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[bookmark: _Toc512876036]Introduction 
The report will focus on the personal development of self and will discuss different aspects of the professional and the personal development. The report will focus on the reflection on the role played on the Recruitment and selection done in the form of the interviewee and the interviewer. Gibb's reflective model will be used to explain, the experiences of the role-play, and define the skills, knowledge, and behaviours that I require to be an effective customer service adviser. The use of the personal SWOT will be made to identify the personal strengths and weaknesses, based on this, the skill gaps are identified to be the effective adviser. Further, the personal development plan will be developed to achieve the desired job to improve those identified gaps and skills.          
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[bookmark: _Toc512876037]The employment relationship
[bookmark: _Toc512876038]The Heath and Safety at Work Act (1974)
Working in the United Kingdom requires adherence to the Health and Safety at Work Act 1974, which was passed in 1974. All companies are required to provide some safe and healthy workplace for their workers, no matter where they work. In addition to regular employees, this includes those who are self-employed, freelancers, or visitors to the facility. To make certain that workspaces are up to code, this policy also addresses the building's infrastructure. There are several factors to consider, such as safety procedures, hygiene, and waste reduction (Emmanuel and Ahmed, 2020).  
When it comes to the workplace, there are more variables at play than an official structure. Maintaining any work-related equipment, such as systems and digital gadgets, is essential to its safety. As the general rule, a designated person would conduct regular safety inspections, and any problems would be reported in a predetermined manner. To provide proper safe work environment, business need to have a team of people that are both accountable and capable. Both on as well as generalized health & welfare instruction, including mechanical lifting and safety codes, are included.
[bookmark: _Toc512876039]The Employment Rights Act (1998)
The Employment Rights Act of 1996 outlines the legal rights of British employees. These acts along with Wages Act of 1986, both of which date back to1960s, were all given a modern makeover by the act. It was already possible for employees to exercise certain about 1996 Act's legal rights via their individual contract terms. Because the Employment Protection Act of 1996 was passed in 1996, successive Labour as well as Conservative administrations have changed several of its fundamental provisions to further safeguard workers' employment rights. Consolidating previously existing employment standards into labour legislation, as well as extending employees' human privacy, was the goal of 1996 Act (Seeam et al., 2018). 
An employment contract must be supplied within 2 years of beginning a new work, according to the underlying 1996 Act. Throughout this contract, also known as a "formal report of specifics," they will find details on their job duties, compensation, hours worked, and length of employment. Both the management and the staff must sign this contract. This Act has stated that the worker working for the organisation for around 2 years is fired because their position has just become unnecessary (no longer essential) is allowed to obtain redundancy compensation from that organization.
[bookmark: _Toc512876040]The Equality Act (2010)
Discrimination based on age, disabilities, sex discrimination (including gender transition), engagement or domestic partnership, pregnant as well as maternity, spirituality, sex (sexuality) and gender identity are prohibited under the Act. In this case, a person's privileged features are used to treat them unfairly. The individual may be viewed unequally because they are linked with someone that has a safeguarded trait, or because they do have a particular characteristic. This kind of discrimination is known as direct discriminatory. In the case of direct discrimination, an individual may be denied advancement, dismissed, or never employed anyway because of a safeguarded feature (Walkey et al., 2022). 
Discrimination is less visible and may go unnoticed. Policy, regulation, or practise that seems to apply to everyone but really harms a designated group of persons is an example of indirect discriminating. As an instance, an individual may be required to want an associated with known or have performed for a predetermined period until being considered for that same position due to disparate treatment. In cases of abuse, the action or attitude is undesirable and has a connection between one or perhaps more protected qualities. A woman's dignity must be violated or a violent, frightening, demeaning, humiliating, or insulting atmosphere created for the recipient of the action.


REFLECTION 
 For the assignment we had to present a role play acting as both interviewee and interviewer for a role linked to our personal ambitions. At the beginning, our tutor established the pairs. We had the choice to choose a pair for this role play, so for me it was a bit challenging as it was a weighty decision to make sure that the pair which I will play, will get involved and work with me together to get everything done on time. I knew which person from my group it was ambitious and hardworking, so quicky asked her if she want to be my pair. She did agree as we did work together on previous term, so we start working on the questions we have been asked to create. As soon as we finished them, we did send out to our tutor for feedback, so we knew we are on the right path. After getting the feedback, we started working individually on the answers to the questions we made. We did communicate all the time, making sure that we both happy with the questions, then we started practising. We were confident regarding this task as we made sure we are getting the things done on time and communicate with our tutor regarding all the steps we have moved during this process. On the day of the role play assignment, I did experience on the beginning some feeling of pressure and panic when I see my colleagues struggling to speak and to be involved into the role play as some of the they did not prepare well, and they did not practise together. Then I tried to calm myself down and I begin thinking positively and having faith that everything will be ok. When our turn come, we started very relaxed and confident acting both as an interviewee and interviewer, exchanging the role play and making sure that I do not commit the same mistakes as my colleagues. I did have some notes, but when the interview starts, I completely ignore them as I get involved into the role and the answers was coming automatically. 
At the end of our role play, we did get feedback from our tutor which help me to determined how my role was played. I was incredibly happy when I heard that we did a fantastic job, and we did follow the requirement for this assignment. After a few days I have receive a written feedback form too where it was explained more widely how I did at my role play. The thing that I have follow all the instructions of the assignment brief helped me allot to be successful at this task, also the implication which our tutor showed us, help me allot to be confident and to make sure that I am following all the requirement for this role play task. 
Feelings 
I am very happy that the role-play assignment has made me clearer about my career goals; now I can similarly focus on my studies, and I could have specialisation in the same. Now, I can focus on such studies that develop the skills required as a customer service advisor. Though, just before the interview or before weeks, I was very nervous as; I was not clear on the field to choose; I could not choose any field; as the intense research was needed, and I thought it would be a great way to be clear on my career goals. Then, I get motivated by perceiving the situation as a motivation for me to research what I want to do.    
Analysis 
Further, there are a few of the skills that I personally believe that; I could have developed while studying in general; they are always supportive to me and could have helped in get higher grades within the organisation. There are various sorts of transferable skills; and basic skills of that could make me to get the desired employment, though; lower in the hierarchic. A few of the skills that could be developed by me earlier include the change management; I need to develop these skills as to manage my time to handle the multiple tasks; in recent times; the pressure on the employees has increased; and thus, the organisation wants the employees who can handle the multiple tasks. The problem solving is the most common skill required in all industries, and it has significant importance in customer service, this needs to handle customers and resolve their issues (Fareri et al. 2020).
There are many other skills are there which are important such as communication skills; luckily, I have a habit of communicating with people, as I am good at explaining my ideas to others. The skill that I could have focused on is the decision-making skills. This is the thing, that I fear, the most, as I always fear failure. This has always made me be a follower, then an effective leader. I always have creative ideas, strategies to implement and more, though I fear is the failure. I have excellent customer service skills, that allow me to be more effective in the organisation, but I still find myself lacking in being an effective advisor or at the initial level position in the industry.      
Conclusion
To identify the skills which are lacking in me, I could use the personal SWOT analysis, which allows me to identify the competencies, and weaknesses that hiders me from being successful in my career as a customer service advisor. The SWOT analysis will allow me to identify my skills, while knowing the skills needed to be an effective advisor. I could compare them to identify the lacking skills, and then focus on their development.
[bookmark: _Toc512876043]Personal SWOT analysis
	Strength 
	Weakness 

	I have excellent relationship building skills 
I always love to work socially
I have sympathetic skills  
I have effective communication skills
	I feel pressured to work in deadlines 
I find it hard to evaluate the things critically 
I find it hard to have management in general

	Opportunities 
	Threats 

	Can focus more on learning technical IT tools and software’s related to customer service
I could focus more on developing my creativity  

	Speedy Services
 


These are a few of the skills. They are being identified, and most of the skills that I have, comply with the customer service professional skills. 
[bookmark: _Toc512876044]Employment goals
As per the employment goals, I have decided to start up my career from the base as the customer service advisor, doing all technical work and learning all the technical skills and make and that will form the base for me. The further goal of my employment is to learn the technical skills in the maximum of the 3 years, and then promote myself in the managerial position by forming teams, showing interest in management, and making my superior to allow me to lead teams and showing the best results, encouraging employees to support me as manager. For the next 4 years, I will slowly learn and develop skills and experience, and will grow up in the hierarchy whereas, will the focus on developing my skills and position as the leadership or senior-level position.   
Action plan 
If such situations occur again to me in the future, I will develop the personal development pan in advanced from now as, this will allow me to be ready to deal with such situations and I will not regret my actions further and will seek the opportunity. Various skills are important for me, which are lacking in me, and the following activities and deadlines will allow me to achieve those skills.   
[bookmark: _Toc512876045]


Personal development plan 
	Skills 
	Activities 
	Achievement 
	Deadlines 

	Analytical skills
	The observation is important; and needs to learn to have critical evaluation of things to be more analytical 
	When able to analyse data to form information. 
	7th months 

	Being proactive
	Needs to have habit of advanced planning, focus on development of market forecasting, always have a backup plan.  
	when able to manage the situation before it occurs 
	12 months






[bookmark: _Toc512876046]Conclusion 
The report has discussed on the development of the self and the personality, and major focus is made on the reflection using Gibb's reflective model. The role-play has been briefed with each detail and the skills which are important for the job, and the skills which are lacking me, and that are important for me to become the effective customer service advisor.    
[bookmark: _Toc94539483]
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Appendix 1




Job application form

[bookmark: _kpr05n82n26c]
Application for [job title] – Insurance Customer Service Advisor
[bookmark: _zidixfu2h1to]Your details

Name: Cristina Niculina Ilie

[bookmark: _obvz8px9oj35]Education and training
Please give details:

	
I have finished the high school at Economic College in Romania on Accountancy field from 2006-2010, also I did one year Business Management at Bloomsbury Institute London from 2018-2019 and currently I am studying at University of Wales Trinity Saint David 1 year to get a CertHE Skills for the Workplace.









	As a training I did at my previous job as a customer service advisor at 1St Central Insurance, 3 months training for Professional Call Advisor.



[bookmark: _qhulv5cexz75]Qualifications
Please give details:

	High School Diploma











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

Name of employer:1St Central Insurance

Job title: Insurance Customer Service Advisor

Length of time with employer: 3 Years

Reason for leaving: Find better Job and better Salary

Duties: 

	
Investigating and resolving customer complaints, maintaining a database of customer information, escalating inquiries to the appropriate team when necessary and checking product or service availability. 











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

	I have previously worked for 1St Central Insurance Company for 3 years and for about 8 years I did run my own business (online) on beauty field, where I get the experience and knowledge as a customer service advisor by replying to customers emails, solving their problems, picking and packing orders, as a skills also I have gain experience operating Excel, Word and Power Point. 











[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.

	


My last job as an Insurance Customer Service Advisor where I did work for 3 Years has help me to deal with all types of customers. I get used to working to call targets withing a high-volume call environment, I excel at listening and explain things clearly with an empathetic approach.
I am professional in my work; I pay great attention to detail and I remain calm and structured in my approach to my customers in solving complains. I like to work in a methodical and organised manner through using lists and keeping accurate records so that I know where I am up to with my calls and customers and who I need to get back to and by what date. 
I think giving good customer service is very important and I like to ensure that I listen to my customer’s needs and requirements as well as being able to fulfil my duties as a Customer Service Assistant.



















[bookmark: _ojwn8qfpdqo4]
[bookmark: _l4j9qclj5v1t]Right to work in the UK
[image: ]Do you need a work permit to work in the UK? Yes / No
[bookmark: _t2k2hyav6xgs]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. 
[bookmark: _w5ptqqnrjpr0][bookmark: _fimrf6f4wc5k]Declaration
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: Cristina Niculina Ilie

[image: ][image: ]Signature:
[image: ]
Date: 18/03/2022






Appendix 2


Cristina Ilie –Questions for Team leader role
 1. Can you tell me something about yourself? 
2. Can you tell me about your experience for this job?
 3. Can you tell me why you want to work for us? 
4. How would your colleagues and team describe you? 5
. How would you mitigate a dispute between two team members who disagree over their responsibilities?
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