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Professional Experience Report

Introduction

Veterans NHS Wales is a specialised service designed to support veterans of the HM forces living in Wales who are experiencing mental health difficulties related to their military service (Veterans NHS Wales, 2020). My placement within this organisation provided me with invaluable insights into the administrative and operational aspects of healthcare services tailored to veterans. This experience allowed me to understand the unique challenges faced by veterans and the importance of providing timely and effective mental health support.
During my placement, I served as a secretary, providing comprehensive secretarial and administrative support to various professionals within Veterans NHS Wales. My primary responsibilities included handling phone calls and emails, serving as the first point of contact for patients, relatives, and members of the public. Additionally, I was responsible for collating data and tracking patients' mental health journeys from start to end, producing data analysis for the Welsh Government. I also arranged meetings for the team and third-sector organisations, managed staff diaries, and controlled waiting lists.

Research and Innovation

During my time, the department allowed me to carry out research after I recognised a problem within the referral system. I noticed that the wait time for veterans waiting for the referral to be processed to assessment time could be reduced significantly, which is key in getting veterans to engage with therapy. I created an online questionnaire to send to GP practices within the Swansea Bay University area to see if GPs were aware of Veterans NHS Wales (VNHSW) and if they knew how to refer a patient into the service. This questionnaire showed that 40% of GPs did not know about VNHSW and 53% did not know they could refer patients directly to VNHSW. This not only helped the GPs become aware of the service but also gave me the skills to collaborate with other departments, help improve the service, cut waiting times, and get VNHSW more recognised within the Swansea Bay University area. The skills gained from conducting the survey and collaborating with other departments are essential for employability, as discussed by (Morgan, 2020) and (Cottrell,2021).

Analysis Using Business Management Theories

Communication Theory - Effective communication is crucial in any organisational setting, particularly in healthcare. By implementing structured communication guidelines, I ensured that all interactions with patients were consistent and professional. This not only improved patient satisfaction but also built trust and reliability in the services provided by Veterans NHS Wales. For instance, the standardised script for phone calls helped deliver clear and concise information, reducing the likelihood of miscommunication and ensuring that patients felt heard and understood (Craig, 2024). Additionally, the structured guidelines significantly reduced response times for phone calls and emails, contributing to a more responsive and patient focused service.

The principles of communication theory emphasise clarity, consistency, and responsiveness (Craig, 2024). By adhering to these principles, I was able to enhance the overall communication process within the organisation. For example, I developed a feedback platform where patients could provide their input on the communication they received, allowing for continuous improvement and adaptation of the communication guidelines. 

Data Management - My role involved extensive data management, tracking patients' mental health journeys and producing data analysis for the Welsh Government. By applying data management theories, I improved the accuracy and reliability of the data, supporting better decision-making processes within the organisation. The real-time tracking of patient progress allowed for timely interventions and adjustments in treatment plans, ultimately leading to better patient outcomes (Perrier et al., 2017; Kitchin, 2014). Furthermore, accurate data management is critical for compliance with regulatory requirements and for reporting to stakeholders. By enhancing the data management processes, I ensured that the organisation could meet its reporting obligations accurately and efficiently, thereby maintaining its credibility and securing continued support and funding. 

Data management theories highlights the importance of systematic data collection methods and analytical tools (Perrier et al., 2017; Kitchin, 2014). By implementing a new data management system, I was able to ensure comprehensive and precise reporting. This system allowed for real-time tracking of patient progress, which significantly improved the quality of the data and enabled more effective analysis. Additionally, the new system facilitated better data visualisation, making it easier for stakeholders to understand and interpret the data.

Effective communication and data management are critical skills for business students, as highlighted by (Morgan, 2020) and (Cottrell,2021).

Organisational Behaviour - Managing staff diaries and coordinating meetings required a deep understanding of team dynamics and organisational culture. By fostering a collaborative environment and using motivational techniques, I enhanced team productivity and ensured smooth operations. Organisational behaviour theories provided a framework for understanding and improving workplace interactions and team performance (Schein, 2010). For example, the regular team-building activities I introduced improved morale and strengthened relationships among team members. This not only enhanced team productivity but also improved overall job satisfaction. Additionally, fostering a collaborative environment facilitated better conflict resolution within the team, ensuring that any issues were dealt with promptly and did not interfere team performance.

Organisational behaviour theories emphasise the importance of understanding team dynamics and the impact of organisational culture on employee performance (Schein, 2010). By applying these theories, I was able to create a positive work environment that encouraged collaboration and innovation. For instance, I introduced regular feedback sessions where team members could share their thoughts and suggestions, fostering a culture of continuous improvement and open communication.

Innovation and Creativity - One of the innovative processes I initiated was the improvement of the data tracking system. By introducing new software tools and training staff on their use, I streamlined the data collection process, making it more efficient and accurate. This innovation not only saved time but also provided more reliable data for analysis. For instance, the new software tool allowed for automated data entry, significantly reducing the time required for data collection and improving data accuracy. Additionally, I introduced a centralised communication platform, which significantly improved the efficiency of internal communications. By reducing the time spent on coordinating meetings and managing staff diaries, the team could focus more on their core responsibilities, thereby enhancing overall productivity.
Innovation and creativity are essential for driving positive changes within an organisation. By identifying areas for improvement and implementing new solutions, I was able to enhance the overall efficiency and effectiveness of the team. For example, the centralised communication platform allowed for better coordination and collaboration among team members, reducing the likelihood of scheduling conflicts and improving overall team performance.

Challenges and Solutions

During my placement, I faced several challenges, including managing high volumes of patient data and coordinating meetings with multiple stakeholders. To overcome these challenges, I employed problem-solving techniques such as prioritising tasks and using project management tools. These strategies helped me manage my workload effectively and ensure that all tasks were completed on time. For example, using project management software to track tasks and deadlines allowed me to prioritise tasks effectively and ensure timely completion. Reflecting on alternative strategies, I considered implementing automated scheduling tools to further streamline the coordination of meetings. This approach could potentially reduce manual effort and improve accuracy in scheduling. Based on my research, I recommended the implementation of an automated scheduling tool that would allow for real-time scheduling and reduce the likelihood of scheduling conflicts.
Problem-solving and critical thinking are essential skills in any professional setting. By applying these skills, I was able to identify and address challenges effectively, ensuring that the team could operate smoothly and efficiently. For instance, the use of project management tools allowed me to track progress and identify potential bottlenecks, enabling me to take proactive measures to address any issues that arose.

Conclusion  
In summary, my placement at Veterans NHS Wales provided valuable insights into the application of business management theories in a real-world context. By analysing my work through the lens of these theories, I was able to enhance my performance and contribute positively to the organisation. This experience has shaped my future career aspirations and reinforced my commitment to continuous professional development. The skills and knowledge I gained during this placement will undoubtedly be beneficial in my future career, and I am grateful for the opportunity to contribute to such a meaningful organisation.


























Reflective Analysis 


Initial expectations Vs Actual Experience
Introduction
When I began my placement at Veterans NHS Wales, I anticipated gaining practical experience in healthcare services tailored to veterans. This reflective analysis is structed using Gibbs’ reflective Cycle (1988), which provides a systematic approach to evaluating experiences through six stages: description, feelings, evaluation, analysis, conclusion and action plan. Using this model, I will explore my learning and personnel development throughout my placement, comparing my expectations with reality, assessing my performance and skills development and identifying challenges and growth opportunities.
Descriptions and feelings 
When I began my placement at Veterans NHS Wales, I had several expectations. I anticipated gaining practical experience in a healthcare administration, understanding the unique challenges faced by veterans and developing skills in data management and communication. I expected a structured environment where I would follow established protocols and procedures.
However, the actual experience exceeded my expectations in many ways. The dynamic nature of the work environment required me to adapt quickly to changing circumstances and take responsibilities beyond my initial role. I was given the opportunity to conduct research, collaborate with various departments and implement innovative solutions to improve the referral system. This hands-on experience allowed me to develop a deeper understanding of the complexities involved in providing mental health support to veterans and importance of timely interventions.
Evaluation and Analysis 
Throughout my placement I developed several key skills that are essential for my future career. One of the most significant skills I gained was effective communication. By implementing structed communication guidelines, I ensured that all interactions with patients were consistent and professional. For example, the standardised script for phone calls helped deliver clear and concise information, reducing the likelihood of miscommunication and ensuring that patients felt heard and understood. Additionally, the feedback platform I developed allowed for continuous improvement and adaptation of the communication guidelines. These structured communications guidelines align with principles from organisational communication theory. (Craig, 1999) outlines how communications practices shape organisational cultural and influence stakeholder trust.   
 Another critical skill I developed was data management. My role involved extensive tracking of patients’ mental health journeys and producing data analysis for the Welsh Government. By applying data management theories, I improved the accuracy and reliability of the data, supporting better decision-making processes within the organisation. The real time tracking of patient progress allowed for timely interventions and adjustments in treatment plans, ultimately leading to better patient outcomes. The new data management system I implemented facilitated better data visualisation, making it easier for stakeholders to understand and interpret the data. The improvements I made in the real time tracking are supported by (Kitchin, 2014) concept of “data assemblages” which highlights the importance of integrating technology, people and practices to manage data effectively in complex environments. (Perrier et al, 2017) also emphasises the role of structured data systems in enhancing evidence-based decision-making in a healthcare setting.  
Organisational behaviour was another area where I saw significant growth. Managing staff diaries and coordinating meetings required a deeper understanding of the team dynamics and organisational culture. By fostering a collaborative environment and using motivational techniques, I enhanced team productivity and ensured smooth operations. For instance, the regular team-building activities I introduced improved morale and strengthen relationships among team members. This not only enhanced team productivity but also improved overall job satisfaction.  My efforts to collaborate and improve through team morale through team building activities are consistent with (Schein, 2010) model of organisational culture, which stresses the importance of shared values and group dynamics in shaping workplace behaviour. The use of motivational techniques also reflects Herzberg’s two-factor theory, which distinguishes between hygiene factors and motivators in job-satisfaction. 
Innovation and creativity were also crucial aspects of my development. One of the innovative processes I initiated was the improvement of the data tracking system. By introducing new software tools and training staff on their use, I streamlined the data collection process, making it more efficient and accurate. This innovation not only saved time but also provided more reliable data for analysis. Additionally, the centralised communication platform I implemented significantly improved the efficiency of internal communications. A study by (French et al, 2009), highlights how innovation in healthcare is often driven by the receptive capacities of organisations including leadership, vision and a learning culture. 
Feedback and Evaluation 
Feedback from my manager and colleagues was vital in my improvement. Positive feedback on my communication skills and data management abilities reinforced my confidence and motivated me to continue improving. Constructive feedback on areas such as time management and prioritisation helped me identify areas for growth and implement strategies to address them. For example, using project management software to track tasks and deadlines to allow me to prioritise tasks effectively and ensure timely completion.
Analysis 
During my placement, I faced several challenges that tested my problem-solving abilities and resilience. One of the main challenges was managing high volumes of patient data while ensuring accuracy and compliance with regulatory requirements. The complexity of tracking patients’ mental health journeys and producing data analysis for the Welsh government required meticulous attention to detail and systemic data collection methods.
Another challenge was coordinating meetings with multiple stakeholders, including team members and third-sector organisations. The dynamic nature of the work environment meant that schedules were constantly changing and I had to adapt quickly to ensure that all meetings were arranged efficiently. 
Action Plan
To overcome these challenges, I employed several strategies. For maintaining high volumes of patient data, I implemented new data management system that allowed for real-time tracking and better data visualisation. This system significantly improved the accuracy and reliability of the data, supporting better decision-making processes within the organisation. Additionally, I used project management tools to track tasks and deadlines ensuring that all tasks were completed on time.
For coordinating meetings, I recommend the implementation of an automated scheduling tool that would allow for a real-time scheduling ensuring that all stakeholders were informed promptly. 
Conclusion and Action Plan
This placement experience has significantly shaped my career aspirations. The skills and knowledge I gained, particularly the communication, data management, organisational behaviour and innovation are essential for my future career in business management. The hands-on experience working in a healthcare setting has reinforced my commitment to continuous professional development and my passion to contribute positively to the organisation that support vulnerable populations. 
The challenges I faced and the strategies I employed to overcome them have contributed to positive changes within my work environment. By implementing innovative solutions and fostering a collaborative culture, I was able to enhance team productivity and improve overall job satisfaction. This experience has taught me the importance of adaptability, resilience and continuous improvement in achieving professional success. 
Conclusion 
In summary, my placement at Veterans NHS Wales provided valuable insights into the application of business management theories in a real-world context. By reflecting through Gibbs’ reflective cycle, I was able to critically evaluate my experiences, identify key areas of growth and develop strategies for future improvement. Moving forward, I plan to build on these experiences by continuing to enhance my communication and data management skills, seek out leadership opportunities and remain adaptable in dynamic work environments. This structured  reflection has reinforced my commitment to continuous professional development and shape my future career aspirations. 
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Introduction

Veterans NHS Wales
provides vital services to
support our brave
veterans transitioning to
civilian life.

Objectives

Gain experience,
understand needs, and
develop key
communication skills
necessary for effective
patient care.

Key Responsibilities

Main duties include patient
contact, data tracking,
and ensuring smooth
coordination for meetings
and appointments.

Continuous growth through real-world learning experiences




