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Task 1 — Job adverts and key skills 
[bookmark: _Toc235137274]1.1  Comparison of the Two Job Advertisements.
Both Customer Service Supervisor role in LKQ Euro Car Parts and Customer Service Manager role in Omaze demand good knowledge in customer service but the duties involved in the roles vary in nature. Both employers are focused on providing customer service excellence, good customer relationship and keeping customer needs in focus of the business (LKQ Euro Car Parts, 2026). One of the requirements is communication since employees are expected to communicate with the customers, fellow employees, and other departments and uphold professional standards (Omaze, 2026). Another similar requirement is leadership, and the two organisations require candidates to be motivators, supportive as well as develop team members to enhance performance. Coaching colleagues have also been highlighted in the adverts through performance monitoring and promotion of continuous improvement (Goleman, 2000). Both jobs demand organisational skills to take care of workloads, priorities, and oversight of customer inquiries (Nisha and Rajasekaran, 2018). The problem-solving and decision-making are also typical expectations since employees need to address customer concerns, determine operational problems and provide efficient solutions to them. Despite Omaze having more focus on customer service metrics analysis, both employers are interested in hiring professionals that are capable of integrating communication, leadership, organisation and customer focus to meet business goals (Nistor et al., 2023).
[bookmark: _Toc235137275]1.2  One Key Skill that I would apply in my future career.
The most important skill I view as a common skill is communication since it enhances customer satisfaction, teamwork and leadership. Good communication allows supervisors to give effective instructions, handle customer expectations and establish good relationships with workmates besides addressing issues professionally (Cottrell, 2021). In my capacity in Lakeland Lights Company Ltd, I often helped customers on enquiries and complaints. One of the customers felt frustrated following a delay with an order. I listened, verified the details of the order, clarified the available options and updated him/her until the problem was resolved. The approach of clear and respectful communication helped to calm down the customer and once again develop trust in the service offered (Xiao et al., 2022). I would use this practice as a Customer Service Supervisor to be frank with customers and employers and advocate teamwork and uphold service delivery. Improved communication would also result in daily briefings, staff development and customer satisfaction and would assist in developing an efficient and customer oriented working environment. The need to further cultivate this skill will enhance my leadership capability and subsequent employability in the long-term in customer service management (Cassidy, 2006).
[bookmark: _Toc235137276]Task 2 — Self-assessment and SWOT 
[bookmark: _Toc235137277]2.1 SWOT
	Strengths
	Weaknesses


	• Strong communication skills
• Customer service and sales experience
• Teamwork and organisation

	• Limited leadership experience
• Limited KPI and performance analysis skills


	Opportunities
	Threats


	• Complete degree
• Leadership training
• Career progression into supervision

	• High competition for supervisory roles
• Increasing digital and performance management expectations




[bookmark: _Toc235137278]2.1.1 Strengths
My greatest strength is my communication, as I have been working as a customer service representative and sales representative, where I have to communicate with clients and coworkers on a regular basis. My experience in the Lakeland Lights Company Ltd allowed me to professionally solve customer inquiries without tension, and without tarnishing the relationship, which shows that I was able to clearly express and articulate myself during stress situations (Nisha and Rajasekaran, 2018). This was further enhanced in PVC Tube Online Ltd where listening to the customers and advising them on the products to purchase necessitated active listening and explanations. Such real-life experiences manifest the skills in communication and relationship building desired in the two job adverts. Effective teamwork is also aided by effective communication since information should be communicated correctly so that customers are provided with the same level of service (Lenard and Pintarić, 2018). Together with workplace experience, the study of the topic Business Skills for the Workplace has enhanced my knowledge of professional communication and employability, enabling me to use academic knowledge in a real business context (Cottrell, 2021). Balancing employment and higher education has also helped me to become reliable and manage time effectively when dealing with competing priorities, as I am now able to maintain my organisation.
[bookmark: _Toc235137279]2.1.2 Weaknesses
Even though my experience on the customer-facing side is good, I lack experience in leadership since, as of now, I have not been in charge of employees or directed team performance. Helping other employees is quite different than responsible to motivate personnel, to organize work and to carry out performance reviews, which are all anticipated duties of supervisors (LKQ Euro Car Parts, 2026). My other weakness is the inadequate experience of analyzing key performance indicators and customer service information. The contemporary supervisors are supposed to keep track of the service performance, compare trends and make operational decisions basing on evidence but not intuition (Omaze, 2026). It is a significant area of development since analytical thinking is the one that helps the company to focus on enhancing the customer experience and performance growth (Okoro, 2024). 
[bookmark: _Toc235137280]2.1.3 Opportunities
My Certificate of Higher Education will serve as a valuable tool in enhancing my employability as I train to be a supervisor. Qualification leads to business knowledge, communication and professional practice which can be directly applied into customer service management. Planning to continue my education and train even as I acquire the empirical skills in my area of expertise is evidence that I am committing to lifelong learning and this presents itself heavily to those seeking to employ me in positions that require a manager in future (Yorke, 2006). The opportunities to build confidence in supervising colleagues, regulating performance and assisting employees with their development would be offered during the leadership training and workplace mentoring. Acquiring more duties in the work place would help me utilise the same theoretical knowledge in sound practical experiences and also help me develop evidence of leadership ability (Cassidy, 2006). Training in digital and analytical skills would enhance my capacity to visualize my customer service performance and making operational decisions (Nistor et al., 2023).
[bookmark: _Toc235137281]2.1.4 Threats
Supervisory competition is the largest external threat as there are large numbers of competition that have prior experience in management and have achieved leadership recognition. That makes it more important to excel in creating skills that will make me stand out of the crowd of others. Employers have grown to demand supervisors to integrate customer service skills with leadership, critical thinking and flexibilities, implying that past customer service experience might not suffice longer (Goleman, 2000). Noteworthy technological advances also evolve the sphere of customer service with the use of digital systems of communication and performance monitoring initiatives. Inability to enhance my digital confidence/analytical skill may negatively affect my competitiveness in the labour market since organisations will be using performance data to determine the quality of service provision (Shopova, 2014). 
[bookmark: _Toc235137282]2.2 Readiness assessment 
My employability status is evident as a mix of school learning and the employment experience. Enrolling in business skills at the workplace in a Certificate of Higher Education has enhanced my familiarity with communicating, teamwork, problem-solving, and professional practice, as well as my capacity to apply theoretical knowledge by applying it in business (Cottrell, 2021). Working with customers, handling of customer enquiries and working with colleagues have allowed me to acquire customer service, sales and organisational skills since my employment at Lakeland Lights Company Ltd and PVC Tube Online Ltd. These experiences have made me more confident in my ability to work under pressure and focus on conflicting priorities. Managerial feedback has been positive and has identified my reliability, professional approach and good attitude to work which has supported my approach to working as part of a team. Academic learning and practice has not only made me employable through the building of transferable skills which respond to employer expectations but has also equipped me with a progression necessary to become a customer service supervisor (Yorke, 2006).
[bookmark: _Toc235137283]Task 3 — Goals and Personal Development Plan
[bookmark: _Toc235137284]3.1 Short-term Goal
My short-term employment objective will be to acquire leadership qualities through practical experience in supervising in a customer service setting. This objective directly deals with the weakness that was shown by me in my SWOT analysis as lack of leadership experience. My experience as a supervisor before enhancing my skills in communication and teamwork will require that I learn to delegate tasks, encourage others and offer constructive comments in order to consider it as an advanced my level. Leveraging these abilities by being mentored at the workplace, training in leadership and other tasks will enhance my belief in how to handle people and take operational decisions (Goleman, 2000). This accomplishment will enhance my eligibility to the Customer Service Supervisor role since employers are becoming more demanding in terms of leadership skills in addition to customer care skills (Nistor et al., 2023).
[bookmark: _Toc235137285]3.2 Long-term Goal
The ultimate employment objective that I have in the long-term is to be a Customer Service Manager where I will enhance my performance data analysis skills and utilisation of key performance indicators to facilitate decision-making. This goal helps me overcome my weaknesses in the understanding of customer service measures which I discovered in the SWOT analysis. Analytical skills will help me to track quality of services, detect the patterns of operation and effect changes that will improve customer satisfaction and organisational performance. To reach this aim, this necessitates ongoing professional growth in the form of workplace experience, formal education and practice of performance management methodologies (Okoro, 2024). Enhancing analytical skills will facilitate the long-term destination of becoming a leader of customer service teams in addition to making informed decisions in management strategies (Locke and Latham, 2002).
[bookmark: _Toc235137286]3.3 Personal Development
	Development Need (Weakness)
	Specific Actions
	Timeline
	Resources Needed
	Measure of Progress

	Limited leadership experience
	Shadow a Customer Service Supervisor, complete a leadership course, lead weekly team briefings and volunteer to supervise daily tasks.
	Within 6 months
	Workplace mentor, employer leadership training, online leadership course, manager feedback.
	Complete 20 shadowing hours, finish 1 leadership course, lead 5 team briefings and receive positive supervisor feedback.

	Limited KPI and performance analysis skills
	Complete KPI and Excel training, analyse monthly customer service reports and discuss findings with a manager to improve decision-making.
	Within 12 months
	Employer training, Microsoft Excel, online KPI course, manager coaching, workplace performance reports.
	Complete 1 KPI course, prepare 3 KPI reports independently and demonstrate improved confidence during performance review discussions.
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