




For this task, I analysed four customer service job adverts from well-known companies operating in different industries. The roles selected were Customer Service Advisor at Vodafone, Customer Support Consultant at Lloyds Banking Group, Online Customer Service Assistant at ASOS, and Customer Service Representative at British Gas. Although these organisations work in different sectors such as telecommunications, banking, retail, and energy, the adverts showed many similarities in terms of the skills and knowledge they expect from applicants.
One of the most important skills mentioned across all four adverts was communication.  (Hargie, 2021) Each role involved regular interaction with customers through different channels, including telephone calls, emails, and live chat systems. Employers emphasised the importance of listening carefully, explaining information clearly, and maintaining a friendly and professional tone at all times. This is particularly important in customer service roles, as customers may be confused, stressed, or unhappy when contacting a company. Being able to communicate effectively helps build trust and ensures problems are resolved more efficiently. Problem-solving was another key skill highlighted in all four job adverts.  (Johnston, 2008)  Employees were expected to investigate customer issues, understand the cause of problems, and provide suitable solutions. This shows that customer service roles require individuals to think independently and take responsibility, rather than simply following scripts or passing problems to others. Employers clearly value staff who are able to handle situations confidently and make informed decisions that benefit both the customer and the organisation. This ability is particularly important in customer service roles, where employees are often required to respond quickly to a range of issues while maintaining professionalism and service quality. In addition to decision-making skills, all four job adverts emphasised the importance of strong IT and digital skills. Employees are expected to work confidently with customer databases, communication systems, and online platforms. As customer service increasingly relies on digital tools, being comfortable with technology allows staff to work more efficiently, support customers effectively, and adapt to changing workplace demands. The roles involved using customer relationship management systems, internal databases, and online communication tools. Companies such as ASOS and Vodafone placed particular emphasis on live chat and digital platforms, reflecting the growing shift towards online customer support. This demonstrates that modern customer service professionals must be comfortable with technology and willing to adapt to new systems.
In addition, emotional resilience and empathy were mentioned throughout the adverts. Employers expect staff to remain calm, patient, and professional when dealing with challenging situations.  (Grandey, 2000) Teamwork and reliability were also highlighted, as customer service employees must work closely with colleagues to meet performance targets and maintain service standards. Overall, the comparison shows that communication, problem-solving, IT skills, emotional intelligence, and teamwork are essential across customer service roles, regardless of industry.
To better understand my employability skills and areas for development, I carried out a self-assessment using a SWOT analysis. This helped me reflect on my strengths, weaknesses, opportunities, and threats in relation to my career goals. One of my main strengths is my communication ability. I feel comfortable speaking with different people and explaining information clearly and patiently. This is particularly important in customer service roles, where clear communication can prevent misunderstandings and improve customer satisfaction. I also consider myself adaptable, as I usually learn new tasks quickly and respond well to changes. My organisational skills are another strength, as I manage my time effectively, meet deadlines, and stay focused on tasks.
However, there are areas where I need to improve. One weakness is my confidence when handling complex customer complaints. I sometimes overthink my responses because I want to ensure I provide the correct information, which can slow me down. I also find public speaking challenging, especially when presenting in front of larger groups. Another area for development is my understanding of data, as many customer service roles involve analysing customer feedback, performance metrics, or reports. There are several opportunities available to help me develop these skills.
 Through college, I have access to workshops, online learning platforms, and guidance from tutors. Many customer service employers also offer structured training programmes that focus on complaint handling, communication skills, and system usage. In addition, the increasing demand for digital customer support roles presents an opportunity for me to develop my skills in online communication. Despite these opportunities, there are also threats to consider. Customer service is a competitive field, with many applicants applying for the same roles. Automation and artificial intelligence may also reduce the number of entry-level positions available in the future. However, by continuously developing my skills, I believe I can remain competitive in the job market.
I believe I am ready for employment based on a combination of my academic achievements and practical experiences. Throughout my studies, group projects have played an important role in developing my teamwork and problem-solving skills, as they required collaboration, communication, and shared responsibility. Working with others has helped me understand different perspectives and adapt my approach when necessary. Feedback from tutors has consistently highlighted my reliability, positive attitude, and willingness to engage with tasks, which has increased my confidence in my abilities. In addition, any work or volunteering experience I have completed has strengthened my professional behaviour, particularly in dealing with people respectfully and confidently. These experiences have helped me become more organized, responsible, and adaptable. Overall, they demonstrate that I am prepared to enter the workplace, apply my skills effectively, and continue developing my employability as I progress in my career.  (Jackson, 2015)
My employment goals are closely linked to the weaknesses identified in my self-assessment.  (Locke, 2002) One of my main aims is to become more confident when handling difficult customer situations. Confidence is important in customer service roles because it affects decision-making, communication, and the overall customer experience. I also want to improve my public speaking skills, as effective communication is essential for career progression. Another goal is to develop a better understanding of basic data used in customer service roles. In the short term, over the next six to twelve months, my goal is to improve my confidence in handling customer complaints. I plan to achieve this by practising real-life scenarios, observing experienced colleagues, and asking for feedback. Learning from others will help me understand how to respond effectively to different situations. I also aim to improve my public speaking skills by participating in presentations and group discussions. By practising regularly, I hope to feel more comfortable and confident over time. Another short-term goal is to develop my data skills. I plan to complete beginner-level online courses in Excel and customer service metrics. Understanding data will allow me to better interpret customer feedback and performance reports, which are increasingly important in customer service roles. In the long term, my goal is to progress into a customer service team leader position.  (Jeffrey H. Greenhaus, n.d.) I am interested in leadership because I enjoy supporting others and helping teams work effectively. To work towards this goal, I plan to take on additional responsibilities, such as helping new team members or supporting group tasks. I also aim to complete a professional qualification related to customer service or leadership to strengthen my career prospects.
To support these goals, I have developed a personal development plan that provides clear structure while allowing for gradual improvement. Over the next three to six months, my focus will be strengthening my complaint-handling skills. I plan to do this by practising realistic scenarios, observing how experienced colleagues manage difficult situations, and actively seeking feedback. Within six to twelve months, I aim to become more confident when speaking in front of groups, as this is an important skill for effective communication and future progression. I will take part in presentations, discussions, and workshops to help reduce anxiety and build confidence. Progress will be measured through feedback from tutors or supervisors, self-reflection on my performance, and an increased sense of confidence when communicating with others. Overall, this development plan provides a clear pathway for improving my skills, maintaining motivation, and preparing for future career opportunities.
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