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[bookmark: _1ci93xb][bookmark: _Toc213243672]Introduction

Continuous Professional Development (CPD) plays a vital and ongoing role within the NHS, where staff at all levels must continually adapt to evolving patient needs, changing service demands and wider organisational priorities. The healthcare environment is dynamic, with new policies, technologies and care standards emerging regularly, making lifelong learning essential for maintaining safe and high-quality patient care. As frontline administrative staff, receptionists contribute significantly to the patient journey, often serving as the first point of contact for individuals accessing NHS services. Their ability to communicate effectively, remain organised and respond empathetically to a diverse range of patient situations directly influences patient satisfaction and the efficiency of clinical operations. Developing strong communication, organisational and interpersonal skills is therefore critical not only for individual performance but also for supporting broader service delivery.
This assignment explores the learning styles, development needs and professional growth opportunities for two individuals working as receptionists within Swansea Bay NHS. By examining their strengths, weaknesses and preferred learning methods, it becomes possible to identify development activities that align with both personal and organisational goals. In addition, the assignment identifies potential barriers that may hinder learning, before outlining strategies to overcome these challenges and reviewing the support mechanisms available within the NHS to promote effective professional development. Through structured action planning, regular monitoring of progress and reflective practice, the assignment emphasises the importance of deliberate and continuous CPD in building confidence, enhancing performance and contributing to service improvements across the healthcare environment. Ultimately, this process supports not only individual career progression but also the delivery of compassionate, efficient and patient-centred care, reflecting national guidance that highlights CPD as a fundamental component of maintaining professional competence (NHS England, 2022).

1.0 [bookmark: _3whwml4][bookmark: _Toc213243673]Identify learning styles for self and another 

Using the VARK model, Person 1’s preferred learning style is identified as visual, meaning they learn most effectively through diagrams, charts, demonstrations and clearly presented visual examples. This preference supports their understanding of workplace processes, as visual resources such as flowcharts for administrative procedures, screen-based tutorials, colour-coded guides and step-by-step written instructions help them interpret and retain information more efficiently. Visual learning also allows Person 1 to break down complex tasks into manageable stages, which is especially beneficial in a busy NHS reception environment where accuracy and clarity are essential. 

Person 2 also demonstrates a strong tendency towards visual learning. They respond particularly well to written examples, visual prompts, diagrams and on-screen demonstrations during training sessions. This helps them build confidence and better understand expectations within their role. Because both individuals share the same learning preference, they benefit greatly from structured, clearly presented information and from opportunities to observe real-world demonstrations of effective communication and administrative skills. Aligning training to their learning styles ensures improved engagement, stronger skill development and more consistent performance, which is supported by research showing that learners often absorb information more effectively when teaching methods match their preferred style (Fleming & Mills, 1992).

[bookmark: _qsh70q][bookmark: _Toc213243674]1.1 Development needs for self & another

	[bookmark: _3as4poj]
SWOT Person 1


	
STRENGTHS

Strong communication 
Hard working
Time efficient
Empathy and compassion when interacting with patients
Highly organised and able to prioritise
Good problem-solving skills
Strong administrative accuracy



	
WEAKNESSES

Lack of confidence in challenging situations
Difficulty handling difficult conversations
Occasionally hesitant when addressing patient complaints




	
OPPORTUNITIES

Training in customer service and conflict management
Job-shadowing senior staff
Access to NHS e-learning packages
Potential future supervisory opportunities




	
THREATS

High-pressure workload reducing development time
Emotional strain from distressed or frustrated patients
Possible changes in NHS processes requiring continual upskilling







	
SWOT Person 2


	
STRENGTHS

Excellent time-keeping
Efficient and hardworking
Reliable and consistent performance




	
WEAKNESSES

Struggles with difficult conversations
Lacks confidence when communicating with patients
Hesitant when delivering clear instructions





	
OPPORTUNITIES

Communication and confidence-building training
Mentoring or buddy support
Opportunities to practise communication in low-risk settings





	
THREATS

Anxiety when speaking to patients could impact performance
Risk of misunderstandings with patients or colleagues
Challenging patients may discourage development






Gap Analysis – Person 1
Person 1 currently demonstrates several valuable skills that support effective performance within the NHS reception environment. These include strong communication abilities, good organisational skills, empathy when interacting with patients and a high level of accuracy in administrative tasks. However, to progress further and manage increasingly complex situations at the reception desk, additional skills are required. These include greater confidence, stronger conflict-handling abilities and improved assertiveness, particularly when dealing with challenging conversations or distressed patients. The gap between current and required skills highlights the need for Person 1 to further develop their ability to remain calm, professional and in control when managing difficult interactions. This gap also indicates that Person 1 would benefit from learning how to communicate boundaries more confidently and respond assertively without appearing confrontational. Therefore, Person 1’s key development needs include targeted training in conflict resolution, opportunities to practise assertive communication and regular feedback from supervisors to help build confidence and resilience in real-life situations.

Gap Analysis – Person 2
Person 2 possesses a strong foundation of practical workplace skills, including effective time management, hard work and efficiency. These strengths enable them to complete daily tasks consistently and contribute reliably to team operations. However, to fully meet the demands of a patient-facing NHS role, additional communication-related skills are required. Person 2 would particularly benefit from clearer verbal communication, increased confidence and the ability to handle difficult conversations in a calm and professional manner. The gap between current and desired skills highlights that Person 2’s communication is sometimes limited, especially when speaking directly with patients or responding to challenging queries. Low confidence appears to contribute to hesitation and reduced clarity in interactions, which can create misunderstandings or impact the overall patient experience. To close this gap, Person 2 requires practical communication training that includes role-play, shadowing opportunities and structured support from colleagues. Confidence-building activities and supervised practice will also help them become more assured in their approach to patient communication.

[bookmark: _1pxezwc][bookmark: _Toc213243675]1.2 Potential barriers to learning and Strategies for overcoming them

There are several potential barriers to learning that can significantly affect professional development within the workplace. A heavy workload is one of the most common challenges, as high patient volumes and administrative pressures can reduce the amount of time staff have available for meaningful training. To address this, it is essential to provide protected learning time and offer short, flexible sessions that can fit around shift patterns. Emotional strain is another important barrier, as working in a busy NHS reception environment can be demanding and may lower motivation to engage in learning. Access to wellbeing resources, supportive colleagues and peer discussion groups can help staff manage stress more effectively. A lack of confidence can also limit development because individuals may avoid practising new skills, particularly those involving difficult conversations. Supportive supervision, clear guidance and gradual exposure to more challenging situations can help build self-assurance over time. Limited access to training opportunities may further delay development, particularly when staff rely solely on formal sessions; however, this can be reduced through alternative options such as NHS e-learning modules, shadowing experienced staff and receiving mentorship. Anxiety about difficult conversations may also lead to avoidance of patient-facing interactions, but role-play activities, communication workshops and reflective practice can help individuals strengthen their skills and respond more confidently. These strategies align with recommended approaches for supporting professional growth in healthcare settings, where overcoming practical and emotional barriers is essential for effective learning (Rose et al., 2019).

[bookmark: _Toc213243676][bookmark: _49x2ik5][bookmark: _2p2csry][bookmark: _147n2zr]1.3 Development options 

There are several development options available to support both Person 1 and Person 2 in strengthening their communication and confidence skills within the reception environment. Formal NHS training modules focusing on communication, conflict resolution and patient-care standards provide structured, evidence-based learning that helps staff understand best practice when dealing with a wide range of patient needs. Customer-service and patient-interaction workshops further enhance these skills by offering practical, scenario-based activities that simulate real situations commonly experienced in NHS reception areas. Mentoring from an experienced receptionist or supervisor also plays a significant role, as it offers personalised guidance, constructive feedback and the opportunity to reflect on day-to-day challenges in a supportive setting. Reflective practice after difficult interactions enables individuals to analyse their responses, learn from experience and improve their professional approach. Shadowing senior administrative staff provides valuable observational learning, giving staff the chance to witness effective communication strategies in action. Attending team meetings strengthens communication by promoting team cohesion, improving the flow of information and allowing staff to discuss issues openly. NHS e-learning modules offer flexible, accessible development opportunities that can be completed around shift patterns, ensuring continuous learning. Additionally, confidence-building exercises, coaching sessions and communication role-play activities are highly beneficial for developing self-assurance and improving the ability to communicate clearly and professionally with patients. These varied development options reflect widely recognised best practice in healthcare, where a combination of formal training, mentorship and reflective learning is essential for developing strong interpersonal and communication skills (Health Education England, 2020).

[bookmark: _3o7alnk][bookmark: _Toc213243677]1.4 support mechanisms for the development of self & another

There are a wide range of support mechanisms available to assist both Person 1 and Person 2 in developing their skills within the reception team, and these mechanisms are essential for ensuring continuous growth within a busy NHS environment. Access to a supervisor is particularly important, as it provides regular professional feedback, structured guidance and opportunities to discuss challenges in a safe and supportive setting. This ongoing dialogue not only helps individuals reflect on their performance, but also encourages them to set realistic development goals. Peer support within the team further enhances learning by promoting shared knowledge, collaborative problem-solving and emotional reassurance, which can strengthen confidence and resilience during demanding periods. Opportunities to job-shadow more experienced administrative staff also play a crucial role in skill development, as they enable staff to observe effective communication, professional behaviour and best practice in real-life scenarios. These hands-on experiences are complemented by online NHS training resources and e-learning modules, which provide flexible, accessible and evidence-based development that can be completed around shift patterns.
Additionally, protected CPD time during quieter periods ensures that staff are given dedicated space to engage in learning without the pressure of immediate operational demands. Written guidance, communication scripts and structured frameworks help support consistent and accurate communication with patients, particularly in complex or emotionally sensitive situations. Regular one-to-one meetings with supervisors provide a formalised opportunity to review progress, evaluate strengths and weaknesses and adjust individual development plans where needed. Encouraging both individuals to attend relevant internal and external training courses further broadens their knowledge and enhances their confidence, contributing to improved communication, professionalism and job performance. These support mechanisms collectively reflect best practice in workplace learning and development, aligning with guidance that emphasises the importance of ongoing feedback, mentoring and structured professional development opportunities within healthcare roles (NHS Leadership Academy, 2021).

[bookmark: _Toc213243678]1.5 Plan of action
[bookmark: _ihv636]
Person 1
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	
· Handle difficult conversation confidently
· Improve resilience when dealing with distressed or anxious patients



	
· Attend conflict management training; practise through role-play 
·  Attend resilience or stress-management workshops

	
· Supervisor guidance; NHS training
· Access to system-training videos or guides

	
	· Increased confidence and positive feedback
· Improved patient feedback
· 


· 
	· 



	
· 3 months 

	

· Build confidence when communicating 

	
· Shadow experienced staff; hold short supervised patient interactions 

	
	· Mentorship; reflective notes


· 
	· 



	
	· Ability to communicate independently


· 
	· 



	
· 3 months 

	
· Improve assertiveness


	
· Complete relevant e-learning; use communication script
	
	· Access to online modules


· 
	· 


· 
	
	· Improved clarity and confidence


· 
	· 


· 
	
· 6 months




Personal Objectives

	Short Term Goals (next 12 months)

	
· Improve confidence in challenging conversations
· Complete communication training
· Manage patient complaints more effectively


	Medium Term Goals (2-3 years)

	
· Take on additional responsibility within the reception team
· Support new staff through informal mentoring
· Develop leadership awareness



	Long Term Goals (3-5 years)

	
· Progress towards supervisory or team-leader role
· Maintain high professional communication standards





Person 2
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	
	· Improve communication skills



· 
	· 



	
	· Attend communication skills workshop; observe senior staff


· 
	· 



	
	· Supervisor support


· 
	· 



	
	· Improved patient interactions


· 
	· 



	
· 3 months

	

	· Develop confidence


· 
	· 




	

	· Gradual exposure to speaking with patients


· 
	· 



	

	· Buddy system; reassurance


· 
	· 



	

	· Clearer communication and confidence


· 
	· 



	

· 3 months

	
	· Manage difficult conversations


· 
	· 



	
	· Take part in role-play sessions


· 
	· 


· 


	
	· Templates/scripts


· 
	· 


· 
	
	· Demonstrates calm, clear responses


· 
	· 


· 
	
· 6 months




Personal Objectives

	Short Term Goals (next 12 months)

	
· Improve clarity when speaking with patients
· Gain confidence in difficult conversations


	Medium Term Goals (2-3 years)

	
· Support colleagues with routine communication tasks
· Build consistent communication habits



	Long Term Goals (3-5 years)

	
· Potentially take on more responsibility
· Provide training support for new staff





[bookmark: _32hioqz][bookmark: _Toc213243679]1.6 Monitor progress

Progress will be monitored through a range of structured approaches to ensure that both individuals continue to develop in line with their personal objectives and wider NHS expectations. Regular one-to-one meetings with a supervisor will provide dedicated time for reviewing progress, identifying challenges and receiving constructive guidance to support ongoing development. Feedback from patients and colleagues will also be gathered and evaluated, as this provides valuable insight into real-world performance and helps highlight both strengths and areas requiring improvement. Reflective journals will be used to document challenging interactions and capture learning from day-to-day experiences, encouraging deeper self-awareness and continuous improvement. Performance will be routinely compared with the initial development objectives to ensure that goals remain relevant, achievable and aligned with workplace needs. In addition, observation during real-time patient interactions will allow supervisors to assess how newly acquired skills are applied in practice, offering opportunities for immediate feedback and refinement. Completion of relevant training courses, workshops and e-learning modules will provide further evidence of progress and professional growth. This systematic monitoring approach ensures that both individuals remain focused, adapt their goals when necessary and continue developing the essential skills required for high-quality patient care, consistent with best-practice recommendations that highlight the importance of ongoing evaluation and reflective learning in healthcare development frameworks (Kolb, 1984).

[bookmark: _Toc213243680]1.7 Conclusion

This assignment has identified the learning styles, development needs and action plans for two receptionists working within Swansea Bay NHS, highlighting the importance of tailored professional development within a patient-focused healthcare environment. By recognising key gaps in communication, confidence and the ability to handle difficult conversations, both individuals are better positioned to engage with targeted development activities that directly support their roles. The use of structured training, mentoring, reflective practice and workplace-based learning ensures that development is meaningful, relevant and aligned with organisational expectations. Ongoing monitoring allows progress to be reviewed systematically, ensuring that both receptionists continue to grow and adapt in line with service requirements. Ultimately, these development strategies contribute not only to improved patient experience, but also to stronger teamwork, increased staff confidence and enhanced overall workplace performance. This approach reflects wider NHS guidance, which emphasises that continuous professional development is essential for maintaining high standards of service and supporting staff to deliver safe, effective and compassionate care (NHS England, 2022).
[bookmark: _Toc213243681]Reflection on the Recruitment process

I was interviewed for my current role as a receptionist within Swansea Bay NHS, a process that provided valuable insight into both my existing strengths and the areas where further development would be beneficial. The recruitment process involved completing an online application, submitting supporting documentation and progressing through a shortlisting stage before being invited to a formal face-to-face interview with an administrative manager. During the interview, I was asked a range of competency-based questions relating to communication, organisation, patient care and my ability to manage difficult or emotionally charged interactions at the reception desk. These questions were designed to assess not only my technical skills but also my understanding of NHS values and my capacity to contribute to a positive patient experience. I was also required to explain how I would prioritise tasks, handle conflict and maintain professionalism in a busy clinical environment, demonstrating my ability to work under pressure and remain composed.
Reflecting on the experience, I felt reasonably well-prepared, but I also recognised that my level of confidence played a significant role in how effectively I presented my abilities. Although I responded clearly, I became aware that nerves sometimes limited how assertively I expressed my strengths and previous experience. The interview panel carefully evaluated my ability to stay calm, communicate effectively and show empathy—qualities that are essential when working in a patient-facing role within the NHS. This reflective process has strengthened my understanding of the importance of preparation, self-assessment and continuous personal development. It has also highlighted that confidence, emotional resilience and strong communication skills are crucial for receptionists, who often act as the first point of contact for patients. This reflection therefore reinforced my commitment to improving these areas through ongoing training, structured feedback, shadowing opportunities and continued reflective practice. Such activities align with professional guidance suggesting that reflective practice is essential for enhancing communication, building competence and supporting ongoing development within healthcare roles (Gibbs, 1988).
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Curriculum Vitae
Name: Demi Jayne Mainwaring
Address: 167 Middle Road, Cwmdu, SA5 8EZ
Phone: 07394851692
Email: demi.mainwaring@outlook.com

Personal Profile
A highly organised and compassionate NHS Receptionist with strong communication skills and a professional approach to patient care. Experienced in managing busy reception areas, supporting administrative functions and providing a positive first point of contact for patients. Dedicated to maintaining accuracy, confidentiality and high standards of service within a fast-paced healthcare environment. Committed to continuous professional development and improving confidence in handling challenging situations.

Key Skills
· Excellent communication and interpersonal skills
· Empathy and professionalism when dealing with patients
· Strong organisational and administrative abilities
· Accurate data entry and record management
· Problem-solving and ability to work under pressure
· Confidence-building and commitment to personal development
· Teamwork and collaboration
· Working knowledge of NHS systems

Work Experience
Receptionist
Swansea Bay University Health Board
2022 – Present
· Greeting and checking in patients attending appointments
· Responding to patient queries in person, via telephone and email
· Supporting clinical staff with administrative tasks
· Managing appointment systems and maintaining accurate records
· Handling confidential information in line with GDPR and NHS policies
· Ensuring a positive and supportive patient experience
· Assisting with workflow coordination during busy clinic periods
· Using NHS systems to update patient details and manage documentation

Education
Cefn Hengoed Community School 
GCSEs including English and Maths
Year completed: 2012

Training & Professional Development
· NHS Mandatory Training (annual updates)
· NHS Customer Service/Communication Training
· Conflict Resolution Training (in progress/planned)
· CPD: ILM Level 4 Leadership & Management (in progress)

References
Available on request.
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	Continuous Professional Development Plan – Demi Mainwaring
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	ILM Level 4 Diploma in Leadership and Management
	
	2024
	1 Year
	In Progress
	ILM

	L4 Certificate of HE Applied Leadership and Management 
	
	2024
	1 Year
	In Progress
	University of Wales Trinity Saint David
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