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Executive summary

The purpose of this report is to discuss about the profession of administration manager in an NHS organization, and the importance of an excellent customer service skills. This report will outline the employability skills required to deliver administration position for the NHS post.
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Terms of Reference

Marie Pitson has requested a report on management skills due on the 6th march 2018.
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Procedure
I have gathered various researches in relation of administration officer for the NHS service in order to find valuable information on employability skills and looking at different jobs roles required from customer service to time management skills from I.T skills. Researched has been from reading books and article from internet. This has allowed me to discover the responsibility of the administration skills and how to provide excellent customer service. Job website was very useful to gain lot more information on qualification and experience that is required for administration officer for the NHS, Being in university with Marie piston and Melanie has helped me understand the role for administration officer.
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Introduction
This report is written in order to analyses the employability skills of the researcher against the needs of the employers.
This report will include an overview of the skills and requirements for employers and employment. The requisite skills discussed include time management and interpersonal skills, salary, I.T skills, team player and what qualification is required. The conclusion has compared the skills required by employers with those of the writer and offers based on the job role as administration officer for the NHS.
The Training and development skills is also very important to all business and service, Regular staff and managers need regular training which will also improve the service, it will also motive member of staff to learn more and move forward to gain senior position. Working as a team will allow individuals to learn and cooperate with each other and will increase the chance of solving problems. (North Staffordshire Combined Healthcare, 2018).
















Page 4

Background of Administration skills 
To get in to NHS administrator management you need to have an NVQ as well as a degree to have a postgraduate qualification then it is possible to get in to a senior role with a high salary, (Prospects.ac.uk 2018). The skills for management are required to have excellence customer service skills as well as working as a team and being able to have excellent communication skills as it is very important that you have all the skills to fulfill the administration officer role within the NHS service. (Morgan, 2017)


Salary
The starting Salary for gradate management administrator starts from around £23000 (Prospects.ac.uk 2018) the most senior post can get up to £90000 to about £100000 per year. Getting a job as a administrator trainer the salary start points can go up to 16000, the NHS has a banding point band 1, band 2, Band 3, band 4, band 5,band 6,band 7, band 8 and band 9a which is the highest banding for the NHS service( The Royal College of Nursing, 2018). 

Excellent customer service 
It is very important to have an excellent customer service as you are dealing with patient you need to build up good and friendly relationship between patients and collogues. This is because meeting and exceeding the expectation of the patients and to be able to respond to patient’s demands quickly and efficiently will make the patient be satisfied with the NHS service.
A customer service manager needs to be friendly and honest with the team member this can motivate excellent customer service from the team itself. Management should be able to treat everyone equally such as individual race, color, gender or religion etc. this is because it will create excellent atmosphere in the workplace. (Morgan, 2017).
Telephone customer service is also very important, to speak clearly over the phone and understanding what patient are saying and requesting, this can build up relationship between you and patients, There are 5 key points to have an excellent customer telephone skills they are 1) Adopt a positive tone over the phone, 2) Clear Enunciation, 3) Be Sincere 4) Use their name while speaking to patients the final one is 5) leave patients satisfied, (2011-2018, 2018) this can all be part of excellent telephone customer service skills, to improve the skills telephone courses are available. (2011-2018, 2018) Finishing a conversation in a well mannered can lead up to patient who is angry call to a pleasant experience for the patients. (2011-2018, 2018)
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 Communication skills 
Communication is one of the most important skills for administration officer, communication can get success in all NHS service, you should also have a positive attitude, excellent listen skills because as working for the NHS u need to be able to understand and listen to patients and your collogues. Always maintain eye contact as well as body language. (Morgan, 2017). Administration officer making sure that staff understands the strategic direction of the organization. (Quality and performance in the NHS, 2000).

Impersonal skills
Interpersonal skills are the skills everyone uses every day we communicate and interact with other people, both individually and in groups. People that have excellent interpersonal skills are often more successful in both of their lives professional lives and personal lives (2011-2018, 2018). Interpersonal skills include a very wide range of skills many are centered on communication, such as listening, questioning and understanding body language, those are very important part of working for the NHS service. They also include the skills and attributes associated with emotional intelligence or being able to understand and mange you’re own and others emotions. (20111-2018, 2018)

Time management 
Time management is very important for the NHS trust as you are able to finish and plan your task. There are many ways you can improve your time management skills which are by organizing your days and weeks, planning ahead and prioritizing what is important. (Morgan, 2018). To purpose of time management is enabling you to get more and better quality from you work. (Morgan, 2017), 
There are few easy time management tip that can improve your time management for administration officer, (Nhs.uk, 2018)Whether it’s in the job or lifestyles learning how to manage your time effectively can help you  relax and focused and control (Nhs.uk, 2018). There are 5 points to archive excellent time management for the NHS and they are: (Nhs.uk, 2018)
 1) Work out the goal 
2) Make a list of thing that needs to be done and then tick it off
 3) Focus on results 
4) Have lunch breaks and 15 minutes break in between which can help.
5) Priorities important task, urgent and important non urgent to important work.
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Team work
Team player is very important you work as a team to achieve the goal. It allows staffs and managers to learn new skills and bring in new ideas to the business. (Morgan, 2017). Showing an excellent team will approach better service and show excellent customer service. Working in a good team will bring out friendly environment for staff and management. Working as a team can solve a lot of problems with in the NHS administration officer. Team players are the most important part of administration officer as that involves patient information and health.

I.T skills
Many NHS jobs requires good understanding of I.T skills, I.T skills are required for Patient records. NHS service using I.T for everything, the system they use are PMS which is a database to manage all patient information. Many non medical and non clinical NHS staff is computer based. The Software that is mostly used is Word and excel. (Gotojobboard.com, 2018) all patient and staff information are entered on the NHS software database.


Qualification
Most administration management look for degree or NVQ to get in to management post must have an excellent IT skill, excellent customer service skills and have management studies as well as customer service studies.( Morgan, 2018) some Employers may expect to have GCSES at grades 9 to 4 (A* TO C*) that’s is including Math’s and English. Telephone and typing are required. Experiencing or temping could lead to a permanent Job at the NHS (Nationalcareersservice.direct.gov.uk, 2018)

Stress management 
Working for the NHS administration officer could be very stressful due to lack of staff being employed Work-related stress is not good for people. Work-related stress is now one of the most common types of workplace health problems which are caused by over load work. (Nhsemployers.org, 2018). We have all experience how it likes to feel stressed. When dealing with angry and frustrated patients try and stay calm and relaxed, if needed ask for advice from management or member of staff. To manage stress the best way s to plan ahead and always keep clam. (Nhsemplyers.org, 2018)
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Work shift

Working for the NHS as an administration officer the working hours are normally full time post working 9-5 37 hours, The NHS also has part time shift which are 24 hours or 16 hours part time post. (Jobs.nhs.uk, 2018), there are sometimes shift work available as long as 37 hours are covered.

Problem solving 
There are always problem that will come across working as a administration officer, such as patient may have an appointment but it’s not on the system, in this satiation its best to stay calm and have an well mannered attitude towards the patient.  There are 6 steps to following to overcome problem solving skills and they are: (Southernhealth.nhs.uk, 2018)
1) Identify and Select the Problems
2) Analyze the Problem within the administration 
3) Generate Potential Solutions
4) Select and Plan the Solution
5) Implement the Solution
6) Evaluate the Solution 

It’s best to following the above as it will help with problem solving skills easy to work for the NHS administration officer. (Cottrell, 2013)
Come up with possible solution, list every way that you can think to overcome your problem. How you might have solved similar problems in the past. What your colleagues and manager would advise. How you would like to see yourself tackling the problem. To overcome the skills there is training available and practicing will make it prefect. Try out the solution and review the outcome with feedback from colleagues and management. (Southerhealth.nhs.uk, 2018)
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Conclusion 
This report concludes the success of administration officer. This will lead to profitable and successful business in the long and short team.  Also the importance of employability skills are needed also have a successful career in administration officer role within the NHS service. There are opportunities to make you move forward and make a successful living out of it in the future. There are loads of training and course that can be carried out within the NHS service which the NHS funds for.
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Recommendation

NHS administration is recommended that you are required the following
1) Excellent I.T skills, able to use NHS software which has patient information such as appointments and personal information.
2) Good communication with patient as well as with colleagues, communication is one of the most important skills required as it will help the NHS service move forward.
3)  Handling patient’s quires in well mannered way, making sure patient and member of staff are happy.
4)  To improve on customer satisfaction to build up the long term relationship with patient and member of staffs. 
5) Always keeping patient up to date with patient information sending letters to patient with information and appointments letters or texting with appointments and update.
6) Skill required for NHS administration are Organizational skills ,I.T skills, number skills and excellent level of English spelling and grammar
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