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[bookmark: _Toc67014923][bookmark: _Toc67956294]Task 1: Role play for the role of an HR manager at Tesco Plc:
[bookmark: _Toc67014924][bookmark: _Toc67956295]Job description and person specification of the customer care executive at Tesco Plc:
The customer care executive at Tesco Plc is tasked with the important role of maintaining healthy ties with customers, both existing and prospective. Therefore, the primary role of the professional is to adopt a professional approach to engage effectively with customers, responding satisfactorily to their queries and grievances and providing in-depth information on products, services and other events which are of interest for the customers (Block, 2016). The customer care executive at Tesco Plc is also expected to maintain well-documented records of all these interactions and the transactions that take place between the company and its customers from time to time.
The customer care executive at Tesco Plc answers incoming calls and responds to other forms of queries via email and other media for reasons pertaining to including but not limited to taking orders, responding to queries, recording or resolving complaints and providing accurate and timely information (Tulgan, 2015). The customer care executive at Tesco Plc is vested with the responsibility of answering customers questions, escalating the complaints to the appropriate levels, providing customer support, maintaining and updating records and documents on such interactions, providing inputs and regular support to the sales and marketing teams, as well as train and mentor customer service professionals and devise and implement policies for effective customer services.
It needs to be understood that the customer care executive at Tesco Plc is expected to carry out the following functions based on which the person specification can be explained:
The customer care executive at Tesco Plc manages a team of customer service and support professionals, the professional oversees and monitors the overall process of customer services, the customer care executive at Tesco Plc resolves the complaints and grievances which have been raised from time to time, creates codes of best practices and policies meant for effective functioning of the department and plans and trains employees to understand the need for service delivery standardisation (Block, 2016).
Hence, keeping in mind the marked responsibilities and roles the customer care executive at Tesco Plc would have to manage, the following attributes and skills are necessary for the ideal candidate to possess for the role:
The customer care executive at Tesco Plc needs to be enthusiastic, possessing effective emotional intelligence and communication skills, possess a keen sense of compassion and empathy for customers, be patient and polite, be an expert at stress management and be able to handle multiple tasks at the same time, be flexible and adaptable, possess a certain amount of personal charisma or the power to influence others, and possess acute company and product or service knowledge (Van Der Pijl, et al., 2016).
Answering questions posed for the candidate meant to apply for the role of the customer care executive at Tesco Plc:


[bookmark: _Toc67014926][bookmark: _Toc67956296]Task 2: Report:
[bookmark: _Toc67014927][bookmark: _Toc67956297]Introduction
The various attributes, skills and qualities of the chosen profession, the customer care executive at Tesco Plc will be examined in detail in the course of this reflective report. The reflection will be focussed on the role play activity undertaken in this regard with reference to the state professional role. The aim of the reflective analysis is to be able to develop an action plan for the development of the key skills and qualities which would be identified, and are indispensable for the desired professional role of the customer care executive at Tesco Plc. 
[bookmark: _Toc67014928][bookmark: _Toc67956298]A personal reflection on the role play and career development planning
The role play conducted in the previous activity has been an extremely helpful learning experience for me. More interestingly, the reflective analysis will include assessing the readiness for employment for the stated role. For this purpose, the tool of SWOT analysis will be used. The findings of the analyses conducted will provide the foundation for the skills which would be developed or honed and the activities which would help do it will be stated against timelines in the form of an action plan. As a learner, I have always been intrigued about customer relationship management and keen to understand how managers manage the complex relationships with customers (Bakhshi, et al., 2017). In the course of the role play, I was asked certain questions to which I have attempted replying. The questions asked and the answers provided to them have also been very educative for me as I have been able to imagine myself in a real life scenario and respond accordingly. The most important roles and responsibilities of the customer care executive at Tesco Plc have been explained in the role play and have helped me understand the day to day responsibilities and activities of the professional. The person specification part has also been very informative for me. Initially, I faced certain challenges in identifying an extensive and comprehensive person specification criterion for the customer care executive at Tesco Plc (Sousa and Rocha, 2019).
It was owing to the fact that the roles and responsibilities of the professional are subject to change depending on the sector the company they are employed in operates and the thus, it was a little challenging for me to ascertain which skills and attributes were the most crucial for the customer care executive at Tesco Plc. However, being able to identify the most important duties of the customer care executive at Tesco Plc allowed me to understand the kind of skills and attributes which desirable for the position. Hence, the role play has been a great learning experience for me personally as well as being part of the group who were tasked with the same. However, it also needs to be noted that the activity has been carried out by me and one of my classmates who had framed some questions. I have responded to these questions based on my understanding of the job role, the responsibilities, the skills and personal and professional attributes of the customer care executive at Tesco Plc. The action plan is also based on the understanding of the role I have had and the responses I have provided in reply to the stated questions (Sousa and Rocha, 2019).
[bookmark: _Toc67956299]Recruitment and selection:
The recruitment and selection process in this regard has been carried out for the customer care executive at Tesco Plc on the basis of the questions asked during the interview. The questions asked can be found further below.
The experience of learning from the question/answer session and the role play in general will be analysed keeping in mind Kolb’s learning cycle. This theory seeks to bring about synthesis between behaviour based learning theories and those which are focussed on goals. The learning cycle stresses on the on-going nature of learning as a process and seeks to suggest four stages through which an individual learns. These stages are identified as concrete learning as the first stage, reflective observation as the second, abstract conceptualisation as the third and active experimentation as the last stage. Each of the responses to the questions provided below and the learning I have derived from them have been analysed and presented in line with these four stages of the learning cycle (DuBrin, 2015).
Q1. TALK ME THROUGH THE STEPS YOU WOULD FOLLOW WHEN DEALING WITH A DISSATISFIED CUSTOMER?
First and foremost, you should be a good listener. I would listen to their complaint and the ask questions to establish exactly what has happened. I would then apologize for the poor customer service and show genuine empathy for the situation. Next, I would provide a solution for problem that would be based on the needs of the customer. Where possible, I would suggest different options that are above and beyond what is normally expected. This would show to the customer that I genuinely care, and I want their experience to be a pleasant one. I would then resolve the situation quickly for them before apologizing once more for the substandard service or products.
Finally, it is very important to learn from the situation as a Customer Service Executive to prevent it from happening again.

Q2. WHAT ARE YOUR STRENGTHS AND WEAKNESSES?
 My core strengths include a positive and happy attitude which I will always show whilst dealing with your customers. I am also at my best when working under pressure and I will remain calm when dealing with complaints or when managing lots of different tasks. I can also be relied upon to deal with complains and queries quickly and effectively in line with company policy, and I am also a very good team worker who will put the needs of the team and company above everything else. In respect of my weakness, this is my inability to say ”no” to people. My first reaction is to always agree to everything and say yes to people, even when I don’t have the capacity to take on extra work.
However, I am learning to say “no” when it’s important to do so. Having said that, another one of my strengths is my desire to carry on learning and improving and I will always make sure I take my development seriously if I become your Customer Service Executive.
Q3.  HOW WOULD YOU RESPOND IF A CO-WORKER IS RUDE TO A CUSTOMER?
In the role of a customer care executive, one should be very conscious of his or her behavior with the customers. Keeping the customer happy is of utmost importance in the retail sector and for that reason, should I spot a coworker who is rude to a customer I would certainly get involved or at least try to smooth the situation up. For instance, I would join the argument and try to understand why my colleague is acting in this particular way or whether there is a reason that comes from a problem with the customer. In essence, I would try to quickly get to the essence of the problem before suggestion a solution. In worst case scenario, assuming my colleague had a bad day (and I am aware of this) and is acting rude for no reason, I would quickly ask my colleague to calmly explain the situation. That way, he will calm down and allow me to take control over the conversation by suggestion that this was a misunderstanding and there is no need to further continue the argument. I would then ask my colleague to help me out with something at the back of the store, to take away his attention, and while he is moving away from the scene, I would sincerely apologize to the customer and maybe even take him or her to a fast cashier lane for faster servicing. 

Q4. TELL ME ABOUT A TIME YOU OVERCAME A CHALLENGE IN YOUR PREVIOUS JOB?
At my previous job, as a host in a boutique restaurant, it was inevitable to face a challenge almost every day. The most recent one i could recall includes a client that was very angry due to the location of his table for the NY reservations in our restaurant. It turned out, his table was in the so called Winter Garden, which according to the customer, was not properly heated for the cold evening that night. I clearley recall that the restaurant was fully booked for that night and moving tables around in the last moment would have been a great endeavour. The client kept on insisting that he had booked a table inside the main hall of the restaurant but alas, there was no such thing or at least the colleague who took the reservation did not record it. Eventually, I decided to ask a few friendly-looking Young couples whether they would like to be seated in the Winter Garden, where they would enjoy picturesque views and a more closer to the nature experience. In addition, they would receive a discount voucher on their next visit in the restaurant. Eventually, a couple agreed to the change their seats and the previously angry customer had settled comfortable in a table in the main hall along with this large family.
Q5. WHAT WOULD YOU DO IF YOUR REPLACEMENT COLLEAGUE AT THE END OF YOUR SHIFT DOES NOT SHOW UP?
It is never good to leave work exactly on time, especially if you are working the job for a short time. Therefore, clocking out without even waiting to see whether the replacement colleague would show up is a bad idea. If, eventually, he or she does not show up, I would go straight to the supervisor and ask whether I am needed to stay overtime to cover for the absentee. Sometimes, there is a chance the management is aware of the situation and have arranged a solution but at least I will be showing proactive behaviour and in case there is no back up option, I would discuss with my supervisor the viable options to solve the problem and how I can be part of this solution. If I have made previous arrangements and are able to postpone/rearrange them, I would be happy to stay and cover for the absentee.
[bookmark: _Toc67014930][bookmark: _Toc67956300]An understanding of personal strengths and areas for further development
SWOT analysis
Strengths
I am a good communicator and have the power to influence others in a discussion or debate
I am always keen to learn new thing and reflect on experiences have had in the process
Weaknesses
One of the most prominent weaknesses is the lack of effective stress management skills
I am not good at multi-tasking and often fail to meet deadlines when working simultaneously on several tasks or projects
Opportunities
I have the opportunity to engage in employee development and training programs.
I can learn actively from feedback provided by peers and supervisors, as well as from reflective learning
Threats 
Lack of effective stress management can hamper my chances to qualify as a customer care executive
Weakness in the form of lack of multi-tasking ability can impede career growth and personal development
[bookmark: _Toc67014931][bookmark: _Toc67956301]Establishing employment goals and developing a personal action plan
	Targetted skills and competencies
	Activities and interventions
	Timelines

	Stress management and multi-tasking ability
	To work with others in a  group, engage in team-swapping activities and working in  real-life like conditions with tight deadlines 
	3 weeks

	Interpersonal skills and developing a sense of empathy
	To engage in seminars, conferences, debates and group discussions and hold regular meetings with peers and superiors to develop better interpersonal skills and empathy (Block, 2016)
	2 weeks

	Impeccable company knowledge and the quality to be a patient listener
	Work actively with line managers and supervisors to develop a solid knowledge of the company processes and practices as well as products and services.
	2 weeks



[bookmark: _Toc67014932][bookmark: _Toc67956302][bookmark: _Toc67014933]Conclusion
The reflective report shows the importance of the role of the customer care executive at Tesco Plc. Through the course of the role play, I have learned many a thing about the roles and responsibilities of the professionals as well as the day to day activities and challenges that cone in the way. This has enabled me to develop a well-informed and realistic view of the job position. I believe that the activity has helped me immensely in being better learned and aware of the job description, the desired skills and attributes as well as the implications of my weaknesses in the form of the threats. 
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