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This section covers a Personal Development Plan, CV and Zander letter (written to yourself) on the assuming of obtaining a first class BA Honours degree.

[bookmark: _Toc119152943]Personal Development Plan (PDP)

	Skills I already have:


	
	
· Interpersonal communication skills
· Process improvement
· Complaint handling
· Training and development
· Research ability
· Account management
· Team management
	
· Customer satisfaction focused
· Microsoft Office
· Prioritisation and time management
· Project financial forecasting
· Project deadline management
· Problem-solving







	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Networking 

	Update personal social media accounts. Stay connected with previous work colleagues and attend events where applicable 
	Internet/phone
	Monthly review of tasks completed 
	12/12/22

	Effective Time Management/planning and organisational skills
	Compile and fully utilise to do list for work/study and family life. Set clear deadlines working by priority, broken down into daily and weekly tasks 

	Internet, to do list, friends  and family for support with certain areas of home life.


	Weekly review of tasks and duties and adjust where appropriate to get a healthy balance. To be reviewed weekly, every Sunday. 
	19/11/22

	Maintain up to date CV 
	Update CV as and when required. 
	Internet/Microsoft
	Review CV as changes occur within career scope.
	30/12/22

	Leadership and Management (BA)
	Complete assignments as set by University 
	UWTSD Carmarthen.

Internet/books
	Apply areas of development from feedback received  from Tutor of part one of this module. 
	
Oct 2023

	Focus on becoming an effective, confident public speaker  


	Continue to practise presentations for family members and record/review progress
	Family/friends/Phone
	Record presentation and obtain feedback from friends, family,  and colleagues. Review every two weeks. 
	28/11/22

	Explore qualifications required (if any) to work within sectors that focus on Racism, Culture, values, beliefs



	Research different courses available and qualifications necessary to work within this field
	Internet, discussing with schools, charities, organisations.

	 Once I have obtained the relevant information, evaluate accuracy 
	
1/12/22


	Once I have obtained information, propose that I volunteer in chosen organisation if attainable
	Communicate with relevant parties 
	Contact details of relevant companies/charities
	By volunteering I will be gaining work experience. 
	9/12/22

	If required, complete any courses specific to racism, culture, values, beliefs 
	Details of relevant courses
	Contact details, charges to undertake the course if applicable.
	This will enhance my knowledge in chosen area
	6/1/23
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	PROFESSIONAL SUMMARY
Employee and customer-focused, with background managing hardworking teams. Experienced in developing teams to improve service delivery and customer retention. Ambitious, with years of experience consistently hitting targets and KPIs. Adaptable team player with extensive experience providing first-class results. Meets job demands and deadlines through diligent work-ethic and dedication to quality.
Education
Certificate of Higher Education: Skills for the workplace (ILM, September 2021
University Trinity Saint David 
Leadership and Management - ILM 
University Trinity Saint David 
Start date - February 2022
Interests
HOBBIES AND INTERESTS, Keeping fit and spending quality time with my daughter.

	EXPERIENCE
Administrative Assistant, 02/2018 to Current 
Tasty Tucker - Cardiff 
· Ensured excellent health and hygiene practices were followed to minimise risks to public.
· Operated cash registers in line with cash handling procedures.
· Excellent face to face Customer Service
· Listened to individual complaints with open mind and asked detailed questions to understand issues.
· Preparing and managing dishes within an extremely busy environment
· Management of stock control, ensuring cost effective for the business
· Operational administration duties, including managing staff Rota.
Office Administrator, 04/2016 to 07/2017 
Sainsburys - London 
· Compiled and reported customer feedback to appropriate management, for corrective action.
· Generated comprehensive quality reports, presentations, and spreadsheets, delivering to management within agreed deadlines.
· Communicated with office managers to understand department priorities and workload.
· Collected and distributed incoming post and prepared outgoing post for collection.
· Communicated with staff through various internal platforms to keep colleagues informed of office updates.
· Managed office correspondence, including emails, phone calls and mail, efficiently and promptly.
Customer Service Manager, 11/2011 to 03/2015 
Maintel Europe Ltd - London 
· Managed and coordinated twenty-four team members to be hardworking professionals.
· Compiled weekly forecast of completed projects direct to the CEO
· Effective communication with Project Managers/Co-Ordinator’s ensuring projects completed in a timely manner
· Managed end of the month invoicing for all projects
· Resolved customer questions, issues, and complaints efficiently to reach mutually beneficial solutions.
· Evaluated employee performance and recognised achievements through reward schemes.
· Set and monitored SLAs and KPIs to achieve department targets.
· Conducted regular staff performance reviews to identify training needs.
· Developed and implemented standards and procedures to guide staff activities.
· Coordinated training to improve operations, team morale and customer service.
· Identified ongoing issues and implemented solutions to maintain optimum service levels.
· Audited work and customer service processes to identify improvement areas.
· Achieved outstanding customer satisfaction through effective team management.
· Delegated work and priorities based on staff strengths to maintain highly productive operations.
· Management of complaints and customer feedback procedures
· Weekly meetings with Senior Management facilitating effected liaison internally to increase productivity
· Communicated regularly with team members to maintain clearly defined expectations.
· Managed department schedules to maximise coverage during peak hours.
Customer Service Supervisor, 01/2010 to 11/2011 
Maintel Europe Ltd - London 
· Pinpointed personal development needs and collaborated with supervisors to arrange training for professional and knowledgeable service delivery.
· Acknowledged and responded to customers' requirements within set SLAs for compliance with company standards.
· Provided fair, accurate and timely results to meet organisation's regulatory obligations and deliver exceptional customer experiences.
· Determined and pinpointed opportunities for reducing complaints by sorting, categorising, and prioritising concerns for timely handling.
Project Team Leader, 09/2009 to 01/2010 
Maintel Europe Ltd - London 
· Built strong relations with subcontractors and vendors to optimise cost savings and ensure timely completion of projects.
· Functioned as first point of call for queries around deliverables and problem solving to maintain smooth running operations.
· Monitored costs, timescales and resources used to achieve project success.
· Planned and managed multiple telecoms projects. Effectively communicating with resources.
Project Co-Ordinator, 01/2009 to 09/2009 
Maintel Europe Ltd - London 
· Consulted with clients to better understand their needs, goals requirements and determine best course of action.
· Contributed to provision of documentation for new projects and initiatives to communicate project requirements to team members.
· Assessed project progress and created project status reports to keep project managers and stakeholders informed.
· Maintained strong relationships with external services to get discounted prices for services.
· Assigned project tasks to team members and checked in regularly for status update to deliver on scope and timelines.
· Organised invoices, contracts, and other financial reports for easy access.
Customer Service Advisor, 08/2008 to 01/2009 
Maintel Europe Ltd - London 
· Handled complaints calmly and professionally, providing appropriate solutions to promote continued customer satisfaction.
· Input customer information, call notes and personal data onto internal database.
· Built rapport with customers through courteous and professional communications.
· Addressed technical difficulties by quickly identifying and troubleshooting customer issues to achieve timely first-time resolution.
· Handled high-volume telephone calls to address and resolve customer queries.
· Referred customers to team leaders and expert advisers for complex inquiries.
CORE QUALIFICATIONS
	· Interpersonal communication skills
· Process improvement
· Complaint handling
· Training and development
· Research ability
· Account management
· Team management
	
· Customer satisfaction focused
· Microsoft Office
· Prioritisation and time management
· Project financial forecasting
· Project deadline management
· Problem-solving
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Now that you have successfully completed your BA Honours degree and obtained a first, you are extremely proud of yourself that you were able to achieve. You left college and decided to relocate to London when you was nineteen to focus on a career, rather than continuing with studies. The fact that you were able to make such a decision at that age shows your confidence and independence. Securing a job within the Telecoms industry you quickly progressed through the company, working within the Customer Service and Project team where you gained a lot of experience in a corporate setting. Over the years you explored the possibilities to further your education, however for various reasons, namely financial, lack of time and/or knowledge of the areas you wished to learn you did not commit.
Becoming a mother, you made the conscious decision to step back from your career as it was important for you to be present for your family. You thought of studying again, however as your family remained in Cardiff you felt it was too much to take on. However, as your daughter reached closer to teenage years it was decided you move back to Wales. At this point deciding on a career path and enhancing your skillset became your priority and something shifted in your mindset. Researching various courses you identified that business would be something of interest, which would also enhance your work experience. This all being with the view of maximising your job opportunities to increase your salary. 
After speaking with your cousin who had already started the Certificate of Higher Education, Skills for the Workplace course, you thought this would be the ideal route to take. Without prior qualifications, you would be able to gain a level 4 certificate, and this would fit into your family commitments. You decided to proceed and made the necessary arrangements to secure a place. This was the first step to enhancing your personal development and for this you should take pride. Throughout your studies your biggest challenge was time management. Finding a balance between work, family and studies was difficult and you often questioned if you were able to complete. Having to adapt to researching material and writing assignments in the first year were new to you but you continued to apply yourself and acquired a distinction. This gave you extreme confidence that you had the ability to continue onto the next two years of study. 
As you would expect the second and third year would be more challenging and the expectation of what was required from you greater. You saw a big development in your assignments and the way in which you were able to research and critically evaluate data. Gaining the knowledge through the course you started to introduce certain aspects to your personal life and suggested solutions within your workplace which were implemented. Identifying that you were extremely passionate about culture, values and beliefs you decided that this is an area for you to pursuit a career. You have actively taken steps to volunteer in companies that work closely with schools to educate employees as you feel teaching children young will help how they interact in society. 
Over the last three years you have worked exceptionally hard in studying, family and work life. You have learned some valuable transferable skills and are now ready to focus on your chosen field which you will gain great satisfaction. You have shown that when you put your mind to something you have the ability to succeed. This is something you should remember in the future as your previous mindset prevented you from moving forward in your life as you wished. With that being said you have shown great  determination.
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		PROFESSIONAL SUMMARY

Employee and customer-focused, with background managing hardworking teams. Experienced in developing teams to improve service delivery and customer retention. Ambitious, with years of experience consistently hitting targets and KPIs. Adaptable team player with extensive experience providing first-class results. Meets job demands and deadlines through diligent work-ethic and dedication to quality.

Education

Certificate of Higher Education: Skills for the workplace (ILM, September 2021

University Trinity Saint David 

Leadership and Management - ILM 

University Trinity Saint David 

Start date - February 2022

Interests

HOBBIES AND INTERESTS , Keeping fit and spending quality time with my daughter.



		EXPERIENCE

Administrative Assistant, 02/2018 to Current 

Tasty Tucker - Cardiff 

· Ensured excellent health and hygiene practices were followed to minimise risks to public.

· Operated cash registers in line with cash handling procedures.

· Excellent face to face Customer Service

· Listened to individual complaints with open mind and asked detailed questions to understand issues.

· Preparing and managing dishes within an extremely busy environment

· Management of stock control, ensuring cost effective for the business

· Operational administration duties, including managing staff rota.

Office Administrator, 04/2016 to 07/2017 

Sainsburys - London 

· Compiled and reported customer feedback to appropriate management, for corrective action.

· Generated comprehensive quality reports, presentations and spreadsheets, delivering to management within agreed deadlines.

· Communicated with office managers to understand department priorities and workload.

· Collected and distributed incoming post and prepared outgoing post for collection.

· Communicated with staff through various internal platforms to keep colleagues informed of office updates.

· Managed office correspondence, including emails, phone calls and mail, efficiently and promptly.

Customer Service Manager, 11/2011 to 03/2015 

Maintel Europe Ltd - London 

· Managed and coordinated 24 team members to be hardworking professionals.

· Compiled weekly forecast of completed projects direct to the CEO

· Effective communication with Project Managers/Co-ordinators ensuring projects completed in a timely manner

· Managed end of the month invoicing for all projects

· Resolved customer questions, issues and complaints efficiently to reach mutually beneficial solutions.

· Evaluated employee performance and recognised achievements through reward schemes.

· Set and monitored SLAs and KPIs to achieve department targets.

· Conducted regular staff performance reviews to identify training needs.

· Developed and implemented standards and procedures to guide staff activities.

· Coordinated training to improve operations, team morale and customer service.

· Identified ongoing issues and implemented solutions to maintain optimum service levels.

· Audited work and customer service processes to identify improvement areas.

· Achieved outstanding customer satisfaction through effective team management.

· Delegated work and priorities based on staff strengths to maintain highly productive operations.

· Management of complaints and customer feedback procedures

· Weekly meetings with Senior Management facilitating effected liaison internally to increase productivity

· Communicated regularly with team members to maintain clearly defined expectations.

· Managed department schedules to maximise coverage during peak hours.

Customer Service Supervisor, 01/2010 to 11/2011 

Maintel Europe Ltd - London 

· Pinpointed personal development needs and worked with supervisors to arrange training for professional and knowledgeable service delivery.

· Acknowledged and responded to customers' requirements within set SLAs for compliance with company standards.

· Provided fair, accurate and timely results to meet organisation's regulatory obligations and deliver exceptional customer experiences.

· Determined and pinpointed opportunities for reducing complaints by sorting, categorising and prioritising concerns for timely handling.

Project Team Leader, 09/2009 to 01/2010 

Maintel Europe Ltd - London 

· Built strong relations with subcontractors and vendors to optimise cost savings and ensure timely completion of projects.

· Acted as first point of call for queries around deliverables and problem solving to maintain smooth running operations.

· Monitored costs, timescales and resources used to achieve project success.

· Planned and managed multiple telecoms projects. Effectively communicating with resources.

Project Co-Ordinator, 01/2009 to 09/2009 

Maintel Europe Ltd - London 

· Consulted with clients to better understand their needs, goals requirements and determine best course of action.

· Contributed to provision of documentation for new projects and initiatives to communicate project requirements to team members.

· Assessed project progress and created project status reports to keep project managers and stakeholders informed.

· Maintained strong relationships with external services to get discounted prices for services.

· Assigned project tasks to team members and checked in regularly for status update to deliver on scope and timelines.

· Organised invoices, contracts and other financial reports for easy access.

Customer Service Advisor, 08/2008 to 01/2009 

Maintel Europe Ltd - London 

· Handled complaints calmly and professionally, providing appropriate solutions to promote continued customer satisfaction.

· Input customer information, call notes and personal data onto internal database.

· Built rapport with customers through courteous and professional communications.

· Addressed technical difficulties by quickly identifying and troubleshooting customer issues to achieve timely first-time resolution.

· Handled high-volume telephone calls to address and resolve customer queries.

· Referred customers to team leaders and expert advisers for complex inquiries.

CORE QUALIFICATIONS

		· Interpersonal communication skills

· Process improvement

· Complaint handling

· Training and development

· Research ability

· Account management

· Team management

		

· Customer satisfaction focused

· Microsoft Office

· Prioritisation and time management

· Project financial forecasting

· Project deadline management

· Problem-solving
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