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[bookmark: _Toc235746172]Introduction
This report focuses on the role of a Healthcare Support Worker, a frontline role in the National Health Service and social care sector. This role was selected as it is a hands-on, practical role that provides emotional support to patients and service users, and is integral to the day-to-day experience of patients and service users. The role is significant as Healthcare Support Workers are the backbone of care delivery, allowing registered professionals to concentrate on clinical decision making and ensuring that patients receive consistent, compassionate, person-centred support (NHS, 2020). This report will first outline the role and its background, and then assess the three most significant skills needed to carry out the role effectively. It will then explain how these skills can be developed and conclude with a summary of the overall importance of the role to safe, high quality care.
[bookmark: _Toc235746173]Description of, and Background to, the Healthcare Support Worker Role in Healthcare
Healthcare Support Workers, also known as healthcare assistants, work under the supervision of registered nurses and other clinical staff in a variety of healthcare environments such as hospitals, GP surgeries, community care and mental health services (NHS, 2020). Tasks usually involve assisting patients with washing, dressing, feeding, and mobility, as well as making routine observations like blood pressure and temperature, and ensuring a clean and safe care environment. Interpersonal skills are also a key part of the job, as Healthcare Support Workers may be the ones who interact with patients the most throughout a shift.
The most significant aspect of the job is to deliver safe, dignified, person-centred personal care and to be vigilant to signs of distress, deterioration or discomfort, as Healthcare Support Workers are often the first to notice. To do this effectively, a wide range of skills are needed, such as communication, empathy, teamwork, patience, and the ability to follow instructions and procedures accurately (NHS, 2020). These skills allow Healthcare Support Workers to build trust with patients and to work effectively as part of a wider multidisciplinary team.
[bookmark: _Toc235746174]Evaluation of the Skills Needed for the Healthcare Support Worker Role in Healthcare
Communication, empathy and teamwork are the three most critical skills for this position. The skills have been selected as they are fundamental to the majority of the other skills required by the role, such as providing personal care and reporting concerns to registered staff, and they are consistently identified in official and academic documents as key to safe practice.
The three are the most basic: communication. Healthcare Support Workers need to be able to communicate clearly, listen actively and interpret verbal and non-verbal cues from patients who may be anxious, confused or unable to communicate in the normal way (Scottish Social Services Council, 2023). Effective communication has also been associated with reduced errors, improved teamwork, and patients' sense of being valued and understood (Logan, 2025). Effective communication helps staff to record what a patient has said, reduces the chance of misunderstanding and helps patients feel valued and reassured, not ignored. For example, a Healthcare Support Worker supporting a patient with dementia to eat may need to use simple language, repetition and calm body language to avoid causing distress, and this is an example of how communication skills directly impact the quality of a routine task.
Empathy is also important, as it helps staff to understand and respond to a patient's emotional needs, not just their physical needs. Empathic, person-centred communication has been researched and is linked to patient satisfaction, feeling understood and improved health outcomes (Bikker et al., 2015). Person centred care (Nursing and Midwifery Council, 2018) is also about compassion and empathy. This may be a Healthcare Support Worker who is sitting with an anxious patient before a procedure and recognises that the patient is anxious, rather than just getting on with the job.
Teamwork completes the trio of essential skills. Healthcare Support Workers are not usually the only workers in their team; they are surrounded by other workers such as nurses, doctors, therapists and other support workers. Good teamwork enhances patient safety through effective communication, shared responsibility and early escalation of concerns, and ensures that no aspect of a patient's care is overlooked (Evans, 2026). When teamwork fails, valuable information may be lost between shifts or professions, leading to potential errors.
These skills are important and can have serious consequences if they are not present. Inadequate communication can lead to misunderstandings about a patient's needs or the failure to pick up on early signs of deterioration, and a lack of empathy can make patients feel unvalued and less likely to trust staff and share key information. Poor team working can lead to poor coordination and care, and increase the risk of medical error, as patient safety relies on effective communication and working together between staff (Evans, 2026). This demonstrates that communication, empathy and team working are essential to safe and effective practice in the Healthcare Support Worker role and not an optional extra.

[bookmark: _Toc235746175]Strategies to Improve the Skills for the Healthcare Support Worker Role
Structured training and induction, reflective practice and mentorship or peer supervision are three strategies that are especially helpful in developing communication, empathy and teamwork in this role.
There is a formal pathway to developing skills through structured training, including the Care Certificate and continuing professional development (CPD). CPD activities such as workshops, e-learning and refresher courses ensure staff are kept up to date with best practice and directly minimise errors, for instance by reinforcing safe communication techniques or new approaches to person-centred care (Koshy, 2017). Regular training was selected as a strategy as it is structured, measurable and widely used throughout the sector and is a reliable method of developing foundational skills prior to use in practice. For example, a new Healthcare Support Worker who has undertaken communication training will likely see a marked improvement in their ability to manage challenging conversations with nervous patients.
Reflective practice is a second valuable strategy. This includes staff reflecting on their own interactions and decisions regularly to identify what was successful and what could be improved. Reflective practice has been shown to have a positive effect on critical thinking, decision-making, communication and person-centred care (Koshy, 2017). This was chosen as it encourages continuous, self-directed learning and development, rather than formal education. For example, a Healthcare Support Worker who considers a shift in which a patient became distressed might realise that they could have slowed down and used clearer explanations to prevent the situation from happening again in the future.
The third approach is mentorship and peer supervision, which involves more experienced colleagues giving guidance, feedback and support to less experienced colleagues. This approach is effective in building teamwork skills because it is open communication and team learning, and it also helps to build empathy by showing compassionate practice to newer staff members. Mentorship was chosen as it is a real life learning experience, and also offers emotional support, allowing staff to build confidence within a real care team. For instance, a newly qualified Healthcare Support Worker with an experienced mentor can learn how to carry out tasks efficiently and be warm and reassuring towards patients.
[bookmark: _Toc235746176]Conclusion
This report has examined the role of the Healthcare Support Worker, its context in health and social care and the skills needed to work safely and effectively in this role. The three most important skills identified were communication, empathy and team working, as these skills have a direct impact on patient safety, trust and person centred care. These skills were recommended to be developed over time through structured training, reflective practice and mentorship. Finally, the quality of any health and social care service is dependent on the daily skill and caring nature of the frontline staff and the need for ongoing investment in the development of Healthcare Support Workers to ensure safe, high quality care for patients and service users.
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