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1. INTRODUCTION

The term Career Development Planning refers to the process an individual may go through to evolve their occupational status.

The aim of this report is to reflect on my personal reflection on the role play conducted in class and my career development planning, applying Kolb as a cycle of reflection, where I will demonstrate the skills and knowledge that contribute to effective working and my readiness for employment, also discussing strengths and areas for development, as well as setting my employment goals and developing a career development plan.


2. REFLECTION ON THE ROLE PLAY

The role play consisted of students acting as interviewee and interviewer for a role related to their personal ambition using a reflective module, in which I would like to be a manager in a call centre in England, as a job to make a living while I perform my music. 

The experience was very good as I learnt how to handle myself in interviews, both in the recruitment and selection process. So now I feel much more prepared to be able to go out into the job market, and to be able to give and receive interviews because at PCD I received a lot of advice that made me feel more self-confident. Finally, it is worth mentioning that I felt very comfortable working with my colleague, as we made an ideal team based on support and motivation.

2.1 Recruitment and selection  

In the personal development career classes, I learned that recruitment is the process of finding candidates who fit the job offer and the company. 

On the one hand, the organisation will publish an advertisement, or a job offer for recruitment. Furthermore, the mission of the recruiters is to attract as many talents as possible who fit the requirements of the recruitment process; this process includes three main elements: planning, job posting and communication. 

On the other hand, the second phase of recruitment and selection consists of reviewing CVs and selecting the most suitable candidates to meet the company's requirements. Candidates who do not meet the experience, skills, salary, range, etc. are discarded and interviews or tests are conducted to check whether they have the necessary skills to work in the company. (Ángela Daniela Bolaños-Cerón, 2020)

2.2 Johari window model

  The Johari Window is a cognitive psychology tool to illustrate the processes of human interaction, used to improve an individual's perception of others. This model is based on two ideas: confidence is acquired by revealing information about oneself to others and learning from their feedback. The Johari model represents each person through four quadrants or crystals. Each of the four crystals signifies personal information, feelings, motivation and whether that information is known or unknown to oneself or to others in four points of view. In brief, this model is good to help you how to build trust in your team, because you will solve more problems. (Verklan, 2007)
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The first quadrant is the open area is what you see about me, and the people around me knows about me. This information is public and made available through communication between individuals. 

The second quadrant is the Blind area represent that I don’t know but other people know about me. For example, my best friend gave me feedback from myself about that I’m to brave (that I think is good), and I need to think before act (I’m working on it).

The third is the hidden area, this information is known to the individual, no one else know. It consists of private information, which the individual chooses to keep hidden. Basically, is something that I know but I don’t want others to know.

To finalize the unknown area, information unknown to myself and unknown to others. This includes subconscious information, such as early childhood memories, undiscovered talents.


3. PERSONAL LIFELINE 

My name is Maria Jover, and I am from Planes, a small town in the Valencian Community, located in the north of the province of Alicante (Spain). At the age of 18, I moved to Valencia, where I worked as a saleswoman and had the opportunity to create my own sales team, which helped me to grow until I became the manager of the company. Six years later I moved to London, the city where I currently live. 

My greatest desire since I was a child is to be a singer-songwriter and work in music business, which I see very achievable right now, as I passed my music audition and next year, I will continue my training to gain more knowledge and grow in the music world and music business. Besides, I studied music since I was 6 years old, for 14 years, and at the same time I was working in the sales sector in Valencia, Spain.

I am a motivated, strong, and determined person, very hard-working and honest, with a remarkable ability to communicate. I am a focused, responsible, and stubborn person. I have good analytical and problem-solving skills. Furthermore, I am an excellent leader and work very efficiently in a team. 

On one hand, my strong character makes me an impulsive person who sometimes makes deliberate decisions and mistakes easily. But on the other hand, my positivity, dedication, and responsibility at the academic level have allowed me to develop enough skills to face the road I must travel to fulfil my dreams.


4. NECESITIES OF EMPLOYEES 

4.1 What employers expect from their staff 

On the one hand, managers expect their employees to be able to meet deadlines, to be informed. In addition, managers expect you to be clear about the organisation's momentum and customer base, to know where the stress points are and what is being done to address them. In addition, as an employee you must understand the company's objectives and have a respectable vision of where the company needs to go and why.

On the other hand, managers want employees who can identify the problems affecting the company, analyse them and offer alternatives to solve each problem. They also expect employees who are confident enough to speak their minds, as well as employees who are willing to listen, respect and even incorporate the opinions of others into their own perspectives. (¿Qué esperan los empleados de sus jefes? - Jose Manuel Garcia Consultores, 2022)

4.2 What my employer wants or expects from me?

My boss at work wants and expects from me some requirements to work in his business such as positivity because I am serving the public and I must be positive to make more sales as this will increase my trust with my boss and his trust in my work. Also, he expects very good communication skills to be able to retain as many customers as possible and of course he is looking for honesty and loyalty as this is the basis of any job.

I have several qualities such as the ability to work in a team, natural communication skills, with a very positive attitude. I am an honest and loyal person, able to organise and prioritise my work, decision maker and problem solver.

On the other hand, I am improving my speed in decision making, as sometimes I take a long time to decide, but the problem is identified, and I am working to improve it.


5. LEARNING STYLES 

Learning style means a particular way in which an individual learns. Some models of learning styles are VAK, Kolb (1984) and Honey & Mumford (1986). The VAK (visual-auditory-kinaesthetic) model is based on the Neurolinguistic Programming system that describes how the human mind works and is structured. It establishes three categories of people according to the way in which the information they receive from the outside reaches them: 

The first is visual learner: this is the learner who learns best when reading or seeing information represented in some way, whether through textbooks, on the blackboard or in notes. The second is auditory learner: this is the learner who learns best whenever he/she receives explanations orally and can repeat them or explain them to others. To finalize the kinaesthetic learner: this type of learner associates the information he/she receives with the senses of taste, touch, and smell, with bodily sensations and movements. They are pragmatic learners who learn best when they experience the information. (Learning Styles, 2022)

5.1 My learning styles

I am a kinaesthetic and visual learner. Firstly, kinaesthetic because I learn best when I experience the information. And secondly visual, because I learn best when I read or see the information represented in some way.

This can help me knowing what kind of learning style, I have it can help me with strategies to enhance my learning so that I can increase my results. For example, in any job, I need to do the task to learn it, and read the information needed to do the task.


6. SELF MOTIVATION 

Self-motivation is having the drive and enthusiasm to achieve something without the supervision or influence of others. When an individual is motivated, he or she feels more fulfilled and sees it possible to achieve his or her goals. Self-motivation is the force that pushes me forward, it is our inner drive to achieve, produce, develop, and keep moving forward. It is made up of self-confidence and self-efficacy, plus positive thinking about the future with clear goals in mind.

  I am motivated by a good environment, a desire to grow, a good purpose. For example, listening to good music, seeing people who have achieved their goals, writing motivational phrases...    (Jose Gil, 2022)


7. SWOT ANALYSIS

My strengths are communication, honesty, adaptability, persuasiveness, motivated and independent, and I have a good time management leaned in ACE. The weaknesses are time management, language barrier, lack of confidence and decisiveness, I have identified and working on it. Moreover, my opportunities are a satisfying job, financial freedom, management and to grow professionally and personally. And the treats are the capital to investment and the competitive environment.




8. PERSONAL DEVELOPMENT PLAN

My short-term professional plans are, on the one hand, to finish this course with the highest possible qualification. On the other hand, to prepare myself to work in a better position thanks to the course I am doing in higher training in work skills in labour competences as it is helping me a lot to improve personally and professionally. 

My long-term professional plans would be to dedicate myself full time to music and make my own music business, as I have been a musician since I was 6 years old, and I have been playing all my life with my orchestra and different bands in Spain and France.

My ideal job would be to work as a singer or musician at weekends, and during the week I would dedicate myself to producing my music and teaching.

The goal is to get the student finance to enter the ACM University, as I have passed my audition, and to maintain a good performance to get the best grades possible and finally dedicate myself to the world of music and its business body and soul, as it is my childhood dream.


11. CONCLUSION

To conclude I think I need to take a step further, as I have learnt a lot in this course, and it has made me rethink what I really want in life and now I finally know it, and I feel motivated and ready to do what really fulfils me in life, as I need to explore another part of my abilities that I have not yet developed enough.
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APENDIX 1
Job application form

Application for [Manager in telephone sales department] -

Your details

Bembridge House, London SW18 2AQ
07546 624661

Driving license
mariaflauti10@gmail.com

Name: Maria Jover Juan

Education and training

IES Benlliure, Valencia Baccalaureate: 80% (Equivalent to all As at A-level) in 2011 —
2013

After that | continue in Ausias March, Valencia for the business administration qualification
2013 - 2014.

While | was doing these studies, at the same time | was studying music and playing with
the orchestra in several different places in Spain and France, which has been my training
until now. In which | graduated as a flautist and flautist in the regional school of music of
the ‘comtat’.

And now I'm in UWTSD in London campus studying higher education in skills for the
workplace in 2020 - 2021.

The training | got on sales was when | started working as a saleswoman without knowing,
and | learnt everything thanks to the company that gave me the training, and | was able to
learn how to be an autonomous commercial and how to create my team from scratch
starting from the basis that | was already commercial. After that | climbed the ladder in the
companies until | arrived in London, and | want to keep on growing.

Qualifications
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o Telemarketing course for customer service.
Diploma.
o Telemarketing course for database updating.
Diploma.
o Telemarketing course for the optimisation of the sales team's work.
Diploma.
o Music graduate in transverse flute, musical theory and instrumental ensemble.

Employment history

Experience

May 2014 — April 2017
« Team Leader * Vertix-Gys

Reason for leaving is because | was offered a better position with better requirements and
more ways to grow and learn and | gave notice telling them why | was leaving.

o | started out as a saleswoman, attracting customers door-to-door on commission.

o |learned how to manage commercial and advertising campaigns. Always up to date
with customers needs.

o Management of commercial and advertising campaigns. Developed the ability to
manage my team and keep up to date with customer needs.

March 2017 - still working
« Sales Manager * Marktel

Reason for leaving is because this job is so far away, it's an hour and a half each way and
| don't have enough time for myself

o When | started in the company, | was an insurance saleswoman, but after a few
months | had a continuous growth in the company with the following responsibilities:

- Calling customers who have not paid to make them pay (I created this campaign in
the company).

- Customer support, and customer service at high levels.
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Back Office and Quality responsibilities, hearing all the calls from our agents and
make them call again if there is any deviation or phrase that may be questioned,
sending emails to the sales managers.

Sales Manager, with the responsibility for daily, weekly, and monthly reporting, for
the 4 insurance companies that made up the multi-service where | worked.

Also, | had to attend the meetings held by the Head of the multiservice to increase
sales and not to obtain losses in the company, among others.

Previous employers

Please tell us about other jobs you have done and about the skills you used or learned in

those jobs.

[#

Patience and the ability to remain calm in stressful situations.

Dynamic person with great ability to work in a team.

Thinking and reasoning skills for dealing with emergencies. concentration skills to
stay alert and aware.

Good presence, formal and very punctual.

Great motivation to continue acquiring work experience.

Customer Service. As a call center manager, you are directly responsible for the
quality of your company's customer service.

Empower Others.

Employee Monitoring and Training.

Effective Communication.

Problem-Solving.

Demonstrate Integrity.

Emotional Intelligence.

Languages

Spanish native level.

English intermediate level.
Portuguese intermediate level.
Italian basic level.
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Supporting statement

Tell us why you applied for this job and why you think you are the best person for the job.

| am applying for the job because my skills match what is requested in the job offer and |
believe that | will be able to provide solutions that will benefit the company and its
employees.

In addition, | am very motivated to make the company win, because if the company wins,
we all win and from what | have read about the company, | really like their values as they
fit my values and my personality.

| think | am your perfect candidate, as | am everything you are looking for. | have the
knowledge, skills, and experience to drive up sales in the company and motivate staff.
Also, the workplace is close to my home, and | don't need to use transport, so this job fits

me like a glove.

Right to work in the UK
Do you need a work permit to work in the UK? Yes
References

Please give the names and contact details of 2 people who we can ask to give you a
reference. We may ask them before an employment offer is made. We will not ask your

current employer until we get your permission.
Declaration

| confirm that to the best of my knowledge the information | have provided on this form is
correct and | accept that providing deliberately false information could result in my dismissal.

Name: Maria Jover Juan

Signature: Maria

Date: 3/11/2021
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APENDIX 2
ROLL PLAY

AN INTERVIEW FOR A MANAGER IN A CUSTOMER SERVICE (to Maria Basora)
MARIA JOVER Starts speaking (_an interview for a supervisor call centre)

Maria Jover: Hello, how are you?
Maria Basgora: Hello. Good thank you. How are you?
Maria Jover: Good, good. Thank you for coming today to the interview.
- My name is Maria Joyer.and I'm the customer service manager.
- As a manager off this company, | would like to ask you a bit of yourself,
your last position, about your managerial potential.
- 5 questions, no more. It’s, ok?
Maria Basgora: Yes, sure! Why not?

Maria Jover: So please, could you tell me a little bit about yourself?

Maria Basgora: | describe myself as a punctual,
- Well-organised and well-behaved person,

Always ready to learn new things.

Besides, | am very determined, highly motivating, reliable, and enthusiastic.

Also, my 4 years’ experience in hospitality taught me a great deal about
dealing with customers.

| have developed strong problem-solving skills.

Maria Jover: Sounds good.
- And what aspects of our customer service position do you find most
attractive?

Maria Basora: Make Customers Feel Important and Appreciated:
- Treat them as individuals.
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- Always use their name and find ways to compliment them.
- It creates good feeling and trust.

Maria Jover: Nice, great, and What was the most rewarding thing about your
last position?

Maria Basgora: | was very appreciative of the fact that | was able to interact with our
customers love thinking about how our customers are real people with real problems.

That was fulfilling for me.

I'm a very collaborative person.

- | believe in the idea that when groups of people get together and try to solve
problems.

- lloved that the team was very collaborative.

- lloved the fact that my previous manager was willing to listen to me.

Maria Jover: It's sounds very good the job you were doing in your last
position.
And please, why do you feel you have top managerial potential?

Maria Basgora: | have the necessary qualities like emphasize management skills.
- Planning,
- organizing,
- Interpersonal,
- responsibility,
- Initiative,
- problem solving,
- vision,
- And follow-through so | can add value to the company.

Maria Jover: Oh, so we are looking something to add value to our company,
great. And please, can you tell me the skills you could bring to this job?

Maria Basgra: | intend to bring conflict resolution skills to this role.




image9.png
- As a customer service manager, I've found that there are a few essential
abilities that a supervisor can have that make for a better work environment.
- The most crucial being conflict resolution and problem-solving.
| think that my skills in this area will help me succeed in this job.

Maria Jover: Perfect Maria, thank you so much for coming.
- Any questions?

Maria Basera: Yes, please, what would be the next step in the selection process?

Maria Jover: | will be in touch with you soon by email.
- Thank you so much for coming today, it was a pleasure.

Maria Basora: Thank you so much. Goodbye.

Maria Jover: Goodbye.
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AN INTERVIEW FOR A SUPERVISOR IN A CALL CENTRE
(to Maria Jover)

MARIA BASORA Starts speaking

Maria Basgora: Hello, how are you?

Maria Jover: Hello. Good thank you. How are you?

Maria Basora: Good thank you.

My name is Maria Basgra and I'm the call centre manager.

As a manager off this company, | would like to ask you a bit of yourself, about
your strengths and weakness.

It's 5 questions, no more.

It's, ok?

Maria Jover: Yes, sure!

Maria Basora: So please, Tell me a little bit about yourself.

Maria Jover: Yes, sure!

I am a highly motivated and honest person,

very punctual and detail-oriented,

with remarkable communication skills.

I was working as a team leader in a customer service department for 2
years.

I was also sales and quality supervisor in a multi-service insurance
company for 6 years.

And of course, | am willing to learn new things in this job, because | see

the possibility to improve myself in a personal and professional way.
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Maria Jover: My strengths are:

- [Effective communication

- Good adaptability to change

- Creativity

- Problem solving

- Dedication
My weak point is:

- Shyness, something that | find difficult only in large groups.
This is something | have identified, and | am modifying it.

Maria Basora: Sounds good! And the next question is: As a manager how do you
keep your workers motivated?

Maria Jover: | keep my employees motivated by:

-Constant communication with my staff.

-Also, supporting new ideas to encourage creativity by making them feel
appreciated.

Maria Basora: Oh! Very good way to motivate people. Thank you.
- And please, could you tell me how you would deal with an unsatisfied
customer and how you would handle it?

Maria Joyer: Well,
- lwould pay attention to the unsatisfied customer by showing interest.
- Letting them talk and being willing to solve their problems.
- lwould then apologise and take the necessary action.

Maria Basera: Good point. And please, what are the most important skills for a call
centre supervisor?

Maria Jover: The most important skills for a call centre supervisor are:
- Leadership and management skills.
- High capacity for self-control.
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- Empathy and communication skills.
- Motivational skills.

- Experience and knowledge.
- Versatility.
- Diligence and responsibility.

Maria Basgora: Perfect Maria, thank you so much for coming today.
- Any questions?

Maria Jover: Yes, please. What qualities have successful people in this
company?

Maria Basora: Well, many of the qualities that you have. Anyway, we will contact you
to show you, our company.
- Thank you so much for coming today, it was a pleasure.

Maria Jover: The pleasure is mine, Thank you so much. Goodbye.

Maria Basora: Goodbye.
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