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[bookmark: _Toc456901515][bookmark: _Toc35777324]Introduction 
In this assignment we will look at a variety of skills based on academic as well as employability. I will begin with a brief definition of academic skills and will also identify 3 of these skills explaining them. These skills will then be presented in a gap analysis which will include a rating out of 10 for where I believe I currently am and where I hope to be within a realistic time. This will also consist of my own personal development plan based on the selected academic skills.  I will then focus on my own employability skills, again this will be defined on what I believe employability skills are. I will reflect on two employability skills which I believe are of great importance to me in my job role. I will then use a reflective model which I find suitable to myself to explain these skills. I will again implement these skills into another gap analysis focusing on where I currently am and how I aim to improve followed by another action plan to finish.






[bookmark: _Toc35777325]Part 1 What are ‘Academic Skills’ 
[bookmark: _Hlk34146710]Academic skills are various core skills such as academic writing, presentation skills, referencing etc. Academic skills are what help you develop yourself in your studies to help you achieve your full potential in achieving academic success. These skills do not just stop once you finish studying they can also be used in the future with your career. Academic skills help improve your work ability and also helps you retain knowledge also by using various skills. According to Cleeves (2018) students become more competent learners when they gain academic skills.

[bookmark: _Toc456901517]

1.0 [bookmark: _Toc35777326]‘Academic Skills’ Explored in General

Report Writing
Report writing is a process of writing systematically, this requires skills, researches and details, the process for report writing can be a time-consuming process as it requires a comprehension research. Report writing can be utilized for informing higher authorities, helping to assist them in making the right decision regarding matters or issues. The focus of report writing is making it self-explanatory to ensure the matter of issue is enlightened to the reader. 
There are several different report types you can use such as:
Routine – A routine report is regularly reported for example such as daily, weekly or monthly. It contains either facts or information or both which is then detailed or in a summary without any opinion or recommendation of the reporter. 
Special – A special report is based on some form of enquiry or investigation so is usually specifically requested. With the help of facts and arguments it will contain opinions and recommendations from the reporter. A special report may be required when improving or introducing something within the workplace. 
Technical – A technical report is used to cover more complex technical issues in a clear and easy to view format making it accessible for all those who require viewing it. You will find a technical report will be divided into a variety of sections this allows different levels of information to be accessed by various readers. 
This is just an example of some reports however there are many more, which report you choose is determined depending on the subject you are writing about. Reports need to be presented professionally so the information is easily read and easy to absorb. Reports are very useful in all sorts of environments especially the work environment. 


Harvard Referencing
Harvard referencing is a method of referencing which is commonly used to cite information that is collected from various sources. The Harvard referencing style is made up of two types as follows:	Comment by sandra mansbridge: 

In-text citations
This type of citation is used when quoting some information directly from various sources. They are usually located within the body of the text and are written within the form of the full fragment citations. This type of citation alerts the reader to a source that has informed your own writing. An in-text citation needs to be presented directly before or after the text you have quoted or paraphrased and needs to be placed in brackets.

References list
A reference list is always necessary and located at the end of any academic paper.  It requires a list of all the sources to be provided from where the data was collected from such as author, date of publication, title of the source and more. This list is alphabetically arranged in a list format on a separate sheet.




Research
Research skills are a way of gathering information regarding a specific topic so we can then analyse our findings and bring a solution or conclusion to what we have found based on the information gathered. The information researched has to be accurate to ensure the correct outcome can be achieved. Blakeslee (2004) created an acronym which is known as the ‘CRAAP TEST’ this is a formula consists of five criteria’s such as
Currency – The timeliness of the information is important to check if it has been updated or amended.
Relevance – Importance of the information of your needs. You need to ensure it is applicable for your audience and also make sure it is all relatable to the relevant topic.
Authority – This ensure the source used is from a viable author or publisher etc. You need to ensure the authors credentials to determine if they are qualified to write about the relevant topic .
Accuracy – This helps confirm the reliability of the content ensuring it is correct, you will need to check where the information has come from, also supporting evidence to make sure what you are researching is true.
Purpose – The reason for why the information exists. Checking authors have clear intentions and their purpose regarding the information is clear. You also need to check if the information is based on fact, opinion or propaganda.

There are a number of different types of research which can be used to gather information. I have explained below two different types.

Primary Research
Primary research is also known as field research and is based on research collected by yourself via a number of methods such as interviews and surveys. The way the information for primary research is collected suggests that it is a very reliable way of gathering information.

Secondary Research
Secondary research is also known as desk work this is a method which involves the use of information which already exists that has already been summarised and collected. When carrying out secondary research it needs to be accurate, be from an authoritative source and the purpose of the publication needs to also be checked so that you know this information is current and reliable.

[bookmark: _Toc35777327]Gap Analysis to identify ‘gaps’ in Academic  Skills

Kelly (2009) states that gap analysis is a tool which helps strategically plan to determine where you currently are and where you would like to be confirming how you will eventually get there. Please find a gap analysis below which contains the knowledge and skill I currently have regarding the skills discussed. I have rated myself in regards to where I believe I  currently am and also where I want to be, I have done this rating based on a mark out of ten, one being the lowest and 10 the highest.

	Objective

	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	Report writing be able to know the difference and when to implement a specific style of report into my work.






	At present I do not feel very confident at all I would say I am not able to really determine what I am already capable of in regards to any sort of report writing at present.
0/10
	Knowledge on different types of report writing and also knowing what type of report is required for a specific subject
	By researching various types and practising various styles to differentiate when a certain type of report is required. Looking at different examples.
6/10



	I want to be able to confidently reference my work in a correct manner both intext and also gather correct information for my reference list and ensure it is set out in the right order.






	I have never had to reference before so this is completely new to me although I understand it and feel I would be able to in-text reference as you can use it as and when you need too. I have zero experience regarding reference listing so this is something I don’t feel as confident with.
3/10
	I am just lacking experience and believe with the more assignments I produce the easier Harvard referencing will be as it is something that is used often. I need to learn the correct structure of listing a reference as this has to be done in a most specific way.
	I have a handout which explains how a reference should be structured when listing and also a handout regarding in-text citations how to word them and how to incorporate them into your work. I believe experience will help me gain confidence in this quickly. I can also use the internet to research Harvard referencing as this is a common skill used.
8/10

	I want to be able to confidently select a research style which would help me easily achieve the correct outcome in an easy way not just for myself but for the audience my research is required for ensuring it is easily understood.
	I believe research is something you do without even realising sometimes, especially with technology and having such easy access to the internet. I feel confident that I can easily research a specific topic by using various tools such as internet and books. 
5/10
	I am lacking the knowledge of research types and distinguishing what type of research is required for a specific topic. There are a variety of research types and they all have a specific use as to why they may work more efficiently than others. I feel I need to gain confidence when it comes to selecting what research type is required.
	Look at what information is required read up on different styles of research to determine what style is best suited to the work that is asked of me. 
8/10






[bookmark: _Toc35777328]1.2.2 Personal Development Plan for Improvement
Please find below a personal development plan based on what needs to be put into place in order to achieve success, this includes a time frame and explains how I am to get to where I need to be. Lu (2015) states that a personal development plan enables us to ensure important information isn’t missed when creating a realistic plan, this helps define the importance regarding what is needed to achieve the success. The structure of a personal development plan also helps define the strengths you already have to help reach your main objectives.

	[bookmark: _Hlk2954238]Objectives
	Tasks
	Success Criteria
	Time Frame
	Resources

	List your Goals
	What do you need to do to achieve these goals?
	How will you identify your success? 
	When do they need to be done by?
	Who or what do you need to help you?

	Report Writing
	Practise report writing and reflect on what I am doing. Attend all classes to enhance my learning.
	Via feedback from my tutor and listen to constructive criticism to help me improve
	May 2020 my next assignment due date
	Books, internet using valuable sources such as moodle, my tutor and also youtube tutorials.

	Harvard Referencing
	Read relevant sources, practice the two reference methods incite and reference listing.
	Via feedback from my tutor ensuring the layout is in the correct format.
	May 2020 my next assignment due date
	Experience and practise. Looking at examples of how in-text and lists are compiled.

	Research Style
	Follow the craap test as this will help me ensure my research is accurate and precise.
	Via feedback from my tutor regarding my assignment to confirm if I have followed the craap test correctly.
	May 2020 my next assignment due date
	I need to read up and research these styles and identify their need. Books and internet are sources I will use.













[bookmark: _Toc498692297][bookmark: _Toc35777329]Part 2: Employability Skills 

2.0 [bookmark: _Hlk498694375][bookmark: _Toc35777330]Reflection on ‘Employability Skills’
Employability skills are defined as skills which are transferable and required by an individual to make themselves employable. You will often find that employer will often advise a specific set of skills that they require from an employee, by requesting the relevant skills required this ensures that the employee can carry out the required role to their best of their knowledge and ability. Depending on your knowledge, skills, attitudes and how you apply these and present them to your employer helps determine your employability. Needleman (1995) confirms that employers are also eager to provide necessary training linked to the specific job as well as just hiring people who already have the relevant skills required for the job in question. I will be assessing some of my employability skills using a specific reflection model to explain my strengths and weaknesses.

[bookmark: _Toc456901523]

[bookmark: _Toc35777331]2.1 Employability Skills Reflective Model 
Borton (1970) introduced a reflective model spread over 3 sections ‘ What?, So What? and Now What?’. In this section I will be using this model to evaluate some of my employability skills. I will be using this specific model of reflection as I like how compact it is and to the point. 
[image: ]White et al. (2006) explains how Borton’s reflective model enables reflection without having the actual structure in front of you due to the straight forward and easy implemented framework required. 
Now
This is step one of the model which prompts what has happened to be explained.
· What was my role?
· What were the problems?
· What happened?
· What did I do
· 

So What ?
This is step two of the model where the reflection is analysed.
· What was the outcome? 
· What did you learn?
· What was important?
What Now?
This is step three of the model, in this section you will look at what needs to be done next, focusing on what you’re learning experience means for the future.
· What do you need to do now?
· What were the consequences?
· How was the situation resolved?
· What have you learnt from the experience and how will this impact your future practise?
[bookmark: _Toc35777332]2.2 Employability Skills Evaluated via Reflective Model
Negotiation
Kelchner (2019) explains in order to be able to negotiate it requires combining skills such as interpersonal and also communication skills to come to an agreement that parties adhere too.


· Now
My role as an insurance renewals agent entails dealing with existing car insurance customers who are due for renewal. A lot of my calls are dealing with customers who have already shopped around for alternative quotes because they are initially not happy with our offer of renewal therefore they call straight away not to negotiate but to cancel their policy with us. The problem I found was getting around the customer who wanted to point blank refuse any offer from myself regarding even getting them to check their details or see if any discounts were even available to help retain their custom for another year. If a customer was open to us taking a look at their details, the importance of sounding confident and ensuring I was selling the policy back to the customer negotiating our best price comparing it to other competitors.

· So What?
I received feedback and could see from my stats that my retention wasn’t the best compared to other agents on the floor. I was also on a non-incentivised line because I wasn’t good enough to take certain calls to earn extra money I found this very demoralising and felt like I would never be good enough. I started of by listening to some of my calls, the ones I had managed to retain custom and also the ones were I really couldn’t sway the customer, by doing this I was able to make some changes in my call structure and was able to adapt this based on the type of customer I had as not every call is the same so needed to sound less robotic and more natural and easy going with the customer. I also listened in on calls with other agents on the floor to get tips on how they negotiated their quotes with customers and made notes of anything relevant that I felt I could take on in my own calls.

· What Now?
I have learnt a lot from my confidence issue dealing with difficult customers instead of taking it personally I put myself in their shoes and imagine how I would feel if I was them. I will always probe the customer and ask as many open questions as possible to get as much information about the alternative quote, I will then use their answers to compare with our specific cover and point out anything we are more competitive in for example if a customer’s excess with us was £50 and they have stated the alternative quote is £500 this is a good way of making the customer think that even though the quote is cheaper certain things are more in the long wrong so in the event of a claim the customer would be in  a bigger detriment due to a high excess with the other provider. I also ensure I resell the policy like they are a new customer reselling all our benefits and making sure I probe as much as possible into the other quote a lot of the time the customer does not know a lot about the other quote they just see the overall price, by probing and then negotiating on cover and advising of any discounts available the customer often second guesses the other quote and is therefore happy to renew with us. Due to me taking on board the relevant feedback from my manager, listening to calls this has resulted in me being moved on a incentive line so I can now gain more money each month so this benefits me a lot and pushes me too give 100% in every call.

Communication

Bosworth (2019) states the importance of good communication in any sort of environment however within the workplace is especially important to gain business success.



Now?
I found it difficult dealing with certain customers not just the unhappy customers which you can expect especially if their prices increase but also customers who can be classed as vulnerable such as the elderly, young (new drivers) and also customers who speak broken english etc. My customer feedback score suggested that my communication with my customers wasn’t always the best and I was lacking this skill when dealing with certain customers.

So What?
I attended numerous training sessions regarding dealing with all different types of customers learning how to improve my communication skills to not also make it as simple for the customer but also to help me understand that not every customer is the same and may not be as clued up with car insurance just because they have it, this meant implementing different terminology when explaining certain things to customers not using insurance jargon, simplifying things ensuring the customer was able to understand what exactly it was they were getting. I also learnt how to engage with the customer and by building rapport gains more confidence and trust from the customer by doing this the call is more enjoyable for both myself and the customer.

What Now?
I have learned that every customer is different, I need to have patience and will need to adapt myself as much as possible to make the customers experience as stress free as possible. When dealing with specific customers it is important that I understand and identify why they may need me to communicate in a certain way for example a person who has broken english would need me to speak very slowly and clearly using vocabulary they are familiar with or even offer to speak to someone else on their behalf who can translate what I am explaining. I have found by adapting myself to my customers I have had an increase on my customer feedback score, also when my calls are dip checked and monitored it is always commented how good the customer service was that I provided. By communicating well with the customer has a knock on effect and also improves other stats such as retention as you will always find a customer will be happy to stay even if we are more expensive if you have given excellent communication and customer service.










[bookmark: _Toc35777333]Gap Analysis to identify ‘gaps’ in knowledge/skills

	Objective
	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	Improve negotiation skills when it comes to dealing with customers who do not wish to stay with us and are determined to cancel. 






	I can successfully negotiate with customers who are open to staying with us for another year and are just looking for a better price. 
	Confidence to try and get the customer onside when they point blank have their mindset on leaving.
	Listen to some techniques from other agents who are able to sway this specific customer into negotiation of their policy.

	Discover different ways of communicating with the customer via different methods not just verbally vis telephone.
	I can currently verbally communicate well with all customers via telephone although this may be easy for me but still hard for the customer.
	Offering alternative methods to make it easier for the customer to understand.
	Train in other methods of contact such as out web chat function. Also offer to communicate via text or e-mail if this easier for the customer.





[bookmark: _Toc32491447][bookmark: _Toc35777334]2.1.2  Action Plan for Improvement

	Objectives
	Tasks
	Success Criteria
	Time Frame
	Resources

	List your Goals
	What do you need to do to achieve these goals?
	How will you identify your success? 
	When do they need to be done by?
	Who or what do you need to help you?

	Negotiation
	Be more confident when it comes to dealing with specific customers to get them into the negotiation of their policy.
	I would like to see an improvement in my stats regarding retention this has improve but would like to do better.
	My next one to one in work May 2020.
	I need to listen to calls from agents who are more skilled in working with this type of customer and also evaluate my own calls on what I think I can improve on

	Communication
	Research different methods of communicating with customers so offer options to them such as e-mail or webchat for example.
	I would like to see this by asking for feedback from customers on how they evaluate my service. Giving myself a rating out of 10 with 10 being the best.
	My next one to in work May 2020.
	I need to train in other methods of communication to ensure this helps the customer as oppose to confusing them further. 




[bookmark: _Toc35777335]Conclusion
Whilst doing this assignment I have explained what academic and employability skills are and then used some of these skills to determine where I am and what I currently need to do via certain methods such as gap analysis, personal development plan’s and using Terry Borton’s reflective model. Whilst doing this assignment I feel I have a lot more to improve on within my work place to be the best I can be and need to start doing as opposed to just saying ‘I will need to do this’.
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