





Contents
Task 1 - Role play	3
Task 2 – Report	5
Introduction	5
Kolb reflective cycle	5
Conclusion	10
References	10
Appendices	11
Interview Questions	11
Job application form	12














[bookmark: _Toc89548108]Task 1 - Role play
Interviewer: What is your career goal and how customer service job is related to your career goal?
Interviewee: My career goal or ambition is to be a Human Resource Manager of a world recognized multinational company (Ivancevich and Konopaske, 2013). Human Resource Manager is significant enough for an organization as it deals with the aspects of employees such as- recruitment, selection, training and development, rewarding and punishment, compensation, placement and many other issues. Moreover, payment in this section is more than that of other departments or sections. Now, apart from that, I would love interacting with people. Therefore, customer service officer is my first career choice. At first I would like to work as a Customer service officer. There have reasons behind being a Customer service officer such as- it will provide me opportunities to interact with general people, know the problems and various other aspects of customers (Overton, 2017). Later on the experience from this job or position will help me significantly to deal with employees like understanding their problems, interacting effectively with them and other employee related issues. Thus, the Customer service officer job is liked to my career goal. 
Interviewer: What are the innovative ways and techniques to serve customers?
Interviewee: For a Customer service officer meeting demands of customers, interacting with them, listening them carefully, getting feedbacks of customers, and gathering data valuable for different researches of organizations are my vital responsibilities. Therefore, I have to be innovative in dealing or interacting with customers. There have some innovative ways or methods of dealing with customers such as- I have to listen customers actively. In many organizations customers and their demands are not listened carefully, therefore, they lose customers (10 Tips for Dealing with Customers - Small Business BC, 2021). Secondly, I have to stay calm in all situations with customers. One aspect should be in my mind that customers are the assets of an organization therefore, no hustle or bustle with them is not right. Thirdly, feedbacks and suggestions from customers on different issues related to products and organization should be sought. These will be helpful for carrying out organizational researches and thus, improving services and products of an organization. And finally, customers should be appreciated in all cases or situations because, customers like appreciation. 


Interviewer: What skills and knowledge are required for being a “Customer service officer”?
Interviewee: Customer service officer is one of the most significant job or position of an organization. Therefore, an organization employs smart, skillful and adaptive people for this position. Even small mistakes or misunderstands or misconducts with customers impact negatively on profit, and other aspects of an organization (The 20 Most Important Customer Service Skills You Need To Have - Sling, 2021). Therefore, apart from that, a Customer service officer some special and specific skills such as- active listening, empathy, problem solving, communication, adaptability, and recording skills. active listening is required for getting the problems and providing solutions to these problems, getting valuable suggestions and feedbacks from customers; empathy and adaptability skills are required for controlling any situation with customers, and dealing with customers gently or effectively; problem solving skills are required for managing any type of conflicts or problems with customers; communication skills are required for interacting effectively with customers; and lastly, the recoding skills are needed for recoding important data, information, feedbacks, and suggestions regarding customers and from customers on aspects of an organization and its products or services.   
Interviewer: How feedbacks of customers are important for an organization?
Interviewee: Customers are like assets for an organization. Their feedbacks and suggestions are essential for the improvement of organizations aspects like products, services, and others. For conducting researches on market, customers, and other areas of an organization there are no alternative to the feedbacks of customers. Marketing research helps meeting the needs of customers, their trends and cultures (Dixit and Kr, 2016). Data from the marketing research and feedbacks of customers help designing products and services in line with the needs and demands of customers. An organization collects most of the data about market and its customers through feedbacks of customers. Apart from that, many organizations, for not meeting the needs of customers went off. Therefore, customer’s feedbacks of customers are required in order to have sustainable growth and survival of organizations. 
Interviewer: How customer service is related to other departments of an organization? 
Interviewee: Customer service department is interrelated with other departments of an organization. Such as- the marketing department, and research and development department as well as production department collect significant data and information about customers, their trends, likes, dislikes, demands, needs and various other issues. In order to design products and services there are no alternative to the feedbacks of customers (Why service and sales teams should align - and how it can be achieved, 2021). It can be said that the Customer service department or activities are the gateways of an organization. Customers get important information about products, and organizational aspects through customer service department. Finally, as customers are the main target or assets of an organization, therefore, all aspects like profit, growth, and others are unconditionally dependent on customer service department. 
[bookmark: _Toc89548109]Task 2 – Report
[bookmark: _Toc89548110]Introduction 
Employability denotes the abilities, skills, knowledge and experiences of an individual that enable him or her to get employed (Yorke, 2010). Moreover, in simple words, it refers to get employed or getting the job or position an individual aims. The aim of this report is to reflect on the role play and my career development planning through applying an appropriate reflective cycle such as Kolb or Gibbs. Apart from that, career development planning refers to undertaking or designing action plans, and other steps that help achieving career goals and objectives of an individual. My career plan is to be Human Resource Manager. Therefore, firstly, a reflection on my career development planning, and secondly, on the role play described in the task one has been presented throughout the report applying the Kolb reflective cycle. 
[bookmark: _Toc89548111]Kolb reflective cycle
Concrete experience (an understanding of the skills and knowledge which contribute toward working effectively)
According to the first step of Kolb reflective cycle, an individual must have experience on specific activity or aspect. Apart from that, I have concrete experience on skills and knowledge required for or contribute towards working effectively. According to the demands of Customer service officer job I must have some skills and knowledge in order to carry out different activities perfectly such as-  
Communication: It includes active listening, responding to the needs and demands of customers, writing, reading, interacting with customers etc. Communication skills will help me in order to deal with customers effectively. In customer service job employers mainly focus on communication skills. Although there need other skills but, for dealing with customers communication skills are must for customer service officers. 
Adaptability: Secondly, adaptability refers to the ability to cope up with situations or circumstances (STORM, 2021). Customer service is such a job where various situations and circumstances will emerge and these must be addressed. In order to do so, there is no alternative to adaptability. 
Recording skills: Recording skills refer to writing down data and information about employees, recording them, archiving the data, making ready checklists, and other activities related to data entry and recording. Customers provide valuable suggestions and feedbacks on products, services and different other aspects of an organization. These are needed to record; therefore, the recoding skills can help an employee of customer service department working effectively. 
Problem solving: Already it has been mentioned that customer service is a job where an employee needs to deal with numbers of problems related to employees. An employee of customer service department needs to provide information about products and services of his or her company as well as answers to questions of customers on products and services and other aspects. In order to do so, employees must have problem solving skills. 
Emotional intelligence: Empathy for employees, understanding the feelings and thoughts of employees, understanding the demands and other different other aspects of employees are included in emotional intelligence skill which is essential for working effectively as a customer service officer (Beck, 2013). 
Creative thinking: What are the creative ways of solving the problems of employees, bringing innovation and creativity in serving customers etc are included in creative thinking skill which is a must for employees in customer service department (SLF 2012: Creative Learning, Creative Thinking, 2012). 
Reflective observation (An understanding of personal strengths and areas for further development) 
The basic skills needed for working effectively as a customer service officer as well as getting the customer service job are- record keeping, problem solving, creative thinking, emotional intelligence, communication, and adaptability. Apart from that, my perusal reflection or observation on my skills and knowledge for getting the customer service officer job is as follows-  
	Personal Strengths 
	Areas for further development 

	· Communication skills like reading, writing, speaking, listening, and interacting with customers effectively.
· Creative thinking such as analyzing situations, coming up with innovative solutions and ideas, abilities of analyzing the positive and negative aspects of incidents etc. 
· Problem solving- identifying problems, analyzing the problems, coming up with solutions, analyzing solutions, selecting the best alternative, planning and implementing the alternative, and thus, solving the problem.
· Record keeping- gathering data and information from customers through feedbacks and their suggestions, writing down these data and information for future different purposes. 
	· Emotional intelligence such as understanding the feelings and emotional various aspects of others, abilities to console others and thus, helping others to get out of problems relating their emotions.
· Adaptability- analyzing situations, abilities to plan out about the situations, coming up with tools and techniques that can help to adapt with the situations and thus, finally adapting with the situations. 




Abstract conceptualization (my readiness for employment) 
Employment denotes getting a job. Skills, abilities, knowledge, and experiences that are needed to be employed (Employment | WSDOT, 2021). Readiness of employment refers to how well skills, abilities. Apart from that, the skills needed for getting customer service manager job are record keeping, problem solving, creative thinking, emotional intelligence, communication, and adaptability. Now, I have strengths in communication skills, problem solving skills, record keeping, and creative thinking skills. On the other hand, I have problems related to emotional intelligence, and adaptability skills. In emotional intelligence skills I have problems related to all the skills like understanding the feelings and emotional various aspects of others, abilities to console others and thus, helping others to get out of problems relating their emotions. Similarly, in adaptability skill I also have problems in all the skills such as- analyzing situations, abilities to plan out about the situations, coming up with tools and techniques that can help to adapt with the situations and thus, finally adapting with the situations. These skills must be developed through undertaking proper steps and actions. From the discussion so far it can be concluded about my readiness for employment that I am not ready completely for getting customer service officer job. I must improve the skills and knowledge in which I have problems. 
Active experimentation (establishing my employment goals and developing a personal action plan/development plan) 
This job will help me to be more efficient and competent for achieving my goals, it will give me more opportunities, which later on will help me to deal with employees, understand their problems and so many other aspects relevant. Now, apart from that, in order to get my first or short term career goals that means to be a customer service manager I have developed the following action plan which help me developing the skills in which I have problems- 
	Current skills 
	Communication, recording keeping, creative thinking, and problem solving 

	Skills to work on 
	Emotional intelligence, and adaptability 

	My goals 
	Achieving emotional intelligence, and adaptability skills 

	My resources 
	Enough time, funding, coaching centers, and opportunities

	Timeline 
	Within three months from now. 

	Action plan 
	In order to get the mentioned goals, I have to go to coaching centers, and conduct regular practices. 




‘Recruitment and Selection’
For an individual who is seeking job must have career goals and objectives. Career goals help the individual act actively, develop skills and knowledge needed to get the job, and go extra miles to reach the goals. My short term goal is to be a customer service manager. But, my long term career goal is to be a human resource manager. in many ways customer service manager is interlinked to human resource management job such as- in both jobs an employee needs to deal with people under them or related to their job, Apart from that, the customer service manager job can be considered as the gateway of developing necessary skills for being a human resource management manager. Customers in customer service manager job can be handled or dealt in many innovative ways and through different innovative techniques such as- meeting the needs of customers through listening to them actively and taking proper steps to solve their problems; staying calm with customers in all situations; appreciating customers in all cases which motivate customers to get more interested in products and services of an organization; and getting valuable suggestions and feedbacks of customers on products, services, their problems, and various aspects of organizations. Apart from that, for being a customer service manager there need to be various skills, knowledge, and experiences such as- record keeping, problem solving, creative thinking, emotional intelligence, communication, and adaptability. Now, feedbacks of customers are significant enough for businesses such as- customer feedbacks help designing products and services in the ways they want as well as in line with the demands and needs of customers; customer feedbacks are important for getting data and information about culture, trends, problems, needs, and demands of customers; customer feedbacks help identifying and solving problems customers have regarding aspects of an organization as well as its products and services; thus, feedbacks of customers are important for an organization for its sustainable growth and development as well as survival. From the discussion above it can be concluded that customer service department is interlinked to other departments of an organization in many ways. Such as- customer service department collects required and valuable data and information about culture, trends, problems, needs, and demands of customers later on, it provides these data and information to production, marketing, promotion, and other departments which use these information to design different aspects in line with the demands and needs of customers; the feedbacks and suggestions of customers are gathered by customer service department are helpful for management and operation department to identify problems with organization and thus, solve them; customer service department deals with customers who are the main target of an organization for selling products and services, get profit, and thus, getting organizational goals and objectives, therefore, it is easily estimated that profit making, products selling, reaching significant information about products, services, and organizational different aspects there is no alternative to customer service department and an organization is completely dependent on this department.  


[bookmark: _Toc89548112]Conclusion
Customer service job is important for fresher in order to get experience about people, dealing with customers, solving problems, and for many other reasons. The experience that can be gathered from this job can be applied later on in other aspects of job and personal life. However, throughout this report my personal reflection has been demonstrated on my career development planning. 
[bookmark: _Toc89548113]References 
Beck, J., 2013. Emotional Intelligence in Everyday Life. Hoboken: Taylor and Francis.
Dixit, S. and Kr, S., 2016. Collaborative Analysis of Customer Feedbacks using Rapid Miner. International Journal of Computer Applications, 142(2), pp.29-36.
Ivancevich, J. and Konopaske, R., 2013. Human resource management. New York, NY: McGraw-Hill Irwin.
MyCustomer. 2021. Why service and sales teams should align - and how it can be achieved. [online] Available at: <https://www.mycustomer.com/service/management/why-service-and-sales-teams-should-align-and-how-it-can-be-achieved> [Accessed 4 December 2021].
Overton, R., 2017. Customer Service. Murwillumbah: Martin Books.
SecEd, 2012. SLF 2012: Creative Learning, Creative Thinking. 2012(8).
Sling. 2021. The 20 Most Important Customer Service Skills You Need To Have - Sling. [online] Available at: <https://getsling.com/blog/customer-service-skills/> [Accessed 4 December 2021].
Small Business BC. 2021. 10 Tips for Dealing with Customers - Small Business BC. [online] Available at: <https://smallbusinessbc.ca/article/ten-tips-dealing-customers/> [Accessed 4 December 2021].
STORM, A., 2021. ADAPTABILITY. [S.l.]: SADDLEBACK PUB.
Wsdot.wa.gov. 2021. Employment | WSDOT. [online] Available at: <https://wsdot.wa.gov/about/employment> [Accessed 4 December 2021].
Yorke, M., 2010. Employability: aligning the message, the medium and academic values. Journal of Teaching and Learning for Graduate Employability, 1(1), pp.2-12.


[bookmark: _Toc89548114]Appendices 
[bookmark: _Toc89548115]Interview Questions 
	· What is your career goal and how customer service job is related to your career goal?
· What are the innovative ways and techniques to serve customers?
· What skills and knowledge are required for being a “Customer service officer”?
· How feedbacks of customers are important for an organization?
· How customer service is related to other departments of an organization? 

	Job application form
[bookmark: _kpr05n82n26c]
Application for- Customer Service Manager
[bookmark: _zidixfu2h1to]Your details
Name: Ramila Ramji
[bookmark: _obvz8px9oj35]Education and training
Please give details:

	I have degrees from University of Wales on HRM with CGPA 3.56. I have accomplished training on customer services, and communication skills from coaching centers. 


[bookmark: _qhulv5cexz75]Qualifications
Please give details:

	Research skills, innovation and creativity, communication skills, leadership skills, record keeping skills, creative thinking, problem solving, academic skills etc. 


[bookmark: _97j1ykgd1f2u]Employment history
[bookmark: _itppkk92vaqm]Your current or most recent employer

Name of employer: Corals

Job title: Customer Service Manager

Length of time with employer: 3 year 

Reason for leaving: Problems related to work-life balancing 

Duties: Dealing with customers, gathering feedbacks, record keeping etc. 

[bookmark: _81dqi68kkna8]Previous employers
Please tell us about other jobs you have done and about the skills you used or learned in those jobs.

	My first and last job was at Corals, as Customer Service Manager. 


[bookmark: _2hk78iv0b9mh]Supporting statement
Please tell us why you applied for this job and why you think you are the best person for the job.

	This job will help me in balance between my work life, it will help me get my career goal. Lastly, I have the skills and experience the job needs therefore, I think I am the best person for this job. 


[bookmark: _ojwn8qfpdqo4]
[bookmark: _l4j9qclj5v1t]Right to work in the UK
Do you need a work permit to work in the UK? No
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I confirm that to the best of my knowledge the information I have provided on this form is correct and I accept that providing deliberately false information could result in my dismissal.

Name: Ramila 

Signature: Ramila 

Date: 04.01.2021
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