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[bookmark: _Toc67968494]Task 1: Role play for the role of a Customer Care Executive at Tesco
[bookmark: _Toc67968495]Job description and specification of the customer care executive at Tesco:
The job description of the customer care executive at Tesco is to develop a professional approach towards answering calls and providing the required information regarding services and products as well as to take inputs of issues in case there are any and then redress them thereof. The customer care executive will also have to maintain the record of transactions and interactions along with carrying out follow-ups appropriately and on time whenever it is required. The executive would also have to escalate the queries that are unresolved and direct them towards the respective departments in order to redress them accurately.
Therefore, it is the role of the customer care executive at Tesco to communicate effectively with the customers as well as the staff for the smooth functioning of the company and it is very important for the executive to know fluent English communication skills for the same. Along with this, behavioural traits such as excellent interpersonal skills, the ability to deal with any work stress, great listening skills as well as prompt ability to think are few of the essential features that are required for the role of the customer care executive at Tesco.
The person specification for the customer care executive at Tesco will read as following:
Qualification and experience:
The ideal candidate is expected to have a minimum of A level qualification along with Grade C or equivalent along with at least two years of work experience in the same field. He or she should be well versed in interpreting and also dealing with consumer laws as well as consumer relations. The candidate is also required to have excellent communication skills, great listening as well as problem solving skills, the ability to handle work pressure and stress along with good interpersonal skills.
Skills and attributes:
Outstanding listening and communication skills, the candidate must display qualities of understanding and empathy while dealing with consumers and their executives.
He or she should also have excellent verbal skills and non-verbal skills while also being able to effectively communicate with the usage of appropriate English and grammar.
He or she must have a result-oriented approach and be willing to learn new things as well as accept additional responsibilities.
Must be passionate and enthusiastic regarding providing great experiences as well as services to consumers at all times
Honest, resourceful, team-oriented, transparent and trustworthy.
Excellent time management and organising skills along with being highly self-motivated
Questions for the interview meant for the role of the customer care executive at Tesco:
1. What is your tenure as a customer care executive in this company?
The response to this question helped understand the ideal duration for which the customer care executive at Tesco should hold working experience. It can be stated that a tenure from three years to five years can be considered ideal as it helps the professional have the relevant experience in the field, and also be aware of the changes that have taken place in the chosen profession from time to time.
2. Tell us about the most compelling challenges you have faced and the solutions.
The response to this question has provided insights into the changes I customer behaviour and expectations and how the customer care executive at Tesco is expected to not just understand these but devise ways to address the issues. The experience of working as the customer care executive at Tesco has provided experience on events asosicated with customers registering their grievances, not happy with the resolutions as well as wanting to know about products and services recently launched. Developing an in-depth knowledge of the products and services and engaging customers in a personalised manner holds the key to the solution.
3. How does the customer care executive at Tesco role throw challenges at you as a professional and how have these challenges evolved in time?
The role of the customer care executive at Tesco is constantly evolving. Changes in customer behaviour as well as advent of modern technology and social media have been new challenges. Customer and market insights and developing ways to decipher customer behaviour is the way forward. 
4. What is your career progression roadmap or growth trajectory?
The customer care executive at Tesco seeks to grow into the customer care manager and then move into the HR or Marketing departments as the HR or Marketing Manager.
5. What strategies can be made to make the customer care executive at Tesco better linked with the management and the customers?
Embracing new technologies and establishing effective communication with the top management are crucial. Engaging customers with a personal touch and allowing them to respond freely and honestly can help the customer care executive at Tesco be at the top of things.


[bookmark: _Toc67968496]Task 2: Report:
[bookmark: _Toc67968497]Introduction
The skills and competencies of the customer care executive at Tesco will be analysed in this report. During the course of this analysis, a personal reflection regarding the role play conducted along with the planning of career development will be further analysed. The readiness for the employment of self as well as the areas of strength for further development provides essential insights regarding the areas and skills that require improvements. These aspects will indicate the chosen profile’s readiness for the employment. By the end of the report, a plan for career action will be developed with the help of the observations and findings derived through the activities conducted initially in order to prepare the report.
[bookmark: _Toc67968498]A personal reflection on the role play and career development planning
With the help of the chosen profession as basis, the role play has been carried out. The profession that was chosen for me was that of a customer care executive at Tesco. It has aided me in understanding the description and position of the job along with the basic responsibilities and roles. The detailed analysis of roles and responsibilities of the customer care executive at Tesco has helped me in understanding how the profession plays a significant role in liaising between the consumer and the management by taking good care of consumer relations along with implementing strategies and policies that are made by the upper management. The duties of the customer care executive at Tesco are in compliance with the company’s strategy of broader business along with organisational strategy. These are primarily meant to make sure that the operations and business is effective and successful. Therefore, taking a professional approach towards answering phone calls, providing relevant information regarding products and services, identifying the issues and providing remedies, maintaining thorough records of every transaction and interaction, doing timely follow-ups in an appropriate manner whenever it is required, escalating the unresolved queries to the respective branches in order to provide accurate redressal are some of the varied responsibilities and roles that the job description of a customer care executive at Tesco contains.
However, the most important aspect here is the person specification for the role of a customer care executive at Tesco. The qualification and experience that the job required was just as expected. I was sure that job of a customer care executive at Tesco would demand at least two years of work experience in the same field, but I found the personal skills and the attributes section very interesting. I made a note of the attributes and core skills expected from a customer care executive at Tesco and I am sure this will be of great help to me in enhancing my skills as well as knowledge when compared to the ones that were identified during the course of the role play.
[bookmark: _Toc67968499]Recruitment and selection:
The interviewer and the interview session was one of the most important components of the role play. The questions meant for the interviewee to be asked by the interviewer in this particular interview has displayed my understanding regarding the description of the job along with the person specific of the customer care executive at Tesco. The questions have been framed keeping in mind whether the candidate has enough knowledge, experience and exposure towards the realities of time and whether he would be the right person for the job at Tesco. In this case, referring to Kolb’s reflective model is very important. This model is also known as the experiential learning model and deals with the evaluation and the assessment of learning of an individual through this own experiences in situations and circumstances that differ from each other. The individual’s experience is then interpreted through a three-step systematic process in the form of reviews, analysis and evaluation.
This model involves four stages and they are identified to have concrete experience, this is followed by the reflection and observation of the experience. This paves the path for the next stage, which happens to be the formation of abstract or analytical concepts and then the final step would be to draw the conclusion or generalisations. My experience of the role pay is reviewed, analysed and also evaluated to give an idea of the past experience and also apply the experience learned to the case of a new experience, based on this very model of experiential learning.
When the candidate asks questions that are associated with his own experience, it helps him express his feelings as well as thoughts in a transparent and genuine manner. This helps the interviewers carry forth an honest and simple evaluation of the candidate. The responses received with regard to the questions that were asked during the interview have been of great importance as well. I was unware of the questions framed by my friend which made me respond to them honestly and spontaneously. This was an overall great experience of learning for me and now, I am certain that I shall be able to plan my career and proceed in a well learned, well informed and effective manner.
[bookmark: _Toc67968500]Readiness for employment
The readiness for employment is based on the possession of the required knowledge and skills as well as the level of essential attributes and skills that an individual possesses. The required attributes and skills of a candidate for the role of a customer care executive at Tesco have been identified. I shall make use of the information that is derived through the role play as well as the observations and ideas from my partner along with my own answers to the interview questions. This will help me get an idea regarding the extent that I understand the job profile, the responsibilities and roles as well as the importance of the position in the business organisation.
[bookmark: _Toc67968501]The experiential learning cycle
The process is regarding creating awareness on the strengths and recognising the areas of improvement and growth. In simpler terms, job readiness or employment readiness is the possession of capabilities and skills that are sought by the employers who are looking to hire an employee for the advertised job role. Another important factor to note is that job readiness demands that certain skills are being possessed by the individual, too. Therefore, it is clear to me that these skills are important for an individual to understand his strength as well as the areas of development and improve the skills that are required by the job position.
Few of the examples for these skills include applied mathematics, foundational cognition related skills, interpretation and reading skills, comprehension and retention skills, along with these, problem solving skills, critical thinking and other soft skills would be highly helpful, too. These are imperative in order to examine and evaluate the personal characteristics or attributes and also to assess the behavioural skills as well attitudes of self and those of others.
[bookmark: _Toc67968502]An understanding of personal strengths and areas for further development
In order to understand my personal strengths and my weak areas, I have performed a SWOT analysis personally. With tis help, I have identified both my areas of strength as well as weaknesses. This has further helped me get an idea of the threats as well as opportunities that I might face along the way. I am quite sure that the SWOT analysis is going to provide me some deep and meaningful insights towards the areas of improvement and growth so that I can plan strategies that are appropriate to address the weak areas and be job ready in a better way for the job profile of the customer care executive at Tesco.
The findings of the SWOT analysis are mentioned below:
Strengths:
My communication and writing skills are quite effective.
I am a good communicator and I also possess good interpersonal skills.
Due to my resourcefulness and good knowledge, people tend to depend on me for help when the tasks and situations grow difficult.
I am always keen on learning new things and well-disciplined, too.
I can adapt to new situations quickly and can apply my knowledge from previous experiences.
I believe that my retention and comprehension skills are highly impressive.
Weaknesses:
I believe I need to work a little bit on my time management and organisational skills.
I prefer doing one task at a time since I do not like multitasking.
I also need to work on my interpretation skills as well as critical thinking when the issue is regarding common daily problems and situations.
I believe that I must improve my theoretical knowledge as well as practical exposure to a certain extent.
I need some practice with situations such as working in a simulated condition or even with a team in order to practically learn relevant behaviour as well as attitudes.
[bookmark: _Toc67014931][bookmark: _Toc67968503]Establishing employment goals and developing a personal action plan
The action plan has been developed in a manner so as to help develop the necessary skills identified in the analysis and which are relevant to the chosen profile of the customer care executive at Tesco Plc. The action plan is also based on timelines so that I am able to manage time effectively and set realistic dates for the completion of the identified activities (Bowen, 2016). This exercise will provide me an opportunity to address my weaknesses and play to my strengths and develop or hone all such skills and attributes which would ne necessary as I vie for the desired position in the days to come.
	Skills and attributes
	Activities 
	Timelines

	Interpersonal and communication skills

	Taking part in activities and tasks which are group based, engaging in such projects which encourage team swapping and exchange of team members can help develop and sharpen the identified skill. Taking part in events which require one to deliver speeches, write down interpretations and read them out can help develop communication skills in a significant manner.
	4 weeks

	Strong verbal and written skills
	Undertaking a specialised certificate course within the organisation, Tesco Plc, or before joining the organisation can help deal with the shortage of skills related to verbal skills and written discourse (Bowen, 2016). Undertaking such a course and engaging in practical activities can improve such skills to a great extent.
	2 weeks

	Effective emotional intelligence and ability to influence others

	Effective intelligence and ability of influence others emanate from one’s knowledge base and the ability to possess and display empathy and passion for others (Hurrell, 2016). Though these aspects are associated with the personality traits and personal attributes, these can also be developed by engaging in learning experiences. Such experiences can help develop and explore such skills and attributes in the self.

	3 weeks



[bookmark: _Toc67968504]Conclusion:
This report has showcased my experience throughout the course of the role play in an in-depth manner. The various facets of the professional role of the customer care executive at Tesco Plc as well as my own skills and attributes have been examined and discussed in a thorough manner. The exercise of asking relevant questions has been of special significance in the given case. Asking relevant questions and evoking answers for them has enabled me to understand how the roles and responsibilities and the very profile of the customer care executive at Tesco Plc is looked upon and what varied tasks and challenges the professional has to deal with. In the course of this report and the role play, significant details on the roles and responsibilities, the tasks as well as the generally accepted criteria in terms of person specification as well as the skills and personality traits have been examined. In conclusion, it can be safely stated that the employment readiness for the job role and the importance of understanding the realities associated with the case of the customer care executive at Tesco Plc have all been exhaustively studied and understood. The development of the action plan has been founded on the interpretation of these skills and requirements and the extent to which I believe I will be able to do justice to the role in the days to come.
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