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Laura Williams
Birmingham, UK
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Personal Profile
A compassionate and reliable individual with a strong work ethic and excellent communication skills, currently studying Health and Social Care. I have experience working in customer-focused and administrative roles, where I developed the ability to work under pressure, follow procedures, and communicate effectively with a wide range of people.
I am particularly interested in supporting individuals with mental health needs and promoting wellbeing through person-centred care. I am empathetic, patient, and able to build positive relationships with others. I am now seeking a Mental Health Support Worker role where I can apply my skills while continuing to develop professionally within the health and social care sector.

Key Skills:
· Strong communication and active listening skills 
· Empathy and understanding of individual needs 
· Ability to work independently and as part of a team 
· Organisation and time management 
· Ability to follow procedures and maintain confidentiality 
· Problem-solving and adaptability 
· Resilience and ability to remain calm under pressure 
· Basic IT and administrative skills 

Education
Health and Social Care (Current Study)
(Level 4 – Certificate of Higher Education Skills for the Workplace)
City Technology College, Kingshurst, Birmingham
GCSEs including:
· English Language 
· Mathematics 
· Science 
· Business Studies 
· Geography 
· Spanish 
· Music 
· Environmental Management 

Relevant Experience
Administrative Assistant
Office of the Public Guardian, Birmingham
July 2017 – December 2017
· Processed and checked legal documents, ensuring accuracy and attention to detail 
· Registered Power of Attorney applications in line with procedures 
· Communicated with clients professionally regarding documentation 
· Maintained confidentiality when handling sensitive information 
· Used IT systems to complete tasks efficiently 
Transferable to mental health role:
Developed confidentiality, accuracy, and professional communication skills.

Bar / Restaurant / Hotel Staff
Mick O’Shea’s, South Australia
January 2010 – December 2010
· Provided customer service in a fast-paced environment 
· Handled cash and maintained responsibility for stock and equipment 
· Communicated effectively with customers and team members 
· Managed bookings and responded to customer needs 
Transferable skills:
Strong communication, teamwork, and ability to handle pressure.

Dispatch Clerk
Sonic Communications, Birmingham
May 2006 – November 2009
· Organised deliveries and ensured deadlines were met 
· Worked collaboratively within a team 
· Followed procedures and company guidelines 
· Maintained accurate records 
Transferable skills:
Organisation, teamwork, reliability.

Packing Supervisor
Oakland Packaging, Birmingham
June 2004 – October 2005
· Supervised team operations and ensured smooth workflow 
· Maintained productivity and efficiency 
· Supported team members and resolved issues 
Transferable skills:
Leadership, responsibility, problem-solving.

Bar Manager
St Wilfred’s Social Club, Birmingham
August 2003 – February 2004
· Managed staff and delegated responsibilities 
· Organised rotas and ensured smooth daily operations 
· Handled financial transactions and banking 
Transferable skills:
Leadership, organisation, responsibility.

Tanning Technician
Sunrise Tanning Studio, Birmingham
July 2001 – August 2003
· Provided customer service and built rapport with clients 
· Maintained records and handled payments 
· Ensured a clean and safe environment 
Transferable skills:
Communication, trust-building, responsibility.

Additional Information
· Full UK Driving Licence 
· Strong interest in mental health and supporting others 
· Experience balancing family responsibilities and study 

Interests
· Spending time with family 
· Reading and personal development 
· Exploring new places 
· Socialising and building relationships 

References
Available on request
















Personal Statement
I am a compassionate, reliable, and highly motivated individual currently studying Health and Social Care at Level 4, with a strong commitment to supporting individuals experiencing mental health challenges. I bring a solid work ethic, excellent communication skills, and a genuine desire to make a positive difference in people’s lives. My academic studies, combined with a diverse professional background, have equipped me with the knowledge, resilience, and interpersonal skills required to work effectively in a Mental Health Support Worker role.
Throughout my career, I have gained valuable experience in administrative, customer service, and supervisory roles, all of which have strengthened my ability to work both independently and as part of a team. In my role as an Administrative Assistant at the Office of the Public Guardian, I developed strong attention to detail while processing legal documentation and ensuring compliance with procedures. I regularly communicated with clients in a professional and sensitive manner, which enhanced my confidence in handling confidential information and managing responsibilities with accuracy and care.
My earlier roles in hospitality and team leadership have further developed my ability to remain calm under pressure, adapt to changing situations, and communicate effectively with a wide range of people. As a Bar Manager and Packing Supervisor, I took on leadership responsibilities, including managing teams, organising workloads, and resolving issues efficiently. These experiences strengthened my problem-solving skills, resilience, and ability to support others in a structured and positive way.
I have a genuine passion for mental health and wellbeing, and I am particularly interested in promoting person-centred care that respects individuality, dignity, and independence. I am naturally empathetic, patient, and approachable, and I take pride in my ability to build trusting relationships through active listening and understanding. I recognise the importance of providing emotional support while maintaining professional boundaries and following safeguarding procedures.
Balancing my studies with family responsibilities has further strengthened my time management, organisation, and commitment to personal development. I am dedicated to continuously improving my knowledge and skills within the health and social care sector.
I am now seeking a Mental Health Support Worker position where I can apply my transferable skills and continue to develop professionally. I am committed to delivering high-quality care, supporting individuals to achieve positive outcomes, and contributing effectively as part of a supportive team.



















Personal SWOT Analysis
Strengths
I am a compassionate, reliable, and empathetic individual with a strong foundation in communication and interpersonal skills. My ability to actively listen and understand individual needs allows me to build trust and positive relationships, which is essential in mental health support roles. I have developed resilience and the ability to remain calm under pressure through experience in fast-paced environments such as hospitality and administrative settings.
My background in administrative work has strengthened my attention to detail, ability to follow procedures, and commitment to maintaining confidentiality when handling sensitive information. I am also highly organised, able to manage time effectively, and comfortable working both independently and as part of a team. My leadership experience in previous roles demonstrates responsibility, problem-solving ability, and confidence in supporting others.
Weaknesses
While I have strong transferable skills, I currently have limited direct, hands-on experience specifically within a mental health support setting. This may require an adjustment period as I develop practical knowledge of care environments and specific support techniques.
Additionally, as I am still studying Health and Social Care, there may be areas of theoretical knowledge and practical application that I am continuing to build. At times, I may also take on too much responsibility due to my strong work ethic, which could lead to pressure if not managed carefully.
Opportunities
My current studies in Health and Social Care provide a strong opportunity to expand my knowledge and gain relevant qualifications to support my career progression. Entering a Mental Health Support Worker role will allow me to apply my existing skills while gaining valuable hands-on experience in the sector.
There are also opportunities for continuous professional development, such as specialised training in mental health awareness, safeguarding, and person-centred care approaches. My varied work background gives me a unique perspective and adaptability, which can help me grow quickly within the field.
Threats
The mental health sector can be highly demanding, both emotionally and physically, which may present challenges in maintaining work-life balance. Competition for roles may also be a factor, particularly for candidates with more direct experience.
Additionally, adapting to new policies, procedures, and emotionally complex situations may initially be challenging. However, with resilience, ongoing learning, and support, these challenges can be effectively managed and overcome.






















Personal Development Plan
This personal development plan outlines my goals and actions to support my progression into a Mental Health Support Worker role. It focuses on developing my knowledge, practical skills, and emotional resilience to ensure I can provide high-quality, person-centred care.
Goal 1: Gain practical experience in a mental health or care setting
My first goal is to gain hands-on experience working directly with individuals who have mental health needs. While I have developed transferable skills, I recognise the importance of practical experience in building confidence and competence. The NHS highlights the importance of experience and training when supporting individuals with complex needs. To achieve this, I will apply for entry-level roles such as support worker positions, volunteering opportunities, or placements within care settings. I will also seek regular feedback from supervisors to improve my performance.
Timeframe: Within the next 6–12 months
Outcome: Improved confidence, practical care skills, and a stronger understanding of mental health support in real-life settings.
Goal 2: Develop my knowledge and qualifications in mental health care
My second goal is to expand my theoretical knowledge and gain additional qualifications relevant to mental health. Alongside my current studies, I plan to complete courses such as Mental Health Awareness, Safeguarding, and First Aid. Organisations such as Mind provide valuable resources and guidance for understanding mental health conditions and effective support strategies. Additionally, applying a person-centred approach, influenced by Carl Rogers, will help me support individuals with empathy and respect. I will also engage in independent learning through reading and online materials.
Timeframe: Within the next 12 months
Outcome: Increased knowledge, improved professional competence, and enhanced employability within the sector.
Goal 3: Improve emotional resilience and self-confidence
My third goal is to strengthen my emotional resilience and confidence, which are essential when working in a mentally and emotionally demanding role. Supporting individuals with mental health needs can be challenging, and maintaining wellbeing is crucial. I will develop coping strategies such as reflective practice, stress management techniques, and maintaining a healthy work-life balance. I will also build my confidence by seeking feedback, learning from experience, and recognising my progress over time.
Timeframe: Ongoing
Outcome: Greater emotional resilience, improved confidence, and the ability to manage challenging situations effectively.
Conclusion
This personal development plan provides a structured approach to achieving my career goals within the health and social care sector. By gaining practical experience, developing my knowledge, and improving my resilience, I will be well-prepared for a role as a Mental Health Support Worker. I am committed to continuous learning and professional development to ensure I provide safe, compassionate, and effective care.













Reflection on Communication Presentation (Gibbs Model 1988)
This reflection evaluates my communication presentation using Gibbs’ Reflective Cycle, incorporating feedback received. The presentation focused on communication as a key transferable skill in health and social care, including the importance of effective communication, Shannon and Weaver’s model, and its application within a care setting.
In terms of description, I delivered a structured presentation that included a clear introduction, explanation of communication, discussion of its importance, application of theory, and a conclusion. I explained Shannon and Weaver’s communication model and applied it to a care scenario involving a resident with early dementia. Feedback highlighted that my scenario was realistic and professionally appropriate, and that I demonstrated understanding of how communication techniques such as reassurance, clear language, and checking understanding can improve outcomes for service users.
Initially, I felt nervous before presenting, which affected my confidence at the start. However, as I progressed, I felt more comfortable and focused. I was able to follow my script and cover all key points. I felt pleased that I demonstrated good knowledge of the topic. However, feedback identified that I relied too heavily on my notes, which reduced my engagement with the audience. I recognise that this limited my ability to communicate effectively, as eye contact and interaction are important aspects of professional communication (Arnold and Boggs, 2019).
There were several strengths in my presentation. I demonstrated clear organisation and understanding of communication within health and social care. I successfully linked communication techniques to improved patient outcomes, which showed developing analytical ability. I also used an appropriate care scenario, which made the presentation relevant to practice. However, feedback highlighted that I needed to move beyond describing the communication model and instead evaluate it more critically.
From an analytical perspective, Shannon and Weaver’s model is useful in explaining how communication is transmitted and how barriers, such as noise, can affect understanding (Shannon and Weaver, 1949). In my scenario, the resident with dementia may experience cognitive difficulties, which act as ‘noise’ in the communication process. By using clear language, repetition, and checking understanding through feedback, the professional reduces this noise and improves communication effectiveness. However, the model is limited because it does not fully consider emotional or relational aspects of communication, which are important in health and social care settings. For example, reassurance and empathy are essential when supporting vulnerable individuals, which the model does not fully address (NHS, 2023). In addition, effective communication is closely linked to patient safety and quality care, as poor communication can increase the risk of misunderstandings and errors (O’Hagan et al., 2014).
In addition, it is important to consider the consequences of ineffective communication. If communication is unclear or not adapted to the individual’s needs, it could lead to confusion, anxiety, or distress for the service user. In a care setting, this may also increase the risk of errors, reduce patient safety, and negatively impact wellbeing. This highlights the importance of applying communication theory effectively in practice, rather than simply understanding it. Research also suggests that person-centred communication improves patient satisfaction and outcomes (McCormack and McCance, 2017).
In conclusion, this presentation demonstrated my developing knowledge and understanding of communication in health and social care. While I showed strengths in structure, content, and application, I recognise the need to improve my critical evaluation, confidence, and delivery. The feedback has helped me identify specific areas for development, particularly in linking theory more clearly and engaging more with the audience.
As part of my action plan, I will practise presentations regularly to build confidence and reduce reliance on notes. I will use brief prompts instead of full scripts to improve engagement and eye contact. I will also focus on slowing down my speech to improve clarity. In addition, I will develop my analytical skills by practising evaluating theories rather than describing them. Seeking feedback from tutors and peers will support my progress and help me continue improving my communication skills for future professional practice.
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