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[bookmark: _Toc215392345]Task 1: Personal Action Plan 
[bookmark: _Toc215392346]Introduction 

This Personal Action Plan focuses on the role of Receptionist / Patient Healthcare Navigator with Omnes Healthcare, an organisation that works alongside the NHS to deliver accessible, patient-centred primary care services. 

I was drawn to this opportunity because it connects my existing administrative experience with my long-term goal of developing a professional career in the health and social care sector.

The role emphasises supporting individuals through effective communication, compassion, and confidentiality — all key skills that ensure patients feel respected and listened to. Having previously worked as an Administrative Officer for four years, and currently employed as a Playworker within a school setting, I have developed transferable abilities in teamwork, safeguarding, and customer service that closely reflect the expectations of this role. In this section, I will outline the essential skills for the position, describe how I meet them, identify my development needs, and present a Personal Development Plan (PDP) with clear steps for career progression. I follow GDPR and safeguarding protocols consistently in practice.
[bookmark: _Toc215392347]Required Skills and How I Meet Them 
According to Omnes Healthcare (2025), the role of Receptionist / Patient Healthcare Navigator requires strong interpersonal, organisational, and administrative competencies, supported by empathy, professionalism, and confidentiality. These qualities are essential for creating a positive first impression and ensuring that patients receive safe, person-centred care.
One of the most significant skills required in this position is effective communication, both verbal and written. As the first point of contact, the Receptionist or Navigator must interact with patients clearly and sensitively while responding to enquiries and managing calls efficiently. My previous experience as an Administrative Officer involved constant communication with colleagues, clients, and healthcare professionals, managing correspondence, and resolving issues in a timely manner. This strengthened my ability to communicate professionally, remain composed under pressure, and tailor my approach to different individuals and situations.
Strong organisational and multitasking abilities are also vital, especially when coordinating appointments, maintaining records, and prioritising multiple administrative tasks. During my previous administrative role, I managed meetings, processed confidential information, and handled deadlines responsibly. These experiences enhanced my attention to detail and time management skills — both of which are crucial in a fast-paced healthcare environment.
Confidentiality and discretion are also fundamental aspects of the role. In my current position working with children within a school setting, I handle sensitive information responsibly while adhering to safeguarding and data protection policies. This has strengthened my understanding of professional boundaries and reinforced my commitment to maintaining confidentiality.
Finally, empathy and customer service are central to supporting patients effectively. Working closely with children and families has strengthened my patience, emotional awareness, and ability to build trust quickly. These interpersonal qualities align closely with Omnes Healthcare’s commitment to providing a welcoming and supportive environment for every patient (Omnes Healthcare, 2025).
[bookmark: _Toc215392348]Skill Gaps and Personal Development Plan 
Although I have developed many transferable skills that align with the role of Receptionist / Patient Healthcare Navigator, I recognise a few areas that require further growth to perform confidently in a clinical environment. One key area for improvement is my limited experience using electronic patient record systems such as EMIS or System One, which are widely used in GP surgeries to manage bookings and patient information. To bridge this gap, I plan to complete an online EMIS e-learning course or gain a short work-placement opportunity in a healthcare setting to apply this knowledge in practice.
I have also identified a need to strengthen my understanding of medical terminology and patient triage processes. To address this, I intend to study NHS resources and enrol on a short introductory healthcare-administration course to become more confident with terms and procedures used by clinicians.
To address these development needs systematically, I created a Personal Development Plan (PDP) using SMART goals to help me monitor progress and measure improvement effectively.
	Goal
	Action Steps
	Target Date
	Measure of Success

	Gain confidence using GP systems
	Complete EMIS e-learning course
	March 2026
	Receive course certificate

	Improve knowledge of medical terminology
	Enrol in short admin or medical course
	May 2026
	Pass course with 80%+ result

	Build confidence in patient communication
	Seek feedback from placement supervisor
	Ongoing
	Positive feedback and self-reflection


This PDP will help me monitor progress and demonstrate continuous professional growth, which is essential for employability in health and social care (Skills for Care, 2025). Progress depends on access to systems training and a suitable clinical placement: I will request supervision to mitigate risks.
[bookmark: _Toc215392349]Interview Questions and My Responses
How would you manage a distressed or upset patient on the phone or in person?
I would remain calm, listen actively, and use empathy to reassure the patient. Acknowledging their feelings is important, so I would respond in a gentle and professional tone, ensuring they feel heard and respected. If necessary, I would escalate their concerns to the appropriate clinician to ensure timely support. This approach demonstrates professionalism and emotional intelligence, which are essential qualities in patient-facing roles (NHS Careers, 2024).
What steps do you take to maintain confidentiality when handling patient information?
I ensure that all personal data is protected by following data protection procedures such as locking screens, securing records, and avoiding discussions in public spaces. My previous administrative experience helped me understand the importance of GDPR and safeguarding, both of which are vital for maintaining patient trust.
How do you prioritise tasks during busy periods?
I use digital tools and task lists to manage workloads efficiently. I assess the urgency of each task, communicate clearly with my team, and stay organised to ensure that patient needs are met promptly and safely. This method helps maintain high standards of care even in demanding situations.
These responses demonstrate my ability to remain professional, empathetic, and organised under pressure — qualities that closely align with the expectations of healthcare administration roles.
[bookmark: _Toc215392350]Conclusion 
In summary, this reflection demonstrates how my current experience, transferable skills, and interpersonal strengths align with the Receptionist / Patient Healthcare Navigator role. Although I have identified development needs, particularly in areas such as clinical systems and medical terminology, my Personal Development Plan (PDP) provides clear, achievable steps to strengthen these skills. By following this plan, I will continue to grow professionally and contribute to compassionate, efficient, and patient-centred care within Omnes Healthcare.
[bookmark: _Toc215392351]
Task 2: Teamwork in Health and Social Care

[bookmark: _Toc215392352]Introduction
Teamwork is a fundamental competency within health and social care, underpinning safe, effective, and person‑centred practice. It refers to the collaborative effort of professionals who combine their expertise to achieve shared objectives and deliver high‑quality support to service users. In roles such as the Patient Healthcare Navigator or Receptionist, teamwork ensures that administrative staff, clinicians, and support workers coordinate seamlessly to meet patient needs (Care Learning, 2025).
[bookmark: _Toc215392353]Importance of Teamwork in Healthcare
Effective teamwork enhances patient safety, improves efficiency, and fosters a supportive environment for both staff and service users. According to the NHS (2024), multidisciplinary collaboration is essential for reducing errors, promoting continuity of care, and ensuring that patients receive holistic support. For example, when administrative staff work closely with nurses and doctors, appointment scheduling and triage processes become smoother, reducing delays and confusion. Teamwork also contributes to staff well-being, as shared responsibilities and mutual support help reduce stress and prevent burnout (Healthcare Courses, 2024).
[bookmark: _Toc215392354]Theoretical Perspectives
Tuckman’s model of group development outlines five stages: forming, storming, norming, performing, and adjourning (Care Learning, 2025). In health and social care, teams often progress through these stages as new staff join, roles are clarified, and collaborative routines are established. For instance, during the “storming” phase, disagreements may arise about responsibilities, but through supervision and dialogue, teams move towards “norming” and “performing,” where cooperation and productivity are maximised.
Belbin’s team role theory identifies nine behavioural roles, such as “Coordinator,” “Implementer,” and “Resource Investigator” (Belbin, 2010). In healthcare, recognising these roles helps managers allocate tasks effectively, ensuring that each member’s abilities are utilised. For example, a receptionist may act as a “Coordinator” by organising appointments, while clinicians perform “Specialist” roles by applying medical expertise. Applying Belbin’s roles to rota planning and handover structures ensures the Patient Healthcare Navigator coordinates efficiently with clinical teams, supporting continuity of care.
[bookmark: _Toc215392355]Barriers and Solutions
Despite its importance, teamwork can be hindered by challenges such as hierarchical structures, workload pressures, or personality clashes. According to Skills for Care (2025), overcoming these barriers requires fostering a culture of respect, inclusivity, and shared accountability. Practical strategies include regular team meetings, reflective supervision, and conflict‑resolution training. Emotional intelligence also plays a vital role, enabling professionals to manage their own emotions and respond empathetically to colleagues during stressful situations (Mind Tools, 2024).
Another barrier is the lack of interprofessional understanding. Administrative staff may not fully grasp clinical priorities, while clinicians may underestimate the importance of administrative accuracy. Cross‑training and shadowing opportunities can bridge these gaps, allowing staff to appreciate each other’s roles and responsibilities (SCIE, 2025).
[bookmark: _Toc215392356]Developing and Maintaining Teamwork Skills
Continuous professional development (CPD) is essential for sustaining effective teamwork. Training programmes, workshops, and reflective practice sessions allow staff to refine collaborative skills and adapt to changing healthcare environments (Care Learning, 2025). Feedback is another crucial element in maintaining teamwork. Constructive feedback from supervisors and peers helps individuals recognise strengths and address weaknesses. In my own practice, receiving feedback on group projects has improved my ability to delegate tasks, listen actively, and support colleagues.
[bookmark: _Toc215392357]Conclusion
In summary, teamwork is a vital skill in health and social care, enabling professionals to collaborate effectively, overcome challenges, and deliver person‑centred support. Theories such as Tuckman’s stages of group development and Belbin’s team roles provide valuable frameworks for understanding how teams function and evolve. Although barriers such as hierarchy, conflict, and workload pressures can hinder collaboration, strategies including supervision, CPD, and emotional intelligence help maintain strong teamwork. For roles such as the Patient Healthcare Navigator, teamwork is not only essential for daily operations but also a transferable skill that enhances employability and professional growth.

[bookmark: _Toc215392358]Task 3: Reflective Evaluation (Gibbs’ Reflective Cycle)

[bookmark: _Toc215392359]Introduction

This reflection uses Gibbs’ Reflective Cycle (1988) to evaluate my Component 1 Self‑Awareness Presentation. Gibbs’ model involves six stages: description, feelings, evaluation, analysis, conclusion, and action plan. It provides a structured approach to reviewing experiences, identifying strengths and weaknesses, and planning improvements for future practice (Gibbs, 1988).
[bookmark: _Toc215392360]Description

My presentation focused on self‑awareness in health and social care, using a personal SWOT analysis to explore strengths, weaknesses, opportunities, and threats. I introduced my career goal of becoming a Mental Health Nurse and explained how self‑awareness supports effective care and teamwork. I prepared slides with minimal text, choosing instead to expand verbally on each point, which encouraged audience engagement. Feedback highlighted confident delivery and clear structure, but also suggested improving time management to avoid rushing (NHS Careers, 2024).
[bookmark: _Toc215392361]Feelings

Before presenting, I felt motivated but anxious, aware that public speaking can trigger nerves. During delivery, I initially felt tense but gradually became more confident as I engaged the audience. I was proud of my preparation and pleased with my ability to maintain eye contact and a professional tone. However, I also felt slightly pressured when managing time, which affected pacing (Moon, 2013).
[bookmark: _Toc215392362]Evaluation
Positive aspects included my well‑organised structure, confident delivery, and effective use of slides with minimal text. This approach allowed me to speak more freely and connect with the audience. Areas for improvement included pacing, as I occasionally rushed points to stay within the time limit. Feedback confirmed these strengths and highlighted the need to refine timing further (Care Learning, 2025)
[bookmark: _Toc215392363]Analysis
Gibbs’ model encourages deeper analysis of why events occurred. My initial anxiety reflected limited rehearsal with timing, which led to rushing. According to Moon (2013), effective reflection requires recognising how emotions influence performance. My confidence grew as I progressed, showing that preparation and self‑awareness helped me adapt in the moment. The feedback on timing aligns with Argyle’s (1972) communication theory, which emphasises clarity and delivery style. By keeping slides simple, I reduced distractions and ensured the audience focused on my verbal explanation, but this required stronger pacing to balance content and time.
[bookmark: _Toc215392364]Conclusion
This experience reinforced the importance of preparation, emotional control, and reflective practice. I learned that while my strengths in confidence, empathy, and slide design supported effective delivery, weaknesses in time management limited my performance. Overall, the presentation improved my self‑awareness and highlighted how reflection can directly enhance professional growth in health and social care (Jasper, 2013).
[bookmark: _Toc215392365]Action Plan
For future presentations, I will:
· Rehearse with a timer to improve pacing.
· Continue using slides with minimal text, but refine verbal delivery to fit time limits.
· Practise summarising ideas concisely.
· Seek peer feedback before delivery to refine clarity and flow.
· Continue developing confidence through reflective practice and CPD opportunities (Skills for Care, 2025).
These steps will strengthen my presentation skills and support my long‑term goal of becoming a Mental Health Nurse, where clear communication and self‑awareness are essential.
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