









INDIVIDUAL REFLECTION
Rodica Viorica Cuc
1906092
Professional Carrer Development 
Lecturer’s Lloyd Beharry


Table of content

1.0 Introduction	3
2.0 Professional development plan	3
3.0 Employability goal	5
4.0 Strengths	5
5.0 Further development planning	6
6.0 Recruitment and Selection	7
7.0 Conclusion	9
Reference list	10
Appendix	12
Appendix 1: Job advertisement	12
Appendix 2: Interview	13




[bookmark: _Toc70698392]1.0 Introduction
In the following assessment, the primary concentration has been on discerning the professional development plan according to the employability goals and the subjective strength of mine. I have planned my further development in accordance with the recruitment and selection process which I went through in the interview sessions. I have gathered significant data about my current and future academic and professional needs that will help me better reform my learning process to maximize productivity. I have also used various secondary sources for the purpose of supporting my major assumptions in this assessment. I have aggregated all of this information in the reference section at the end of the passage.
[bookmark: _Toc70698393]2.0 Professional development plan
	Potential Targets 
	Actions 
	Requirement of Resources 
	Goal 
	Timeline

	Customer relation handling in a reputed firm
	Accumulating knowledge regarding ascertainment of customer tastes and achieving skill-testing through marketing tools and frameworks as well as applying the same through different models that fragment customer demands. 
	Access to course materials and real-life case instances. 
Participating in internships.
Contacting different people with a proclivity of impulsive purchase behaviour.
	Utilising the application of the frameworks and applying the same in real life as well 
	Seven months

	Collaborating with different teams 
	As a form of practice, I intend to participate in different teamwork projects through the supervision of teachers and further using the same in a real work organisation. 
	Creating a separate room to accommodate different partners around a project
Sharing key findings with each other around the projects.
Engaging with teachers through online mediums. 

	Developing team-building qualities through sharing, resource mulling, and integration. 
	6 months 

	Exercising self-management skills to create ideas for organisations
	Reading different published books in my free time and trying to institutionalise idea building. That may revolve around creative task handling capacity and utilising the same for an organisation. 
	Gaining access to the books through online outlets and national libraries in the country. 
	Understanding the different contexts of a customer relationship manager and its intervention techniques. 
	7 months


Table 1: Personal Development Plan
(Source: Self-created)
[bookmark: _Toc70698394]3.0 Employability goal
The process of employability goals can be described as the achievement of the skills and techniques, and knowledge that are necessary for employment and selection within an organisation. To understand the same, I would like to understand the definition of employability. as per the definition of Yorke (2004), “a set of achievements – skills, understandings and personal attributes – that makes graduates more likely to gain employment and be successful in their chosen occupations, which benefits themselves, the workforce, the community and the economy (Yorke, 2021).” 
Therefore, the goal for me to increase my employability would be to increase the different skills and personal attributes. For example, I would like to improve my communication skills for the betterment and improvement of my opportunity to be selected as the customer relationship profile. I have been currently pursuing a communication skill course which has stressed the increase of communication and the kinesics to communicate with different people like the customers, management, and others. Another attribute, which would be important to work with the customers, would be conflict management. For the same, it is necessary to communicate with the customers and to understand their issues and grievances (Di Gregorio et al., 2019). Conflict management would be a special attribute to deal with the needs of the customers and to manage them, which I need to learn. Networking skills would be another important skill for me while increasing the effectiveness to get the employability goals solved. As I have tried to be employed in the field of customer management, it is necessary to communicate within the other departments so that respective issues can be solved easily. Another attribute for the customer relationship profile I consider has been self-management. in such a dynamic working profile, it is necessary to increase self-management to deal with the customers and to offer them the best solution. 
[bookmark: _Toc70698395]4.0 Strengths 
For the understanding my strength, it is necessary to discuss the different requirements regarding the job profile of customer relationship. for the profile of customer relationship, it is necessary to have great communication skills to work with the customers and all the respective departments within an organisation. For example, while dealing with the customer regarding the purchase of a service or a good, it is necessary to have communication with the sales and the finance department within the organisation. Therefore, it is necessary to communicate with both parties (Rahimi, 2017). I can identify one of my strengths as been excellent communication skill. I can evaluate that I have excellent English communication skills while talking to others and the same is achieved through the communication class and the simulation exercises regarding the interview, employment, and customer dealing, which has given me an upper hand in the competition of the job.
Another strength that I consider for myself has been the excellent self-management skills. For the development of this skill, I would be especially thankful to the teachers who have given me the necessary guidelines regarding the development of self-management. As our teacher said, self-management is self-control and the self-regulation, which would help to tackle the situation. In many different situations, I have been able to understand the situation and how to act accordingly (Jackson and Wilton, 2017). In critical situations like the conflict between the customers, employees, and the managers, I consider that the skill of self-management would help to mitigate the same, which I consider as one of my core strengths. Another attribute has been the strength for me, which are the negotiation skills. In the simulation exercises in our communication course and the different study materials, I have learned how to negotiate between people, and the same would need improvement while working in customer relationships.
[bookmark: _Toc70698396]5.0 Further development planning 
As stated in the earlier point, I would like to develop negotiation skills which would help me in the working of the customer profile. While working in the industry as a professional of customer relationships, it is necessary to develop negotiation skills which would help me to strike a deal with the customers at an attractive price. Additionally, the negotiation skills would help me to deal with the issues of the customers effectively. As per the understanding developed by Koponen et al. (2019), while conducting a negotiation with the customers, it is necessary to develop a rapport with the customer through verbal communication and problem-solving with the customers. For example, while a customer has been asking to purchase a fan, the need for the customers is required to be understood so that the development of the rapport can be done from the same. Here, I would like to further develop the communication skill. I have great communication skills, I fall a little short when I am asked to solve the problem of another. For example, I was once asked to solve the customer issues in a simulation scenario regarding a complaint about the service quality of television. In that simulation game, I was not able to communicate with the "customer" in a proper way to solve the issues. Therefore, three are scopes of further development regarding communication and negotiation skills. Another important thing that I can develop further has been leadership skills (EHL Insights, 2021). In my field, however, there are few scopes regarding leadership. Still, the Situational Leadership principle attracts me the most and highlights the skills which are required to solve the issue in different situations. In different situations, while working with customers, I would like to apply the behavioral aspects accordingly to solve the issue.
[bookmark: _heading=h.30j0zll][bookmark: _Toc70698397]6.0 Recruitment and Selection
To reflect on the interview process I have gone through; I have used the Gibbs reflective cycle as follows:
Description
After coming through the job vacancy of my desired position that is a customer relationship manager, I have been involved in the interview process. It was published on the social media page of Merlin Entertainments PLC, which I explored through scrolling on the I am a graduate and has completed my graduation from the University of Targu Mures in business management. There have been major skills developed at this time after being involved in many activities (Linkola et al., 2017). According to Linkola et al. (2017), self-awareness can be stated as the capacity to reflect on self-creative processes and to shift them into a crucial part of any innovative system that could be regarded as having intrinsic mitigation or creative autonomy. 
Feelings
During the entire interview process, I was nervous because the interviewer has maintained a constant watch on my C.V. I was trying to answer all the questions relevantly so that my answers do not deviate from what is being discussed in my C.V. Before the interview, I feared that I may not qualify in the interview or can lack the desired level of conversation. However, when I entered the room, the manager made me feel comfortable and relaxed at the same time. I did not hesitate to answer any of the questions being asked by the interviewer (LG, 2021). Maintaining eye contact and a firm smile throughout the conversation has helped me to make a better interview session (Merlin Entertainments PLC). 


Evaluation
The entire interview with the manager of the organization was a good experience.  However, when he asked about my weaknesses, I felt bad. I was honest with my weaknesses that being over optimist and once initial enthusiasm passed, I lost interest in work.  I felt that this might act as a problem as the interviewer may feel that it could affect the job role being approached by me. Moreover, he again made constructive comments which boosted my confidence that I am apparent for this job which made me feels good. Maund et al. (2017) opined that team working is an important part of the workplace. Being at university, I have learned about teamwork by involving in activities to complete my degree successfully. 
Analysis
Morgan, P. (2016) has opined that students are required to acquire a new environment and culture by setting out what they can expect and what is expected at the university. The gap between university and school is filled with the help of generating time management and critical thinking skills being developed at the university level. I was also able to learn similar skills when I was completing my bachelor's degree from the University of Targu Mures.  It has helped me reflect on the skills on my CV, which has made a good impression on the interviewer. I can say that for being a better performer in any interview, it is necessary to be cautious about what is being written in the CV and its alignment with interviewer questions.
Conclusions
Based on the experience from the interview, I have learned that it is necessary to maintain good communication skills while attending an interview. Becoming a good listener can help to become a good speaker and make a good impact on the career perspective (Hse, 2021). Making the conversation more interesting by adding information about the experience could have made the interview more successful. I have to be more presentable and available in the situation so that I could improve as an aspirant in the professional field. I could have explained my experiences so that there can be a more interesting topic. It could have revealed how I have managed difficult situations at the workplace that I have been working on earlier. Overall, it was both a good and bad experience involving the job interview as a customer relationship manager. 


Action plan
Cottrell (2010) has asserted that there is high competition in the market for a job and keeping a great degree is not sufficient.  It is required to create their personal development program and generate the capabilities and skills required by employers nowadays. Setting goals and simultaneously applying for the dream job included as part of the self-development program, which I need to practice to become successful in my professional life. 
[bookmark: _heading=h.1fob9te][bookmark: _Toc70698398]7.0 Conclusion
In conclusion, I would like to add that through the reflection of my experience during the interview session; I have come to notice several factors which were totally unknown to me. My further development planning has utilised these assumptions further in order to enrich my future professional needs. I have found my communication skill to be my biggest strength as of now, but it needs to be for the development, including the other objectives from my PDP plan if I am to make myself viable for an unemployment opportunity.
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Private & Confidential
Application for Employment


To ensure that you are able to complete the application form in full, please refer to the short-listing criteria on the job description. 
	
Position Applied For 

	


	
How did you learn about this vacancy?
	



	1. Personal Details

	Title
	


	Surname
	


	Previous Name
	


	Forenames
	


	
Address

	





	Post Code 
	


	Telephone number
	

	Mobile No
	

	E-mail address
	


	National Insurance
Number
	



	




	1a. Additional Information
	
	
	

	Do you hold a full, clean driving license valid in the UK? 

	Yes
	
	No
	

	Do you have the right to work in the UK without restriction? 
(Proof of right to work in the UK ID will be required)
	Yes
	
	No
	




	2. Employment History
The last 5 years employment should be detailed, including any gaps in employment. 
Please continue on a separate sheet if required.

	

	Current or Most Recent Employment
	
	

	Employers Name
	

	
Address

	

	Postcode
	

	Job Title
	

	Dates of Employment
	From

	
	To

	Date

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key duties
	






	2. Employment History
The last 5 years employment should be detailed, including any gaps in employment. 
Please continue on a separate sheet if required.

	

	Current or Most Recent Employment
	
	

	Employers Name
	

	
Address

	

	Postcode
	

	Job Title
	

	Dates of Employment
	From

	
	To

	

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key achievements 
	






	Previous Employment
	

	Employers Name
	

	Job Title
	

	Dates of Employment
	From
	
	To
	

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key achievements 
	





	Previous Employment
	

	Employers Name
	

	Job Title
	

	Dates of Employment
	From
	
	To
	

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key achievements 
	





Please continue on a separate sheet if required.
	3. Formal Qualifications and Training & Development
Continue on a separate piece of paper if required. You will be required to provide original qualification certificates  if successful.

	

	 Secondary Education Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	
	
	
	
	



	 Further/Higher Education Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	
	
	
	
	



	Professional Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	
	
	
	
	





	CPD / Training and Development
	

	Brief description / course title 
	Date Taken 

	








	





	4. Interests and hobbies
Please provide details of your hobbies / leisure activities / voluntary work

	

















	5. Referencing
Referencing required for 2 full years (with a minimum of 2 references). At least 1 reference should be your current of most recent employer.  Please confirm any existing personal / family relationship with existing PRC employees

	

	References (Current or most recent employer)
	

	Name of Referee
	

	Job Title
	

	Employers Name
	

	
Address

	

	Postcode
	

	Telephone Number
	
	Ext. Number
	

	E-Mail Address 
	

	Are you willing for this referee to be approached prior to interview?
	
Yes              No



	References 
	

	Name of Referee
	

	Job Title
	

	Employers Name
	

	
Address

	

	Postcode
	

	Telephone Number
	
	Ext. Number
	

	E-Mail Address 
	

	Are you willing for this referee to be approached prior to interview?
	
Yes           No





	6. Reason for applying

	

	Please detail below reasons for applying for the position including your skills, experience and attributes.

	
The reasons for applying for the post can be listed below
· I am quite ambitious and believe that I can overcome challenges pertaining to my role.
· I can be patient and respect the decision of others around my role.
· I can provide different perspectives that can enable a diverse outlook around the role.
· I consider myself a quick learner and therefore can understand the key elements that revolve around my role. 
· My personal experience has taught me to constantly improve myself, and this can contribute to the work as well. 















	Please specify how you meet the criteria for this role.

	

· As a management consultant, the criteria would be to have profound management knowledge
· A bachelor's degree which I have from a reputed university
· I have presentation and analysis skills for consultation with clients
· I have great problem solving skills
· I have a wide experience of management in finance sector which I can use to deliver solution to the customers
From the criteria of becoming a management consultant, I consider that I have the knowledge of consulting with others and to deliver effective solutions to the clients. I have wide experience of working in a management role which would help me to provide the solutions.



















	7. Declaration

	
Please complete the following declaration and sign it in the appropriate place below. 
I certify that:
· All the information given to me on this form is correct to the best of my knowledge
· All questions relating to me have been accurately and fully answered
· I possess all the qualifications which I claim to hold
Signed:                                                                                                                 Date:

Print Name:
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Customer Relationship Manager
Merlin Entertainment  Orlando, FL

e Weare looking for a Customer Relationship Marketing (CRM) Manager to join a dynamic eCommerce team as highly
talented Email and CRM expert supporting all North American Merlin attractions including: LEGOLAND Resorts,
Madame Tussauds, Sea Life Aquarium and LEGOLAND Discovery Centers.

o Regional Customer Database Management with Salesforce Marketing Cloud - Develop plans and work with local
marketing teams to drive regional growth of the database.

Merlin Entertainments North America Hub, 8529, South Park Circle, Suite 200

They will be responsible for managing customer data, leveraging ongoing insight and driving campaigns through the
Salesforce and Salesforce Marketing Cloud platforms.

o Salesforce Marketing Cloud expertise and certifications a plus
o Demonstrated experience of working within a similar role (c.g. CRM), preferably within the Leisure/Entertainment
Industry.

Show Full Description

> sealife - crmmanager - legoland - salesforcemarketingcloud - south park

Expired 6 monthsago @ Inactive Job.

() Free Resume Review
wwwtopresume.com
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Slide 1: Entry into the office
Interviewer (HRM at Merlin Entertainments PLC): Hello XYZ, please st

Interviewee: Thank yousi.

Interviewer: Please give me your CV.

Interviewees Yes sir. (CV is being Hand overed)

Slide 2: Interviewer questions continued...

Interviewer: So X¥Z how to come to know about this vacancy?

Interviewee: Si, while srolling media | saw your job advertsement for the customer reationship manager post.
Slide 3: Tnterviewer questions continued...

Tnterviewer: Hnm social mediais all that we need nowadays (laughed). Ok Please tellme something about yourself (looking
atthe CV)

Tnterviewee: Sir. 1 XYZ and I stay in London with my family. 1 completed my graduation from University of TargulMaes.
in business managerment. Again, appeared in Universiy of Carol Davila - T M for medicine related studies. Currently fnishing
my degree from University of Wales - Trinity Saint David in business management and keep extra skills in beautician,
Microsoft Office and others.

Slide 4: Interviewer questions continued...
Tnterviewer: I see. You have writen about slf-development, what you do for this?

Interviewee: Sir, I read 2 lot and take opportuity to leam ffom every bad experience. I never get negative about situations
sather T leam from them which has realy helped me in my development

Slide 5: Interviewer questions continued.

Tnterviewer: Well done. 5g why you thik you are competent for this role?

Interviewee: Sir [ have experience inthis filed s am good customer service advisor and worked at ABNB and Booking com
s case manager. | keep high interest in customer care o I think I will perform this role with great zea and enthusiasm.

Slide 6: Interviewer questions continued...
Tnterviewer: Sound grest. What are your weaknesses?

Interviewee: Sir,  discovered that I am over optimist and once iniial enfhusiase passed, [ lose interest. Sometimes I am that
imaginative and creative that I will work upor.

Slide 7: Interviewer questions end

Tnterviewer: XYZ you are hardwworking no doubt. But you have to worlk on these wesknesses. It was nice talking to you, will
update you about the interview status further on given detals on your CY.

Tnterviewee: Same here sir. Will be waitng for your response. Thank you it (eayed the offce fimaly)




