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Tony Gower | Administration Professional 

Location: xxxxxxx 
Telephone: xxxxxxxxx 

Email: xxxxxxxxxxxxxxx 
Professional Profile 

‘A diligent and highly proficient administrative professional specialising in health and patient care services, 
supporting medical and auxiliary personnel, through data management, information conveyance, customer 

facing roles and complaints resolution.’ 

Empathetic, personable and professional with an ability to engender trust and elicit information required to 
assist both clients and colleagues, I go that extra mile to respond to enquiries and to complete critical tasks.  

Given my impressive array of Master’s degrees in healthcare, health and currently undertaking HR, combined 
with my excellent track record and experience within the NHS across a diverse array of roles, I am poised to 
progress further along my career path. Having enjoyed training and mentoring new recruits, a supervisory or 
junior management role would be the natural next step and I am now seeking such an opportunity. 

Core Skills 
• Clerical, Administrative & Reception Skills 
• Leadership, Training & Mentoring 
• Strong Customer Service Skills 
• Complaints Management & Resolution 
• Calm & Decisive Under Pressure 

• Data Protection & Confidentiality 
• Diary & Bookings  
• Speedy Response to Emergencies 
• Ability to Assimilate & Hit the Ground Running 
• PMS Track Care 

Career Summary 
Oct 2016 – Present   National Health Service 
    Clerical Officer and Receptionist 
In acknowledgement of sterling work as bank staff, advanced to this full time permanent position in the busy 
Endoscopy Wait List Office. 
Key Responsibilities 

• Preparing daily patient packs detailing information pertaining to the procedure they are to undergo. 
• Maintaining the waiting list, recording bookings, cancellations and removals providing support for 

nursing and auxiliary staff. 
• Liaising with colleagues to share additional information that may affect their approach to the patient, 

for example dementia, phobias or a need for interpreters. 
• Ensuring that clinical results and confidential data is returned to the appropriate ward. 
• Supervising, training and mentoring new recruits maintaining a streamlined service is maintained. 
• Performing meet and greet duties, welcoming and processing patients on arrival. 

Key Achievement 
• Played a key role in saving the life of an outpatient who mistakenly arrived a week early for his 

appointment; his levels of anxiety were high due to some irregular blood results. I persuaded the 
medical team to squeeze him into their very busy schedule. A week later a thank you card revealed 
that the patient had cancer but because of its early diagnosis he was successfully treated. 

Apr 2016 – Oct 2016  National Health Service  
Administrative Assistant 

As bank staff the role required an ability to adapt assimilate quickly and hit the ground running with the 
shortest of induction, able to fill a gap left by absent staff or take up an excess workload within diverse roles.  
Key Responsibilities 

• Performed reception duties, greeting visitors many of whom had mental health problems checking 
them in and directing them to the correct destination. 

• Answered the telephone responding to enquiries and resolving any issues, including recording the 
details of mental health assessment requests. 

• Ensured critical messages reached the correct destination and staff member. 
• Booked in appointments and processed the accompanying documents. 
• Calmly summoned the “crash” team in the event of emergencies requiring immediate attention. 
• Utilised track-care skills, tracing notes and documents across the hospital for a variety of purposes. 

Achievement 
• Received countless requests to revisit numerous clinics and labs as a result of the excellent and 

exemplary service, provided in supporting both staff and patients. 
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Aug 2015 – Oct 2016  Company  
Customer Service Representative 

A part time role undertaken post-relocation and whilst completing a Master’s Degree. 
Key Responsibilities 

• Led and trained new and existing staff both customer-facing and telephone quality service. 
• Fielded complaints, calming agitated patrons and resolving issues to the satisfaction of all. 
• Maintained open channels of communication, effecting an efficient and streamlined operation. 

Mar 2014 – Apr 2015  National Health Service 
Receptionist (Bank) 

Recruited to the bank staff at Aberdeen Royal Infirmaries’ covering duties on the exceptionally fast-paced 
main reception desk. Participated in administrative and clerical operations to provide an up to date and 
comprehensive support system for medical and auxiliary staff. 
Key Responsibilities 

• Welcomed patients and visitors, responding to enquiries professionally and accurately, directing 
people to the correct destinations.  

• Settled any problems promptly and satisfactorily, and resolved complaints calmly and efficiently. 
• Utilised a range of software tools, including PMS Track Care and processing information for a variety 

of purposes, including technical data conversions.  
• Maintained well organised patient files, storing and updating requisite facts, eliciting components for 

GP usage and revitalising archaic records. 
Key Achievements 

• Prevented a bleeding and verbally aggressive man from wandering alone around the hospital; called 
“crash” team and pacified him in readiness to be taken to A&E. 

• Responded rapidly to the collapse and fall-injured dialysis patient, calling both “crash” team and 
then the dialysis team to keep them abreast of the situation. 

Jun 2013 – Apr 2014  National Health Service 
Volunteer Befriender 

Recruited as a volunteer befriender for elderly patients who had no family, visitors and were lonely giving 
them a sense of value and worth. 
Key Responsibilities 

• Acted on the premise that communication and reliving memories is beneficial to mental health, 
dementia and Alzheimer’s, engaging each person in conversation. 

• Provided entertainment through games, knitting and other activities. 
Key Achievements 

• Reinstated a sense of self-worth and confidence in those who felt forgotten and unwanted, witnessing 
the changes that happened during and after visits. 

Education & Qualifications 
 Masters in HR Management –University – Present  
 Level 1 in Microsoft Word – I Train – 2016  
 Masters in Healthcare Management –University – 2016  

  Clinical Governance, Organisational Change, 
  Finance & Leadership for Effective Service Delivery, 

Exploring Evidence to Improve Practice, International  
Health & Social Care, Human Resource Management  

 Masters in Health Studies – University– 2015  
Management, Marketing, Health Studies,  
Health & Wealth of Nations, Psychology, Scottish History,  
Statistics, Sociology, Health Research,   
Health Research Advanced, Health Promotion  

 Graduated, Honours with Distinction –School– 2010  
Math, Biology, English, English Lit, History, 
Law, Chemistry, Social Studies  
Honour roll in grades 8, 9, 10 & 12 

Undertaken a range of short courses, including Customer Service, PMS Track Care, Health and Safety, Fire 
Safety, waiting list software. 
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