly report and escalate concerns to the appropriate healthcare professionals.
· Undertake gastrostomy care and support enteral feeding in accordance with individual care plans, prescribed feeding regimens, clinical guidelines, and infection prevention and control procedures.
· Follow individualised seizure management plans, recognise seizure activity, respond appropriately, and document and escalate incidents in line with established protocols.
· Working collaboratively with parents, families, carers, and the wider multidisciplinary team to deliver consistent, coordinated care that reflects each child’s individual needs and preferences.
· Promoting safe moving and handling practices, supporting the comfort and safety of children while encouraging adherence to relevant procedures and risk assessments.
· Acting as a Hand Hygiene Champion, promoting effective hand hygiene and infection prevention and control practices to maintain high standards of care and patient safety.
· Undertaking responsibilities as a Manual Handling Coach, supporting colleagues in following safe moving and handling techniques and promoting best practice.
· Maintaining accurate care records, adhere to safeguarding procedures, preserve confidentiality, and follow clinical policies and professional standards.
· Providing reassurance and emotional support to children and their families, recognising the sensitive nature of palliative care and the importance of compassionate, family-centred support.

Healthcare Support Worker
NHS, Assessment Ward, Morriston Hospital, Heol Maes Eglwys, Cwmrhydyceirw, Swansea, SA6 6NL.
April 2022 – July 2023
· Supported adult patients within a medical assessment unit, assisting the nursing team with patient care during assessment, monitoring, and treatment.
· Undertook and recorded routine clinical observations, including blood pressure, pulse, temperature, respiratory rate, and oxygen saturation, escalating abnormal findings promptly.
· Assisted patients with preparing for investigations and procedures, following instructions from registered healthcare professionals.
· Supported patients experiencing acute illness, responding appropriately to changing clinical priorities within a busy hospital environment.
· Worked alongside nurses, doctors, and the wider multidisciplinary team to support effective patient flow and continuity of care.
· Gained experience of acute medical care, recognising the importance of timely escalation, accurate documentation, and working within delegated responsibilities.

Support Worker
Walsingham Support, 4 Gordon Avenue, Stanmore, London, HA7 3QD. 
March 2018 – January 2022
· Supported adults with mental health conditions, dementia, learning disabilities, and complex needs within supported living environments.
· Promoted independent living skills, enabling individuals to make choices, maintain daily routines, and participate in activities that supported their personal goals.
· Provided support to individuals receiving palliative care, focusing on comfort, emotional well-being, and individual preferences.
· Assisted with medication in accordance with individual support plans, organisational procedures, and relevant training and authorisation.
· Contributed to the development and review of individual support plans and participated in multidisciplinary discussions to support coordinated care.
· Supported individuals to access community facilities, attend appointments, and participate in social activities, promoting inclusion and meaningful relationships.

Community Carer
Moderncare, Unit 11A, The Courtyard, Llandarcy House, D’Arcy Business Park, Llandarcy, Neath, SA10 6EJ.
March 2014 – March 2018
· Delivered domiciliary care to adults in their own homes, supporting daily living needs and helping individuals maintain independence in familiar surroundings.
· Prepared meals and drinks according to individual preferences and dietary requirements, supporting adequate nutrition and hydration.
· Undertook essential domestic duties, including cleaning and laundry, to maintain a safe and comfortable home environment.
· Provided companionship through meaningful conversations and social interaction, helping to reduce isolation and promote emotional well-being.
· Worked independently across the community, managing scheduled visits, organising workloads, and adapting to changing service-user needs.
· Assisted with the induction and support of new starters, demonstrating good care practices and sharing practical knowledge to support safe and consistent service delivery.

EDUCATION
· September 2001 – July 2007, St Joseph’s Comprehensive School and 6th Form Centre.
Qualifications gained: 9 GCSEs at grades B – D, AS Level Law at grade C
· September 2016 – July 2017, Gower College.
Qualification gained: QCF level 3 health and social care
· April 2025 – Current, University of Wales Trinty St David’s.
Studying CertHE Business Skills

References can be provided on request.

[bookmark: _Toc243904997]3.3 Cover Letter
Dear Hiring Manager,
Re: NHS Call Handler – Job Reference C9020-26-0161

I am writing to express my interest in the NHS Call Handler position. I have over 12 years of experience in health and social care, including my current role as a Children’s Community Healthcare Support Worker within the NHS Children’s Community Nursing Team, I believe I have the compassion, communication skills and professional experience to make a positive contribution to your team.

Throughout my career, I have supported children and adults with complex health needs, mental health conditions, learning disabilities, dementia and life-limiting illnesses. These experiences have taught me how important communication, listening carefully, and treating everyone with respect, dignity and understanding is. I understand that people contacting healthcare services may be anxious, distressed or uncertain about their situation, and I would approach every interaction with patience, empathy and professionalism.

All my roles within healthcare have strengthened my ability to recognise and respond to changing needs, communicate effectively with patients, families and healthcare professionals, and escalate concerns promptly to ensure appropriate support is provided. Previously, while working on an NHS medical assessment ward at Morriston Hospital, I gained valuable experience in a busy clinical environment, where prioritising tasks, maintaining accurate documentation and responding appropriately to changing clinical needs were essential. These skills would be highly transferable to a call-handling role, where all the skills are important. 

I also bring experience of supporting individuals with complex mental health needs through my previous employment in supported living. This has given me an appreciation of the importance to remain calm, maintain professional boundaries and provide reassurance during challenging or emotionally sensitive situations. I am confident working with colleagues and multidisciplinary teams, and I understand the importance of confidentiality and safeguarding, and recognise the responsibility involved in handling sensitive personal information.

In addition to my clinical experience, I have undertaken responsibilities as a Manual Handling Coach and Hand Hygiene Champion supporting colleagues and promoting safe working practices. These responsibilities reflect my commitment to high standards, teamwork and continuous improvement. I hold a Level 3 QCF in Health and Social Care and I am currently studying for a CertHE in Business Skills at the University of Wales Trinity Saint David, further demonstrating my commitment to developing my knowledge and professional skills.

I am particularly interested in this opportunity because it would allow me to use my healthcare knowledge and people skills in a role where effective communication can make a meaningful difference to patients and their families. I would bring a compassionate, reliable and organised approach, an understanding of the NHS environment, and a genuine commitment to ensuring that people feel listened to and supported when contacting healthcare services. I am also keen to develop my administrative and call-handling skills and undertake any relevant training required for the position.

I would welcome the opportunity to contribute my experience, dedication and person-centred approach to your organisation. Thank you for considering my application. I look forward to hearing from you. 
Yours faithfully,
Keris Beck
[bookmark: _Toc243904998]3.4 LinkedIn Profile
	LinkedIn Profile URL
	https://www.linkedin.com/in/keris-beck-089b4a409/

	Professional Headline
	HealthCare Support Worker at NHS

	Evidence / Screenshot
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[bookmark: _Toc243904999]3.5 Application Rationale

I tailored my application for the NHS Call Handler role by identifying the skills and experience from my CV that are relevant to the position. I prioritised communication, compassion, confidentiality, accurate record-keeping, teamwork and the ability to remain calm when supporting people who may be distressed or vulnerable. In my CV, I highlighted my 12 years of experience in health and social care, particularly my current NHS role as a Children’s Community Healthcare Support Worker and my previous experience on the medical assessment unit at Morriston Hospital. These roles show my understanding of NHS procedures, safeguarding, patient confidentiality and the importance of recognising and escalating concerns appropriately.
In my cover letter, I explained how my experience communicating with patients, families and healthcare professionals can transfer to a call-handling environment, where listening carefully, gathering accurate information and providing reassurance are essential. I also highlighted my experience supporting people with complex physical and mental health needs, demonstrating my ability to communicate sensitively and professionally in challenging situations. I included my Level 3 qualification in Health and Social Care and my current CertHE Business Skills studies to demonstrate my relevant knowledge and commitment to professional development.
I have also ensured my LinkedIn profile reflects the same skills and experience, creating a consistent professional image across all three parts of my application. I highlighted my NHS background, communication skills and commitment to high-quality patient care.
Overall, I focused on the transferable skills that will help me meet the requirements of the role and contribute positively to the organisation. Although my experience is primarily in direct patient care rather than call handling, I aim to demonstrate that my healthcare background provides a strong foundation for developing the telephone communication and administrative skills needed for this position.
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