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[bookmark: _Toc212457100]1. Introduction
This report explores the role of the Healthcare Assistant (HCA) in the UK and shows how three core skills, communication and empathy, problem-solving and escalation, and digital record-keeping support safe, person-centred care. The report first describes typical duties with concrete examples. It then explains why each of the three skills matters, before setting out three practical strategies that can be used to develop each skill in day-to-day practice. Throughout, the discussion draws on credible guidance and research to support each point. With that aim in mind, the next section turns to the HCA role itself.

















[bookmark: _Toc212457101]2. Role Overview: Duties and Responsibilities
HCAs provide direct support with personal care such as washing, dressing, toileting and oral hygiene, and are expected to maintain dignity and privacy during every interaction. In addition, HCAs help people to mobilise safely, reposition in bed, and use equipment according to local moving-and-handling procedures so that comfort and safety are maintained. Beyond the hands-on aspects, HCAs support nutrition and hydration by assisting with meals, monitoring intake, and reporting concerns so that patients remain well during admission (University Hospitals Bristol and Weston NHS Foundation Trust, 2023).
Observation taking is a regular duty for HCAs, including temperature, pulse, respirations and blood pressure, followed by accurate recording and prompt reporting of any concerns to the registered nurse. HCAs also contribute to a safe, tidy environment by following infection-prevention measures and preparing spaces for procedures or personal care as required. To keep the team aligned, HCAs hand over key information clearly at shift changes or when escalating worries to senior staff (University Hospitals Bristol and Weston NHS Foundation Trust, 2023). Having outlined the role, the report now moves to the three skills that make these duties effective.










[bookmark: _Toc212457102]3. Three Essential Skills
The role of an HCA relies on three essential skill areas that support safe, dignified and person-centred care.

Figure 1: Three Essential Skills (Haroon, 2025)
[bookmark: _Toc212457103]3.1 Communication & Empathy
Patients often judge the quality of care by how staff speak, listen and involve them, not only by what clinical tasks are done (National Institute for Health and Care Excellence, 2019). For HCAs, effective communication means using simple, respectful language, checking understanding, and paying attention to non-verbal cues so that people feel heard and safe (Grant and Goodman, 2019). Communication also includes preserving privacy, closing curtains, explaining each step, and asking permission, especially during intimate care, so that dignity is protected. Clear, timely communication underpins safe teamwork as well, because early information about a person’s condition can be passed to the right colleague without delay (Müller et al., 2018). With the value of communication established, the discussion now turns to decision-making and escalation.
[bookmark: _Toc212457104]3.2 Problem-solving & Escalation
HCAs are often the first to notice small but important changes such as new confusion, shortness of breath or unusual sleepiness, and must decide what to do next and who to inform. Observations feed into the National Early Warning Score (NEWS2), which standardises recognition of deterioration and prompts timely clinical review so that risk is managed early (Royal College of Physicians, 2017). A structured handover such as SBAR (Situation-Background-Assessment-Recommendation) helps ensure that critical details are shared quickly and reduces omissions during busy periods (Müller et al., 2018). With problem-solving in view, the final skill area addresses documentation and digital systems.
[bookmark: _Toc212457105]3.3 Digital Skills & Record-keeping
Most clinical areas now use electronic patient records (EPR), so safe care relies on accurate, timely entries that follow local policy and national rules (NHS England, 2024). The Records Management Code of Practice sets responsibilities for creating, storing and sharing records across health and social care, helping teams keep information reliable and secure (NHS Transformation Directorate, 2021). Building digital capability is encouraged for all health workers, including confident use of e-learning platforms, e-rostering and clinical systems, so that everyday tasks can be performed safely and efficiently (Health Education England, 2018). With the three skills defined, the report now turns to practical strategies that can be applied to strengthen each one.








[bookmark: _Toc212457106]4. Strategies to Improve Each Skill
The following, practical, repeatable strategies can help me to strengthen each core skill and apply them consistently in daily care.

Figure 2: Strategies to Improve Each Skill (Haroon, 2025)
[bookmark: _Toc212457107]4.1 Communication & Empathy
[bookmark: _Toc212457108]1) Practice short SBAR handovers
A practical way to improve clarity is to rehearse 30–60 second SBAR handovers for common situations, for example, “Mr Khan, 78, new drowsiness after lunch; observations show raised respiratory rate; a clinical review is needed,” which builds confidence and reduces missed information. Repetition of this format can help HCAs to structure thoughts and speak up quickly when something changes (NHS England, 2017).
[bookmark: _Toc212457109]2) Turn empathy into visible behaviours
Empathy can feel abstract, so a brief behaviour checklist can be used during personal care: knock and introduce oneself, use the person’s preferred name, explain each step before doing it, offer small choices, and close curtains or doors to protect privacy. These behaviours match what people say they value, being listened to and treated with dignity and are easy to repeat consistently (National Institute for Health and Care Excellence, 2019).
[bookmark: _Toc212457110]3) Write very short reflections after interactions
After a shift, one interaction can be selected and three or four lines written: what was done, how the person responded, and one change for next time. This simple habit reinforces therapeutic communication and creates a record for discussion with a supervisor during support sessions (Potter et al., 2021). Having covered communication strategies, the next set of actions supports everyday problem-solving.
[bookmark: _Toc212457111]4.2 Problem-solving & Escalation
[bookmark: _Toc212457112]1) Link observations to NEWS2 awareness
When recording vital signs, it is helpful to pause to notice values that look high or low for that person and confirm who to tell, because understanding how observations feed into NEWS2 helps escalation happen without delay. This awareness builds judgement about risk while keeping escalation pathways clear (Royal College of Physicians, 2017).
[bookmark: _Toc212457113]2) Apply the “5 Whys” to small recurring issues
For simple, repeated problems, such as water jugs often being empty on afternoon rounds, staff can ask “why?” several times to find the root cause and agree a small fix with the team, a practical quality-improvement tool that strengthens everyday problem-solving. Using this method on routine tasks builds a habit of prevention rather than firefighting (Müller et al., 2018).
[bookmark: _Toc212457114]3) Create a quick prioritisation plan at busy times
At the start of a peak period, a two-by-two grid (urgent/not urgent × important/less important) can be sketched, tasks placed into the boxes, and the plan confirmed with the nurse in charge so that the right things are done first. This visual approach makes workload visible and supports safer delegation and teamwork on a crowded shift (NHS England, 2017). With problem-solving addressed, the final strategies strengthen digital confidence and accuracy.
[bookmark: _Toc212457115]4.3 Digital Skills & Record-keeping
[bookmark: _Toc212457116]1) Book a weekly 30-minute EPR practice and feedback slot
Mock observations and a short care note can be entered using correct units and timestamps, then reviewed with a supervisor to check accuracy and clarity so that data-entry errors reduce over time. Scheduled practice gradually improves speed and confidence with the local system (Health Education England, 2018).
[bookmark: _Toc212457117]2) Complete short e-learning on information governance and records
Local modules aligned with the Records Management Code can be completed and a small checklist of completions and one key takeaway from each kept, so that essential rules become familiar and easy to follow. Keeping this record also makes supervision discussions more concrete (NHS Transformation Directorate, 2021).
[bookmark: _Toc212457118]3) Use a personal pre-submission checklist for every note
Before saving, it is important to confirm the correct patient, date and time, observation units and required sign-off, then skim for typos, because these checks keep documentation safe and legally sound. A consistent checklist also reduces confusion for colleagues who rely on clear records during handover and rounds (NHS England, 2024). With strategies in place, the conclusion now brings the parts together and looks ahead.






[bookmark: _Toc212457119]5. Conclusion
The HCA role is central to safe, compassionate care because it combines practical support with careful observation and clear teamwork. Daily work includes personal care, mobility support, nutrition, observation taking, environmental safety and handover, and each of these duties improves when communication, problem-solving and digital skills are strong. Communication and empathy help people feel respected and involved, while structured problem-solving and escalation protect patients when conditions change. Digital capability and accurate record-keeping keep the whole team aligned through reliable information that others can trust. The strategies suggested, SBAR drills, behaviour checklists, short reflections, NEWS2 awareness, “5 Whys”, prioritisation planning, EPR practice, e-learning and pre-submission checks, are simple, low-cost actions that can be built into normal shifts. In summary, continuing to practise these three skills deliberately should lift patient experience, reduce avoidable harm, and support consistent, person-centred care across settings.
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Strategies to Improve Each Skill


Communication & Empathy


Practise short SBAR handovers


Turn empathy into visible behaviours


Write very short reflections after interactions


Problem-solving & Escalation


Link observations to NEWS2 awareness


Apply the “5 Whys” to small recurring issues


Create a quick prioritisation plan at busy times


Digital Skills & Record-keeping


Weekly EPR practice and feedback


Complete short e-learning on records and governance


Use a pre-submission checklist for every note



Communication & Empathy


Use simple, respectful language


Check understanding and listen actively


Notice tone, body language and non-verbal cues


Preserve privacy and dignity during all care


Explain each step and ask permission


Share key information with the team quickly


Problem-solving & Escalation


Spot early changes in a patient’s condition


Use NEWS2 to recognise deterioration


Escalate concerns to the right colleague without delay


Apply SBAR for clear, structured handover


Prioritise tasks during busy or stressful periods


Digital Skills & Record-keeping


Make timely, accurate electronic entries in the EPR


Follow data and record-keeping policies


Protect confidentiality and patient information


Use clinical systems, e-rostering and e-learning confidently


Store and share information securely and professionally
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