
Skills for the Workplace
Module Assignment Submission 

Student Name:	Anis Miah
Student Number:	1818723
Module No:	BMSK5007
Module Title:	Part 2 Reflection on Project and Experience


Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of UWTSD.






Table of Contents
Introduction	3
Demonstrate knowledge and critical understanding of innovation, creativity, and enterprising mindset, recognising the values and the contribution creativity makes to the common good.	3
The report writer show that he has a critical awareness of innovation, creativity, and enterprising mindset and how it can be used to improve customer service by recognising the values and the contribution creativity makes to the common good below-	3
Conceive, articulate, and apply creative thinking within a work-based or academic context to develop novel solutions and/or value creation.	5
Conclusion	7
Reference	7





[bookmark: _Toc138019281]Introduction

Customer service is frequently the key equaliser for small and medium-sized businesses to compete against their larger competitors and can be a key competitive differentiator in the market. Its goal is to create, preserve, and improve the relationship between a company and its clients. 
(Fosselius, n.d.).
To make the procedures to assist the client clear, create a map of the customer journey and service design. From a consumer-facing standpoint, the customer journey should contain customer activities, touchpoints, and pain areas. From an organisational standpoint, the service design map should include activities like harmonising consumer touchpoints, communication routes, and interactions across systems and pain points. The author of the paper provides a thorough account of her project perspective and experience. during her entire assignment.
(Wilson, 2021).
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The report's author will discuss her reflections on the project's goal of enhancing customer service. from assignment part 1 to assignment part 2. He will also discuss his experiences as he progressed from the first half of the project to the second section, step by step, as shown below.
Your mindset is a set of beliefs that you may or may not be aware of, but that have a big impact on how your life turns out. It affects your thoughts, feelings, and ability to meet your requirements. In a nutshell, your beliefs influence how you react to every given event. People refer to the Law of Attraction when they talk about changing one's mentality. Your actions, habits, and ways of thinking change to reflect your ethos when you take measures to adopt a new perspective. So, you inevitably draw new acquaintances and business chances.
(Barlow & Maul, 2000).
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Their thoughts can be manipulated by the innovation mentality. constantly seeing fresh prospects and possibilities. Ideas come to people when they are receptive to their surroundings and curious about what is or is not going on. They are not deterred by constraints or the notion that they will never achieve something. It is able to think in multiple directions. Get off the beaten paths that everyone uses. solving issues by approaching them in a slightly different way. For instance, you might notice one of its concepts in a store while the other novel concept is still being developed. 
(Emotional Value Creating Strong Bonds with Your Customers, 2000).
Less inventive mindsets are constrained in their thinking and tend to focus on issues and challenges. It might also be referred to as a stuck attitude. Additionally, they are less eager to experiment because they worry that something might go wrong. As a result, they continue to maintain the status quo. But instead of making them less creative, it makes them risk-averse and sluggish.
(Duncan, 2021).
Famously, Jeff Bezos said: "When we innovate, we work backward from the customer. That serves as our guiding principle for invention."
(3 Lessons on Innovation from Jeff Bezos, n.d.).
There are various factors that contribute to a company's success in the present market, including its goods and services, marketing efforts, customer service, brand loyalty, etc. However, if you compile a list of industry leaders who stand out from the competition, you'll find that they all value innovation. The author of the report uses creativity to Know your customers' needs, wants, problems, and perspectives of your brand could be a great place to start. Analytics, polls, reviews, and regular engagement on social media can provide you a lot of information about your customers.
(Yuan, 2019).
Customer experience innovation is customer-centric but not customer-led, notwithstanding the former. Offering answers to issues your consumers haven't yet raised is a common way to innovate. Innovation might result from tracking consumer journeys at each touchpoint and imagining fresh approaches to address their issues. Entrepreneurial creativity and innovation are the capacity and impulse to produce. A creative process can often be described as the creation of fresh forms and concepts. Originality and efficiency are necessary for creativity, according to Runco and Jaeger. Therefore, an original concept or product that cannot be used in practise is not an example of innovative thinking. Therefore, it must have an influence or effect.
(Davila et al., 2007).
the report's author Be growth oriented. His abilities and intelligence can be developed via work, quality instruction, and learning from failures, according to a growth mindset. This conviction fosters a passion for learning and a readiness to take chances. To be innovative as a mind map, one must be open to new and unconventional ideas. brain map willing to explore new things and experiment. He needs to be able to think creatively beyond the box. He must possess the ability to see things from new perspectives and connect seemingly unrelated items. Regular creative thinking exercises might help you develop this skill. A mind map strategy provides him with a path to follow and ensures you follow the right procedures to Entrepreneurs that are creative find it easier to come up with business ideas, one of the most crucial phases in starting a business. High-creativity businesspeople frequently have the ability to develop incredibly innovative business concepts that address a specific market niche need.
(Audretsch, 2012).
Innovation is a modification that enhances the value of an already existing concept, idea, product, or service. Many company concepts are improvements on existing products. The "added value" of innovation should be emphasised because, in order for innovations to be successful, merely altering an existing product or business model slightly does not entail producing a superior version of it. Innovation frequently arises in response to market changes as well as developments in unrelated markets. It should be highlighted that while many inventions can be largely rational in their inception, all innovations are totally creative. For business owners, innovation management skills are crucial. Our civilization is a fast-moving one that is constantly changing. Entrepreneurs need to have a variety of abilities, some of which go against the grain of invention and creativity, such as organisation, an analytical approach, attention to detail, etc. A businessperson can't only be a dreamer. To realise their goals and brilliant ideas, they must possess the necessary practical abilities. Many creatives also lack a strong work ethic and a sense of direction. When it comes to putting ideas into action, they frequently exhibit some laziness and procrastination. Along with developing their personal abilities, they will also need to learn about the economy, their competition, and the rules governing the establishment of a firm. Then they'll know which concepts to pursue.
(Drucker, 2015).
Anybody can innovate. You only need to have an imaginative mentality. It is made up of three components: creativity, business acumen, and tenacity. And as you can see below, everyone may increase their originality. Furthermore, according to creative minds quoted by Maril Voogel, the founder of creativemv, it is 90% transpiration and 10% inspiration.
(Driessen, 2020).
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Businesses that prioritise their customers have a culture where everyone, regardless of their position within the organisation, understands the value of the customer and their role in delivering excellent service. The report writer in this assignment examined how the leader acquired and disseminated consumer insights. Additionally, he examines how service leaders can make sure that the customer experience is a top priority for their organisation, team, and individuals.  In order to improve the service, the report's author begins by asking for consumer input. One of the most often used metrics for gauging client loyalty is the net promoter score, which Sat Matrix and Fred Reichheld devised. Customers are asked how likely they are, on a scale of 1 to 10, to suggest the business. Customers who receive a 9 to 10 are considered promoters and are more likely to remain loyal to the business, make more purchases, and suggest it to others. Customers that receive a score of six or below are referred to as critics and may spread unfavourable rumours about the company. The best service leaders use customer insights to identify success and promote change, regardless of the metric. Frequently, the wealth of the customer.
(Kirkpatick & Locke, 1991).
To be able to improve the service, the report's author starts with getting client input. One of the most popular methods of measuring customer loyalty is the net promoter score, which was created by SatMatrix and Fred Reichheld. Customers are asked to rate their likelihood to suggest the company on a scale of 1 to 10. Customers that receive a score of 9 to 10 are referred to as promoters and are more likely to remain loyal to the company, make additional purchases, and provide recommendations. Customers who receive a score of 6 or below are referred to as detractors and may potentially share negative information about the company's treatment of them. The best service leaders leverage customer insights, regardless of the metric, to identify success and promote change. It has been observed that wealthy customers.
(Cochran, 2003).
One technique that is being utilised increasingly successfully in organisations is to examine the customer's journey as they interact with products and services from both a rational and emotional standpoint. This is based on study by Nobel Prize-winning psychologist Danny Kahneman, who charted the emotional journey of the customer experience. He contends that the customer will remember their experience based on the beginning and the peak of it. If there was a high moment during the experience and exceptional service brought it to a successful conclusion, it will be remembered as an all-around favourable one. 
(Perez et al., 2011).
Privilege insights, as opposed to market research, give you information about the actual requirements, wants, and experiences of your customers. There are numerous approaches to get these insights. In general, it necessitates interacting with customers in ways that immediately increase value and trust. Offering services and solutions that go beyond products, developing a more robust and engaging customer service experience, involving customers in the development of your products and services, and observing and interacting with customers as they use your products are a few examples of how to do this.
(Cochran, 2006).
Be specific about how you win your consumers' engagement and the advantages of doing so. This is fundamental to how clients rely on you to continuously produce results that they value. Customers are considerably more likely to interact with you and are more eager to share unique information and insight into their most pressing demands and difficulties when they perceive an intrinsic connection between what you offer and improvements in their lives or enterprises. 
(Parker, 2018).
Regular staff training is another excellent technique to enhance customer service in your company. In the end, it's your staff members that provide customer service, therefore it's critical that they have received training and are knowledgeable in their roles. Of course, your staff would have been trained when they first started working for your business, but over time people can forget the training they received, which can lead to a slip in standards. Therefore, it would be beneficial if you offered staff training on a more regular basis, so that your staff can get a refresher course on how to deliver excellent customer service.
(Savitz & Weber, 2013).
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One of the most crucial aspects of operating a business is providing excellent customer service. Regardless of whether your company is in the hospitality or banking sectors, it is imperative that you continue to offer superb customer service to everyone who utilises your services. To develop a devoted customer base, you must provide excellent customer service, thus if you want your business to prosper, make sure you are doing so. The report writer first identifies the areas that require improvement before he can begin to enhance his customer service. It would be useful to spend some time reading through customer feedback and reviews and seeing if there are any common problem areas because you cannot adjust without first knowing what your issues are. It's possible that individuals think your website is loading too slowly or that your team isn't giving clients enough assistance.  
(8 the Importance of Good Customer Service and How You Can Improve It within Your Business | Business Manchester, 2023).
In the end, soliciting and considering client input is one of the finest strategies to enhance customer service in your company. Asking staff employees where they believe they need to improve is great, but you should also consider the feedback of your clients. Customers are the ones who use your products and services, so they will be the ones to see where you need to make improvements. It would be advantageous if you requested client feedback each time a customer utilised your services because you would receive input right away.
(Stach et al., 2021).
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