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[bookmark: _Toc227838808]Practical Portfolio 
[bookmark: _Toc227838809]Introduction
A portfolio is a structured collection of documents and evidence that demonstrates a person’s skills, knowledge, experience, and professional development (Merriam-Webster Dictionary, n.d.). It is used to showcase suitability for a specific role and to reflect on personal strengths and areas for improvement.
In this portfolio, I will demonstrate my suitability for the role of a Medical Receptionist at Abridge Surgery. This will include a tailored CV, a personal statement, and a SWOT analysis alongside a Personal Development Plan (PDP). In addition, I will provide a reflective account of my previous presentation using Gibbs’ (1988) reflective model. This portfolio aims to highlight my current abilities, identify areas for development, and outline my future career progression within the health and social care sector.

[bookmark: _Toc227838810]Curriculum Vitae
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The following CV has been tailored to the Medical Receptionist role at Abridge Surgery, highlighting relevant skills, experience, and qualifications required for the position.



Kseniia Pashyna
Great Dunmow, UK
075 720 88 568
kseniia.pashyna@outlook.com

PROFESSIONAL PROFILE
Highly organised and reliable administrative professional with strong experience in medical reception and customer-facing roles within healthcare and service environments. Experienced in managing patient enquiries, scheduling appointments, and handling confidential medical information with accuracy and professionalism. Demonstrates excellent communication skills, the ability to multitask in fast-paced settings, and a calm, empathetic approach when dealing with patients. Currently completing a Level 4 Diploma in Health and Social Care, with a strong interest in progressing within a GP practice environment.
KEY SKILLS
· Medical Reception & Front-of-House Services 
· Patient Communication & Support 
· Appointment Scheduling & Diary Management 
· Handling Telephone & Email Enquiries 
· Confidentiality, GDPR & Data Protection Awareness 
· Electronic Patient Records & Data Entry 
· Time Management in Busy Healthcare Settings 
· Problem Solving & Decision-Making Under Pressure 
· Team Coordination & Administrative Support 
PROFESSIONAL EXPERIENCE
Nursery Administrator & Customer Service Assistant
Connaught Farm Nurseries, Loughton, UK (Nov 2025 – Present)
· Manage daily customer enquiries in person, by phone, and via email 
· Process bookings, orders, and payments accurately 
· Maintain organised records and administrative documentation 
· Schedule deliveries and coordinate daily operational tasks 
· Resolve customer issues professionally in a fast-paced environment 
Medical Administrator
Private Healthcare Clinic “Myata”, Ukraine (Oct 2018 – Apr 2022)
· Managed front-desk reception and high-volume patient enquiries 
· Scheduled appointments and coordinated clinician diaries 
· Maintained accurate electronic patient records and documentation 
· Registered new patients and handled confidential medical information 
· Processed referrals and liaised with healthcare professionals 
· Prioritised urgent cases and ensured smooth clinic operations 
Personal Assistant
Our Staff, Ukraine (Mar 2022 – Apr 2024)
· Managed schedules, correspondence, and documentation 
· Maintained confidentiality and handled sensitive information 
· Communicated effectively with clients and internal teams 
· Prioritised tasks in high-pressure environments 
Front Desk Supervisor & Receptionist
Gomer Hotel, Ukraine (Oct 2013 – Sep 2018)
· Delivered high-quality front-of-house service 
· Managed bookings, enquiries, and administrative tasks 
· Handled complaints calmly and professionally 
· Trained new staff and supported team operations 
EDUCATION

Level 4 Diploma in Health and Social Care (RQF) – In Progress
University of Wales Trinity Saint David (Expected July 2026)
BSc in Linguistics
Sevastopol State University (2016)
[bookmark: _Toc227838811]Personal Statement 
I am applying for the Medical Receptionist position at Abridge Surgery, as I am passionate about working in health and social care and contributing to a positive patient experience. With my background in medical administration, customer service, and my current Level 4 Diploma in Health and Social Care, I have developed the skills and knowledge required to perform effectively in this role.
I have gained valuable experience working as a Medical Administrator in a private healthcare clinic, where I managed front-desk responsibilities, handled high volumes of patient enquiries, and supported clinicians in daily operations. This role required strong organisational skills, attention to detail, and the ability to communicate clearly with patients and healthcare professionals. I regularly scheduled appointments, maintained electronic patient records, and ensured that confidential information was handled in accordance with data protection standards. This experience has prepared me well for the responsibilities of a Medical Receptionist, particularly in maintaining accuracy and professionalism in a busy environment.
In addition to my healthcare experience, my roles in customer service and administration have strengthened my communication and interpersonal skills. I am confident in interacting with a wide range of people, including those who may feel anxious or unwell. I understand the importance of being calm, patient, and empathetic, as this can have a direct impact on a patient’s experience and overall satisfaction with care. I am also experienced in managing multiple tasks at once, prioritising urgent situations, and maintaining efficiency under pressure, which I believe are essential skills for this role.
My current studies in Health and Social Care have further developed my understanding of patient-centred care, safeguarding, confidentiality, and effective communication. For example, I have learned how communication directly impacts patient safety and the quality of care provided. This knowledge supports my practical experience and allows me to approach situations with a more informed and professional perspective.
One of my key strengths is my ability to remain organised and focused in fast-paced environments while maintaining a high standard of service. I am also confident using digital systems and electronic record-keeping tools, which enables me to manage patient information accurately and efficiently. Furthermore, I am committed to continuous professional development and improving my skills within a healthcare setting.
I am particularly interested in this role at Abridge Surgery because of the opportunity to work within a GP practice and contribute to the smooth running of a healthcare team. I am motivated to build my career within the health sector and believe this position would allow me to develop both professionally and personally.
Overall, I am a reliable, hardworking, and compassionate individual who is committed to providing high-quality support to both patients and healthcare staff. I am confident that my experience, skills, and dedication make me a strong candidate for this role.



[bookmark: _Toc227838812]SWOT Analysis 
A SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis is a tool used to evaluate internal and external factors that may affect performance in a specific role and to support planning for development (Gürel & Tat, 2017). The following SWOT analysis evaluates my suitability for the Medical Receptionist position and my future progression within healthcare.
Strengths
· Strong communication and interpersonal skills developed through healthcare and customer-facing roles 
· Previous experience as a Medical Administrator in a clinical setting 
· Ability to manage patient enquiries, appointments, and administrative tasks efficiently 
· Good understanding of confidentiality, data protection, and patient-centred care 
· Ability to remain calm and organised in fast-paced environments 
Weaknesses
· Limited direct experience within a UK GP practice environment 
· Need to develop knowledge of NHS systems and procedures 
· Limited familiarity with specific GP software systems 
· Confidence still developing when handling complex or distressed patients 
Opportunities
· Opportunity to gain experience in a GP practice and understand NHS operations 
· Access to training and professional development within healthcare settings 
· Development of transferable skills relevant to physiotherapy career pathway 
· Exposure to multidisciplinary teams and patient care processes 
Threats
· High competition for roles within healthcare settings 
· High workload and time pressures in GP practices 
· Risk of communication errors impacting patient safety 
· Changes in healthcare policies or systems affecting job roles 
[bookmark: _Toc227838813]Analysis of SWOT
In the strengths, I identified key skills and experiences that align directly with the Medical Receptionist role. For example, my previous experience as a Medical Administrator has provided me with practical knowledge of patient interaction, appointment scheduling, and handling confidential information. These skills are essential for ensuring efficient and safe service delivery within a healthcare environment. In addition, my communication skills allow me to interact effectively with patients and colleagues, which is particularly important in situations where patients may feel anxious or require reassurance.
In the weaknesses, I recognised areas where I need further development. Although I have healthcare experience, I have not yet worked within a UK GP practice, which means I may need to adapt to NHS systems, procedures, and expectations. I also identified the need to improve my confidence when dealing with more complex or emotionally challenging situations. Recognising these weaknesses is important, as it allows me to take proactive steps to improve my performance.
The opportunities section highlights ways in which this role can support my professional development. Working in a GP practice will allow me to gain valuable insight into the UK healthcare system and develop skills that are transferable to my long-term goal of becoming a physiotherapist. Exposure to patient care pathways and multidisciplinary teams will help me understand how different professionals work together to support patient outcomes.
Finally, the threats identify potential challenges. For example, working in a busy GP environment may involve high workloads and time pressure, which could impact performance if not managed effectively. Additionally, errors in communication or data handling could affect patient safety, making accuracy and attention to detail essential. However, by maintaining professionalism and continuously developing my skills, I can minimise these risks and perform effectively in the role.

[bookmark: _Toc227838814]Personal Development Plan (2026-2028)
A Personal Development Plan (PDP) is a structured approach that helps identify areas for improvement, set goals, and monitor progress over time (Cottrell, 2019). It supports continuous learning and is essential for professional growth within health and social care. My PDP focuses on developing the skills and knowledge required for the Medical Receptionist role, while also supporting my long-term goal of progressing into physiotherapy.
[bookmark: _Toc227838815]Goal 1: Develop knowledge of NHS systems and GP practice procedures
SMART Description:
By December 2026, I will develop a clear understanding of NHS systems, patient pathways, and GP practice procedures by completing relevant training and gaining practical experience in the workplace.
Importance:
Understanding NHS processes and procedures is essential for performing administrative tasks accurately and ensuring patient safety. It will also help me integrate effectively into a GP practice environment.
Development & Evaluation:
I will learn through on-the-job training, observe experienced staff, and complete relevant online NHS training modules. My progress will be evaluated through supervisor feedback and my ability to complete tasks independently and confidently.
[bookmark: _Toc227838816]Goal 2: Improve professional communication and patient interaction skills
SMART Description:
By December 2027, I will improve my communication skills, particularly in handling sensitive or challenging situations, by practising active listening and attending training where available.
Importance:
Effective communication is essential in healthcare, as it directly impacts patient experience, safety, and teamwork. Improving this skill will allow me to interact more confidently with patients and colleagues.
Development & Evaluation:
I will develop this skill through daily practice, reflecting on challenging situations, and seeking feedback from colleagues. I will also consider attending communication workshops. Progress will be monitored through feedback and self-reflection.
[bookmark: _Toc227838817]Goal 3: Prepare for progression into a physiotherapy career
SMART Description:
By 2028, I will gain knowledge and experience relevant to physiotherapy by researching entry requirements, exploring further education options, and gaining exposure to patient care environments.
Importance:
This goal supports my long-term career progression within healthcare. Understanding physiotherapy pathways will allow me to plan my next steps effectively and ensure I meet entry requirements.
Development & Evaluation:
I will research physiotherapy programmes, seek advice from professionals, and explore opportunities such as shadowing or volunteering in rehabilitation settings. Progress will be evaluated by my readiness to apply for further education or relevant roles.
[bookmark: _Toc227838818]Summary
My Personal Development Plan focuses on developing three key areas that are essential for both the Medical Receptionist role and my future career in physiotherapy. Firstly, improving my knowledge of NHS systems will help me perform administrative duties accurately and confidently. Secondly, enhancing my communication skills will allow me to provide better support to patients and contribute to a positive healthcare environment. Finally, preparing for a physiotherapy career ensures that I continue progressing within the healthcare sector.
These goals are realistic and achievable within the given timeframe and align with my long-term career progression. By setting SMART goals and outlining clear development and evaluation strategies, I will be able to monitor my progress and ensure continuous professional development over the next two years.
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Introduction
The purpose of this reflection is to critically evaluate my performance during my LCHS4009 Component 1 presentation and to identify areas for improvement. To structure this reflection, I have used Gibbs’ reflective cycle (1988), which includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This reflection will explore my experience of presenting on communication skills in health and social care and how this has contributed to my professional development.
Description
For my presentation, I focused on communication as a key skill in health and social care. I explained what communication is, why it is important, and introduced the SBAR communication model. I also provided a practical example using the role of a GP receptionist, highlighting how effective communication supports patient safety and quality of care. 
The presentation lasted approximately five minutes and followed a clear structure, including an introduction, explanation of theory, application to practice, and a conclusion. I aimed to demonstrate both theoretical understanding and its relevance to real-life healthcare settings.
Feelings
Before the presentation, I felt nervous because I wanted to deliver the information clearly within a limited time. I was also concerned about speaking confidently in front of others. However, I also felt prepared, as I had practised my content and understood the topic well.
During the presentation, I began to feel more confident, particularly when explaining the practical example of the GP receptionist, as this was closely related to my career interests. However, I noticed that I spoke more quickly when explaining theoretical concepts, likely due to nervousness.
After the presentation, I felt relieved that I had completed it, but also reflective, as I recognised that there were areas where I could improve my delivery.
Evaluation
Overall, there were several positive aspects of my presentation. My structure was clear and logical, which helped to present the information in an organised way. The practical example was effective in linking theory to real-life healthcare practice, making the content more understandable. Additionally, I demonstrated a good understanding of the importance of communication in ensuring patient safety and effective teamwork.
However, there were also areas for improvement. Based on feedback, I spoke too quickly at times, particularly when explaining theoretical concepts. This may have made it more difficult for the audience to fully understand some points. I also could have engaged the audience more actively, for example by asking questions or using more interactive elements. Furthermore, I relied mostly on verbal explanation and could have used visual aids more effectively to support understanding.
Analysis
Communication is a fundamental skill in health and social care, as it directly impacts patient safety and quality of care (NHS England, 2023). In my presentation, I demonstrated an understanding of this by explaining both theory and practice. Effective communication is not only about the content but also about how information is delivered. It is essential in healthcare, as it supports patient safety and reduces the risk of errors (RCN, 2021).
The feedback I received highlighted that my pace of speaking affected the clarity of my message. This suggests that while I understood the topic, my delivery could be improved to ensure that the audience fully engages with and understands the information. Research also suggests that clear and well-paced communication is essential in healthcare settings to prevent misunderstandings and errors.
Additionally, I recognised that engaging the audience is an important part of effective communication. Although I included a practical example, I could have improved engagement by encouraging participation or using more visual support. This would make the presentation more interactive and easier to follow.
Conclusion
In conclusion, this presentation was a valuable learning experience that helped me develop both my knowledge and presentation skills. I demonstrated a good understanding of communication in health and social care and was able to link theory to practice effectively. However, I also identified areas for improvement, particularly in pacing my speech, engaging the audience, and using visual aids.
This reflection has helped me understand that effective communication involves not only what is said but also how it is delivered. Improving these areas will support both my academic performance and my future professional practice.
Action Plan
To improve my future presentations, I will take several steps. Firstly, I will practise more to improve my timing and ensure that I speak at a steady and clear pace. I will focus on pausing between key points to improve clarity and allow the audience to process information.
Secondly, I will work on engaging the audience by including questions or interactive elements. This will help maintain attention and improve understanding.
Thirdly, I will use visual aids more effectively, such as simple diagrams or key points on slides, to support my explanations.
Finally, I will seek feedback from peers or tutors before presenting, which will help me identify areas for improvement in advance. By implementing these strategies, I aim to improve my confidence, communication skills, and overall effectiveness in presentations, which are essential for my future role in health and social care.
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