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A Strategic Path to a Patient Relations Officer Role in the NHS: A Personal Development Report
 Introduction
The National Health Service (NHS) is built on a foundation of care, not just clinical treatment, and the Patient Advice and Liaison Service (PALS) sits at the very heart of this principle. Upon completing my BSc in Health and Social Care, my immediate goal is to secure a Band 5 Patient Relations Officer (PALS) role, similar to the recent vacancy at University Hospitals Birmingham NHS Foundation Trust (2025) (see Appendix 1). This position represents a perfect alignment of my personal history, my inherent skills, and my academic training, allowing me to act as a crucial bridge between patients and the healthcare system. In a climate where patient experience is directly linked to clinical outcomes and trust in the NHS, the role of PALS has never been more critical. This report will analyse the personal employability skills required for this job, conduct a candid evaluation of my own readiness, and present a detailed, five-year action plan to turn this ambition into reality, while also demonstrating my strategy for building a professional brand and network.

Analysis of Personal Employability Skills for a Patient Relations Officer (NEXT PAGE)
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University Hospitals Birmingham NHS Foundation Trust (2025) Band 5 Patient Relations Officer (PALS). Available at: https://www.jobs.nhs.uk (Accessed: 1 November 2025).

The role of a Patient Relations Officer (PALS) is to be a compassionate problem-solver and a trusted voice for patients, their families, and carers. Based on the recent advertisement for a Band 5 position at University Hospitals Birmingham NHS Foundation Trust (2025) (see Appendix 1), the core of the job is to act as a key point of contact, offering timely and empathetic support while resolving concerns confidentially and in line with NHS policies. This involves not only reacting to concerns but also proactively identifying patterns in feedback that can lead to service improvements, contributing to the wider governance framework of the trust.
Analysing the person specification, the key employability skills required can be grouped into three areas:
The role of a Patient Relations Officer (PALS) is to be a compassionate problem-solver and a trusted voice for patients, their families, and carers. Based on the recent advertisement for a Band 5 position at University Hospitals Birmingham NHS Foundation Trust (2025), the core of the job is to act as a key point of contact, offering timely and empathetic support while resolving concerns confidentially and in line with NHS policies. This involves not only reacting to concerns but also proactively identifying patterns in feedback that can lead to service improvements, contributing to the wider governance framework of the trust (The Health Foundation, 2022).
 Interpersonal and Emotional Skills
 This is the bedrock of the role. It demands profound empathy to understand patient distress, excellent communication to explain complex information clearly, and the ability to de-escalate highly charged situations with professionalism and care (University Hospitals Birmingham NHS Foundation Trust, 2025). The ability to manage one's own emotions while supporting others is defined as emotional labour, a critical skill in high-stress care environments (Hochschild, 2012). This requires active listening and emotional intelligence to validate a person's feelings while steering the conversation towards a constructive solution.
 Professional and Administrative Skills:
 The officer must work autonomously, using their own initiative to manage their caseload. This requires strong problem-solving abilities, meticulous attention to detail for accurate record-keeping, and a firm understanding of NHS policies and standards. Key among these are the NHS Constitution, which enshrines patient rights (Department of Health and Social Care, 2015), and the Duty of Candour, which requires transparency when things go wrong (Care Quality Commission, 2023). Furthermore, proficiency with IT systems for case management is essential for tracking and resolving each issue efficiently.
 Personal Attributes
 The role requires immense resilience to handle emotional distress daily without burning out, and integrity to maintain strict confidentiality and build trust with every interaction. This also encompasses a non-judgmental attitude and the cultural competence to support individuals from diverse backgrounds effectively, a principle strongly emphasised in the NHS Equality, Diversity, and Inclusion Improvement Plan (NHS England, 2023). Developing resilience is not innate; it can be fostered through reflective practice and organisational support, which helps prevent burnout and compassion fatigue (Edward, 2005).
 Evaluation of My Own Skills Against the Job Role
To conduct a structured self-assessment, I have used a SWOT analysis (Strengths, Weaknesses, Opportunities, Threats) to evaluate my skills against the job requirements.
My most significant strength is my lived experience in advocacy and empathy. For nearly two decades as an unpaid carer and a single mother of four, I have been the person navigating complex systems, explaining difficult situations to family members, and de-escalating moments of fear and frustration. This isn't a theoretical skill; it is a deeply ingrained part of who I am. The value of lived experience is increasingly recognised as a unique form of expertise that can enhance service delivery and patient rapport (Tembo et al., 2021). I have learned to communicate with clinicians, interpret medical information, and provide emotional support during moments of crisis. These are directly transferable to the PALS environment. My academic journey has now given me the framework to understand the policies and ethics that underpin this work. For example, my research on the Care Act 2014 for previous coursework has provided me with a solid understanding of wellbeing principles and advocacy duties that align perfectly with the PALS mandate.
However, I am also aware of my weaknesses. While I have immense practical experience, I have not yet worked within the formal structure of the NHS. I will need to quickly learn the specific digital systems and official protocols for case management. Transitioning from informal care to a professional role requires a shift in identity and the acquisition of formal procedural knowledge (Hemingway et al., 2015). Mastering the trust's specific software for logging incidents and understanding the formal escalation pathways for unresolved complaints will be an initial priority. Furthermore, while I am resilient, working within a large organisational structure will be a new context for me, and I will need to proactively seek supervision and support to ensure my own well-being.
An opportunity lies in strategically addressing these gaps. I plan to use reflective practice using models such as Gibbs' Reflective Cycle (1988) and actively engage with clinical supervision offered in the role to process challenging cases and build resilience in a professional context. The main threat is the competitive nature of the job market, which I plan to mitigate through robust networking and potentially gaining additional voluntary experience with organisations like Healthwatch to strengthen my application.
 Personal Branding and Professional Networking
My personal brand is "The Empathetic Advocate: From Lived Experience to Professional Practice." This isn't just a slogan; it is the authentic story of my life. To communicate this, I will ensure my CV and LinkedIn profile do not just list my degree, but tell this story. They will highlight how 17 years of care have honed my conflict resolution and advocacy skills, and how my degree has provided the evidence-based knowledge to apply them professionally. For instance, my LinkedIn headline will read: "BSc Health & Social Care Graduate | 17 Years of Lived Care Experience | Passionate about Patient Advocacy & Service Improvement.
To build the necessary network, I will move beyond my current strong "bonding" capital with family and fellow carers. I will actively build "bridging" capital by connecting with current PALS officers and NHS managers on LinkedIn, and by joining relevant groups like The Patient Experience Network. My goal is to request informal informational interviews to learn from their experiences, making my name known in the field before I even submit my first application. Attending local NHS trust open days or career fairs will also be a key strategy to make face-to-face connections and demonstrate my proactive interest in the organisation.
 My Unique Value and Unique Selling Point (USP)
My Unique Selling Point is that I do not just understand patient anxiety from a textbook; I have lived it from the other side of the hospital bed.
I offer a unique duality: the heartfelt understanding of a carer who has spent years in the waiting room, combined with the professional knowledge of a graduate who understands how the system is built to work. This means I can connect with distressed patients on a human level they will immediately trust, while also having the competence to navigate the system effectively to get them the answers they need. I can 'translate' between the clinical world and the patient's experience, which is often where misunderstandings and frustrations arise. I don't just represent the NHS to the patient; I can also represent the patient's voice within the NHS. This unique perspective will allow me to not only resolve individual concerns but also to provide insightful feedback to clinical teams about the real-world impact of their communication and processes, thereby adding value to the trust's commitment to continuous service improvement.

Action Plan and Timeline for Skill Development
My five-year action plan is designed to transition me from a graduate to an established and effective Patient Relations Officer, with clear milestones for skill acquisition and career progression. This structured approach ensures I am continuously developing the competencies required for the role. The use of a structured personal development plan is a recommended tool for navigating career progression in healthcare (Moses et al., 2021).. 

	Time frame
	Primary Goal
	Key Actions
	Resources Needed

	Short-Term (0-12 months
	Graduate with a strong BSc grade and secure a Band 5 PALS role.
	1. Achieve a 2:1 or First-Class degree. 2. Tailor CV and LinkedIn profile using personal branding strategy. 3. Apply for NHS Band 5 PALS roles. 4. Prepare for interviews using the STAR method.
	University academic support, Career services, NHS Jobs website, Interview preparation guides.

	Medium-Term (1-3 years)
	Excel in the Band 5 role, complete preceptorship, and build a specialist skillset.
	1. Complete NHS mandatory and role-specific training. 2. Build internal network and secure a mentor. 3. Handle complex cases and de-escalation routinely.
	Workplace training programmes, Internal mentor, NHS supervision, Professional body membership (Patient Experience Network).

	Long-Term (3-5 years
	Progress towards a Band 6 Senior Advisor or Team Lead role.
	1. Apply for Band 6 positions in PALS or patient experience teams. 2. Consider postgraduate study in Healthcare Leadership or Mediation. 3. Mentor new Band 5 staff.
	NHS internal job postings, University postgraduate courses, Leadership training programmes.



Resources for Skill Attainment and Mitigating Challenges
To achieve these goals, I recognise the need for specific resources and strategies to overcome potential obstacles. Beyond university and NHS support, I will utilise online platforms like LinkedIn Learning for courses on conflict resolution and the King's Fund website for insights into NHS policy and leadership. A key challenge will be balancing further study with full-time work; I will address this by exploring part-time and distance learning options. Furthermore, if faced with competitive job markets, I will leverage my networking strategy and consider gaining additional experience through volunteering for a health advocacy charity, such as Healthwatch, to strengthen my application and demonstrate continued commitment. Building a strong support system of family, peers, and mentors will be crucial for maintaining resilience and well-being throughout this demanding but rewarding journey.
 Communicating Skills to Employers
I will communicate my evolving skills profile through multiple, targeted channels. My tailored CV will be the primary document, continuously updated to reflect new qualifications and experiences, framed through the lens of my personal brand and using quantifiable achievements where possible. A professional LinkedIn profile will serve as a dynamic portfolio, showcasing my professional development, network, and engagement with the sector through shared relevant content and articles. Finally, in interview performance, armed with a deep understanding of my own skills and a clear narrative of my journey, I will confidently articulate my value and potential contribution using specific examples from my lived experience and academic work.
 Conclusion
This report has articulated a strategic path to achieving my goal of becoming a Patient Relations Officer. The analysis confirms that the role demands a blend of profound interpersonal skills, professional rigor, and personal resilience. Through a structured self-evaluation, I have identified how my 17 years of lived experience as a carer, combined with my academic knowledge, provide a solid and unique foundation for this career. The detailed five-year action plan provides a realistic timeline for developing the requisite skills, while the strategies for personal branding and networking will ensure I can effectively communicate my value to employers. As the NHS continues to prioritise patient experience, the integration of diverse perspectives, including those with lived experience, is vital for delivering truly person-centred care (The King's Fund, 2022). I am confident that by executing this plan, I will not only achieve my career objective but will also become a compassionate and effective advocate, adding genuine value to the NHS and the patients it serves.
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 Appendices
Appendix 1: Screenshot of the Job Advertisement for Band 5 Patient Relations Officer (PALS) at University Hospitals Birmingham NHS Foundation Trust
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| am a confident, flexible, self-motivated person that is able to adapt to different working
environments. A responsible, reliable, and honest individual that can work in a team or
independently with excellent communication skills and a natural ability to get along with
people and clientele of all kinds. | formerly ran my own tailoring business, designing and
sewing various garments of intricate design and had regular clients, experience in retail,
customer service and working towards deadlines
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[10/11/2025]

The Hiring Manager

Patient Advice and Liaison Service (PALS)

University Hospitals Birmingham NHS Foundation Trust
[Trust Address]

Re: Application for Band 5 Patient Relations Officer (PALS)
Dear Hiring Manager,

| am writing to express my sincere interest in the Band 5 Patient Relations Officer (PALS) position
at University Hospitals Birmingham NHS Foundation Trust, as advertised on NHS Jobs. With a
background as a paid domiciliary care worker, complemented by 17 years of lived experience as
a carer and a recent BSc (Hons) in Health and Social Care, | bring a unique and practical
understanding of patient and carer needs. | am confident that my skills and experiences align
perfectly with the requirements of this role.

The job description highlights the need for empathy, resilience, and the ability to handle
sensitive situations with confidentiality and professionalism. In my role as a domiciliary care
worker, | have consistently demonstrated these qualities. | have supported a diverse caseload of
clients, managing complex care needs, de-escalating emotionally charged situations, and
acting as a liaison between individuals, their families, and healthcare professionals. This
experience has honed my ability to work autonomously, maintain meticulous records, and
adhere to strict confidentiality and safeguarding protocols—skills | am eager to bring to the
PALS team.

Additionally, my academic training has provided me with a robust understanding of the policies
and frameworks that underpin the NHS, including the NHS Constitution, the Duty of Candour,
and the Care Act 2014. | am passionate about applying this knowledge to resolve concerns,
improve patient experience, and uphold the trust and values of the NHS.

What sets me apart is my dual perspective: the heartfelt understanding of a carer combined
with the discipline and accountability of a paid healthcare professional. | am adept at building
trust and rapport with individuals while navigating complex systems to achieve positive
outcomes.

| am deeply committed to the mission of the NHS and the vital role PALS plays in enhancing
patient experience. | am excited about the opportunity to contribute my skills, resilience, and
dedication to your team.

Thank you for considering my application. | have attached my CV for your review and welcome
the opportunity to discuss my suitability for the role further in an interview.

Yours sincerely,
Baidar Begum
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Job summary

We are looking for a compassionate and proactive Patient Relations
Officer to join our dedicated Patient Advice and Liaison Service (PALS)
Team.

This is a key front-line role in helping to deliver a high-quality, patient-
centred experience. As a key member of the PALS Team, you will
provide an effective, responsive, and empathetic service to patients,
families, carers, and enquirers--aligned with national standards, best
practice and our patient relations policies.

You'll offer accurate information, confidential support, and practical
advice, with a strong focus on de-escalating concerns and resolving
real-time issues. This is a fast-paced role that demands excellent
customer care skills and a calm, solution-focused approach.

Main duties of the job

The post-holder will work independently, using their own initiative
and be directly responsible for:

Acting as a key point of contact for patients, families, carers, and
enquirers, offering timely and empathetic support.

Providing accurate information, advice, and confidential guidance in
line with national standards and UHB policies.

Proactively de-escalate concerns and resolve real-time issues with
professionalism and care.

Contributing to a dynamic and responsive service that champions
excellence in patient relations.

About us

University Hospitals Birmingham NHS Foundation Trust strives to have
an inclusive culture where everyone feels like they belong, can thrive,
knows that they add value and feels valued. We do this by developing
compassionate and culturally competent leaders, being values driven
in all that we do and by creating a welcoming and inclusive workplace
that thrives on the diversity of our people. As such we want to attract
and recruit talented individuals from all backgrounds, and for each of
you to feel supported for the diversity you bring, to achieve your full
potential. For those staff with a disability, including physical disability,
long term health condition, mental health or neurodiverse condition,
this also means being committed to making reasonable adjustments
needed for you to carry out your role.

Job description
Job responsibilities

*Please Note : For a detailed job description for this vacancy, please
see attached Job Description*

For questions about the
job, contact:

Hiring Manager

Stephen Scriven
Stephen.Scriven@uhb.nhs.uk
01214240808

[INHS |

University Hospitals
Birmingham
NHS Foundation Trust

Date posted
30 October 2025

Pay scheme
Agenda for change

Band
Band 5

Salary
£31,049 to £37,796 a year

Contract

Permanent

Working pattern

Full-time, Flexible working

Reference number
304-1097467
Job locations

Trustwide
Mindelsohn Way
Birmingham
West Midlands
B15 2TH

Supporting documents
Band 5 JD PS.pdf (PDF, 355 KB)

Privacy notice
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Job responsibilities

*Please Note : For a detailed job description for this vacancy, please
see attached Job Description*

Person Specification

Qualifications

Essential

¢ *Educated to degree level, NVQ Level 4 equivalent, or substantial
experience/ knowledge to degree level equivalent.

¢ *Minimum English qualification -- GCSE grade A-C/4-9

Desirable

¢ *To have an understanding of the NHS national complaints
regulations.

Experience

Essential

¢ *Experience of working with patients and families, including
handling complex issues and behaviours.

* *Experience of working as part of a team.
¢ *Experience of producing reports.

¢ *Experience of negotiating with staff of all grades/ professional
groups and members of the public.

¢ *Experience of using Radar or similar database.
¢ *Experience of structured letter writing in a professional style.

¢ *Proven working knowledge of Microsoft Office applications: e.g.
Outlook/Word/Excel.

¢ *Experience of managing own workload.

* *Experience of interrogating patient record systems.

¢ *Specialist knowledge of PALS and complaints practice, policies and

compliance requirements.
¢ *Knowledge of the NHS Complaints Regulations.

¢ *Knowledge of the Parliamentary and Health Service Ombudsman
(PHSO).
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