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Introduction 



My future career aspiration is to work in a Senior Administrative Role in a professional corporate environment and work up from there like becoming a manager. 
Therefore, in this section of the assignment I will create my own Curriculum Vitae portfolio for potential employers. My portfolio will demonstrate my own personal knowledge and expertise for a possible job role. It is very important to have a set of self-awareness knowledge in order to become a successful and efficient employee. In order to do this, I will be creating a clear development plan I will be taking multiple self-awareness tests such as the Myers Briggs assessment and the Johari window assessment, as these tests helps individuals to get to know themselves much better. 
As the saying goes it is almost impossible to achieve any success in life whether it's in a business environment or in a personal lifestyle without any planning. Therefore, I will be taking various self-awareness test by testing my own knowledge on self-awareness.
Also, in lesson everyone had a set recruitment process where we had to find a vacancy the interested us and had to write a cover letter and give a mock interview. I will share the results further on in my assignment on the feedback I received.
Most of the time without someone pointing it out to us, we are unaware of our character traits as there are different factors about ourselves which we are unable to notice by ourselves. 
If we work in order to get to know our own personality better, we can bring the best qualities of ourselves out as we would get the opportunity to work on our weaknesses and the downside of ourselves
In this assignment I will be presenting a few results of self-awareness tests that I have undergone. I will also be presenting the feedback I received from my lecturer from the interview I attended. Using these results, I will be creating a reflective report.
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Self-Awareness


In life we have to find the best within ourselves to become highly successful and in order to do that we have to carefully observe ourselves as we often do many things without thinking and realising the effect which then holds us back because we did not pay attention to it in the first place.
Looking at self-awareness does not just look at ourselves but it also looks carefully at our surroundings. Everyday something new happens to us which we hardly ever pay attention to. We need to keep in mind that something might look same to everyone however it does not necessarily mean everyone thinks the same and has the same view on it as I might have.
There could be something I find to be clear cut positive whereas someone else might take it as a negative, it all depends on the persons perception of it and the way they are looking at it. Therefore, I am looking at self-awareness as I intend to implement it in my professional and personal lifestyle.

In order to get started I have found out what "Awareness" exactly means. According to Cambridge Dictionary Awareness is "knowledge that something exists, or understanding of a situation or subject at the present time based on information or experience" (Cambridge Dictionary, 2020)

According to Psychologist Daniel Goleman Self-awareness is “knowing one’s internal states, preference, resources, and intuitions.” (Daniel Goleman, 2009)

In my lessons at the university I managed to learn about self-awareness and also got to know about a few self-awareness tools. By using these tools, it will make me aware of myself in a much better and a clear way in which I was unaware of before.
The main two methods which I will carry out for my assignment are:

Myers Briggs
Johari Window
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Myers Briggs


The Myers Briggs is a popular method which is used by many variety of people to take their own personality test. The Myers Briggs method is used across many environments such as Education, Employment and Organisations. It is also used in a psychotherapy field as it assesses an individuals personality at different stages of their ages as it helps to evaluate a students educational and learning manner. 
According to Crystal "The Myers-Briggs Type Indicator (MBTI) is a very helpful tool for understanding and categorising personality archetypes" (CrystalKnows, 2020)

In this section on the assignment I used the Myers Briggs method for my self-awareness test. This test consisted of 16 personality test questions. I will now be presenting the results below and will also try to include my own set of point of view as to what I think about the results I gained by doing the personality test.

Overall the personality test described myself as Protagonist. According to the website "16Personalities" It describe a Protagonist as a natural born leader, full of passion and charisma (16Personalities, 2020). I would agree with the result as I do think I love to put my input in most situation for the better and always try to find ways in which to do it in higher standards and give people advice and directions in a positive way. Also wherever I go or whatever I do I always bring my charisma and charm and I always put my passion into it and try to do my best always and try to exceed in whatever I do.

In the personality test it also gave me results in percentages of other fields which apparently determines different factors of my personality. Theses are:

Mind 
o Energy 
o Nature 
o Tactics 
o Identity
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I will now be sharing the percentage I received and will include my own input.

Mind: 
The result that came up on the personality test showed that I am 85% Extraverted and 15% Introverted. I would agree with this result as I think I am an out going person and I do like to interact with people a lot whether I know them or not. I do tend to makes friends very easily and I am a very welcoming person and people also do warm to me. I would rather be in a group rather than on my own as I love socialising.

Energy: 
On this section from the results I received 51% Intuitive and 49% Observant. Again I would agree with the result because I'm mid minded depending on the situation and enviroment. There are some occasions where you might need to act fast and think on your feet whereas there could be other times you can take your time about certain things in order to make a decision.

Nature: 
On this section I received 21% Thinking and 79% Feeling. This section does point out how I make my decisions and how I cope with my emotions. I would agree with the results as I would say I am very emotional person and do a lot of deep thinking.

Tactics: 
The percentage I received for this is 58% Judging and 42% Prospecting. As this section does reflect on our approach to work, planning and decision making. I would not necessarily agree as I would put myself on 50% each. For example, I think it depends on the work I am doing. There could be some work where I do not need to put my input and just carry out instructions therefore there would be no judging in that environment. That why I do not agree with this result as I received 58% Judging.

Identity: 
For this section the percentage I received was 26% Assertive and 74% Turbulent. As this trait underpins all others and this also is meant to show how confident we are in our abilities and decision I do not agree with the results. However, I would still take it into consideration and try and work on it so it might help my confidence more.

From taking the Personality test it has made me realised information about myself which I was unaware of before. I will now try to take this information in a possible way and try to change some qualities which might make other people have the wrong perspective of me. I will try to adopt the new information and work on what I need to in order to make me go ahead in my future career path.
6

During my lesson at the university I carried out the Johari Window method which I will now talk about and explain how I used it.

Johari Window:

Johari Window is known as a psychological tool. This tool was created by by Joseph Luft and Harry Ingham in 1955. Although it is a simple tool it is a very useful tool for understand each persons inner-self such as:

Team development
Self-awareness 
Personal development
Group dynamics 
Interpersonal relationships
Inter group relationships

As described by SelfAwareness.Org "one of the few tools out there that has an emphasis on “soft skills” such as behaviour, empathy, co-operation, inter group development and interpersonal development.  It’s a great model to use because of its simplicity and also because it can be applied in a variety of situations and environments." (SelfAwareness.org, 2020)
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Career Development Plan


I have realised that in order for me to achieve my goal I will need to make an effective career plan because without that I would not know where to start and how to start to reach my goal. My aim is to work in a senior administrative role as I have previous experience in that department and I really enjoyed my time in that role.
I will now identify my current situation and position I am at the moment and then will create a career development plan to give me a sort of guideline in what I will need to do to reach my goal.

Present Position:

I currently study full-time at University Of Wales Trinity Saint David in the Birmingham campus. I used to work for Coventry City Council as a Senior Administrative Assistant for the Early years team. Unfortunately, due to unforeseen circumstances I had to resign as I had to go abroad and work was not able to give me the time off I requested. However I am still looking out for similar roles but at the moment my most concentration is on completing this course to the best of my standards.

Future-Plan: 

I would like to work in a Senior Administrative Role with the option to become a manager one day in a professional corporate environment.

There are some effective tools that helps people in planning for their future career. One of them is SMART objectives. I will now use SMART to create a realistic goal for my career and to achieve success. 
SMART is also another effective method which people use in order to plan their future career. Therefore I will also now use the SMART objective method to give me a plan of a realistic goal to achieve my success in the career environment.
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SMART:


SMART is an acronym that you can use to guide your goal setting (Mindtools.com,2019). Any organisation or individual who has SMART objectives are well settled as they know what they want and the way they can accomplish it. SMART stands for: 
§ S- Specific 
§ M- Measurable 
§ A- Attainable 
§ R- Relevant 
§ T- Time-bound

I will now create a career development plan but in order for it to be successful I will be using the SMART objective technique. According to "Reed, 2020" A career plan is a practical strategy that allows you to determine your skills and interests, set career goals, and put actions in place that will help you reach them.


	Specific
	Goal is to get a job in a Senior Administrative Role

	Measurable
	Keep update to date with job vacancies and join with agencies

	Attainable
	I am able to achieve this goal as I have experience and knowledge in this department and have experience in being promoted.

	Relevant
	This job role could benefit me in the future as it could open many doors for me and I could get promoted.

	Time-bound
	I would say 1-2 Months maybe even sooner depending if any vacancies become available
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Commentary


Prior to doing this course I always assumed that a Curriculum Vitae was a basic profile of myself that would attract employers until I learn how important it is to the employers viewing it. A Curriculum Vitae must have vital element in order to attract employers. I have realised a Curriculum Vitae reflects on our personality aswel as a background experience on our professional life. I will now put in detail what I have changed from my previous Curriculum Vitae.
According to Laura Steggles , (2017) Your CV should be a taster of your professional experience. And it should not include 
§ Marital status 
§ Date of birth 
§ Photograph 
§ Details of personal circumstances 
§ Social media handles 
§ Every grades of every exam you have ever taken 

On my Curriculum Vitae I received positive feedback regarding writing about past experiences, other than that nothing else was mentioned which I take positively as it shows I do not need to change anything currently on my Curriculum Vitae.
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Reflective Review


Reflective writing consists of looking at past situations that have already taken place, it is a proof of reflective thinking. It consists of a situation by looking back on it and thinking back on it from different points of views and angles and also explaining it in depth with possible references.
We need to take into consideration by carefully analysing how the situation could affect ourselves and our careers.

Reflective review is however more personal than other kinds of academic writing. We all think reflectively in everyday life but we never give that in depth consideration as we do in reflective review writing. (Www2.port.ac.uk, 2019)


I will now be making a detailed reflective report by analysing the feedback I received on my interview which took place at the University of where I am completing my course.
I was given the task to apply for a job and give an interview for that job vacancy, therefore first of all I looked for the vacancy which interested me the most, which was the role of a ICT Service Desk Analyst. I was aware that I needed to provide certain documents during the interview. These documents were:

· Job advert 
· Person specification 
· Curriculum Vitae 
· Cover letter. 

As the advert itself and the person specification were already provided by the employer. I did not get any comments on them as I did not need to. However on the Curriculum Vitae I did get some positive feedback which I will explain in more detail below.

Curriculum Vitae:

As I have mentioned previously I received positive feedback on my Curriculum Vitae therefore nothing needs to be changed.

Cover Letter: I received no feedback from my cover letter which I will take as a positive, as again it shows nothing needs to be done and I was on the write tracks when writing my Cover letter.
11
Interview:

A job interview is very crucial in any organisation because it helps the company bring in the right person for the job. Choosing the right person for the vacancy can be difficult, there could be few methods of tests the interviewer could decide to take in order to hire the right person and this could take a lot of time and consideration. The interview is also crucial for the person applying for the Job as it could change their lives and open many doors for them in the future. Therefore it is always best to prepare for the interview beforehand and do research on the companies background so that you are prepared for some questions they might ask. I also looks professional if the organisation knows you need research on them which shows you are keen and interested in the job and not just the salary.


I will now write a reflective review on the feedback I received from my lecturer after doing the interview.


First Impressions:

According to Luke Rehbein “When it comes to a job interview, you can’t over prepare. From what to wear, to details about the company and role itself, it’s important to take the time to plan ahead” (Luke Rehbein, 2018)

The first feedback I received was that I was audible and confident however I should consider shaking hands and greet next time. Although I thought nothing of it then looking back in hindsight it is something that I could have done. However to be honest I really do not think you would get a job based on the fact you shook hands. From my past experience when I went to interviews and if the interviewer put their hands to shake then I did the same but I have never personally offered the hand shake in the first place. However I will still remember this feedback and try to take it on board for future interviews.

I was also given the feedback that I did well in engaging with the interviewer and establishing a positive tone but I need to be careful not to go to far and run the risk of looking unprofessional. I totally take this on board because when I do get nervous I try to speak a lot trying to make out I am not. There is a possibility that the opposite happens and I could start to look unprofessional. I will be very careful next time and try to maintain professional.
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Verbal Behaviors:

The feedback I received on this section is that I demonstrated good knowledge about the job role I applied for. I also received positive feedback about bringing in information from my Curriculum Vitae to my responses in the interview questions and highlighting my previous experiences and promotion. I was also given feedback regarding some challenging questions I faced during the interview about applying to a more senior role, I was advised that I gave good responses to difficult questions which is of course positive. 

However in future I need to remember to give specific examples without being prompted first and I must try to avoid generic statements.
I will definitely take the comments on board to make myself better in the future and try to do everything that have been advised.
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Tactics

This trait reflects our approach to work,
planning and decision-making.
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Identity

This trait underpins all others, showing how
confident we are in our abilities and decisions.
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Your personality type
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Your Personality Type: The Tycoon
People with a Tycoon personality are
destined to reach the top, no matter the
obstacles they encounter along the way.
These fearless individuals are motivated
to conquer all challenges and beat
others to the top. They want power and
all the rewards that come along with it -
financial security, status and prestige.
Tycoons know that to reach the top they
have to work their tails off, and they are
willing to put all their efforts into their
work.
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Jahura Begum

141 George Street
Coventry

CV1 4HB
Khelna_hossain@hotmail.com

07980323354

PROFILE

| am a confident and passionate individual with experience in the retail and an office environment sector who is looking
forward to taking the next step in developing a career which provides better career prospects. lam an individual with strong
communication skills, who is reliable and honest, | am experienced performing multiple tasks in a fast-paced environment
and able to use own initiative. | am well presented, hardworking, ambitious, and quick to leamn new tasks and enjoy 2
challenge. | have an outgoing personality and can adapt to new working environments, | work well with the public and as a

team yet can work on own initiative.

KEY SKILLS:

- Motivated, enthusiastic and committed individual

- Worked as part of a team so have a great understanding of team work, and the importance of delivering high standards

always
- Operated till and handled large amounts of money in previous positions

. Excellent communication skills, with the ability to communicate with people at all |
of the job are done in a timely manner

evels and from all backgrounds

- Ability to manage my workload, ensuring all aspects
. Quick leamer who can adapt to new environments efficiently and effectively

. IT literate: Microsoft Office

WORK EXPERIENCE

| have had two work experiences.

MAY 2003
BRIANT CURTAINING
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atyBroasc;;:izni-tici?:;e:e?ents l Shpiral/ proud Of i.S moving from begin a Customer service advisorforCoventry City Council
Moments in my life |o Sl Semf)r Admm',Stratorf_c”CO"e“tW City Council at Friargate. This is one of the proudest
ConiEN Howe'v mft>ved t? becoming a senior administrator with having no background experience and out of. my
Myina e 'Was v er, i wgsnt long before | was shQWed the ropes and | quickly managed to leam all the work and fitin.
Training Team LSCel;yT?ar(i)nL'J Ofrme and soon | was given work from different departments such as the Early Years Team.
s L ’ ing Team and Adult Social Team as we" as the Health & Safety Services Team and | was multi-

9. Everyday was an adventure because there was something new for me to do and | absolutely loved working there-

My'previous achievements would firstly have to be when | was back in secondary school, everyone had to make a healthy
eating poster and out of the whole school | was one out of three people that won it. Secondly it would have to be my
attendance record from school life to my latest employment it has been excellent, and | pride myself in that. 'm also very
pro.ud of my work experience record for JHP Training which was located within an office-based environment though the
office was located within a collage, the whole time | was there | absolutely enjoyed it. There | had gained the experience of
the general office duties such as filling, putting paperwork in order, photocopying and helping students out. Although that
was only meant to be a work experience and last for a week my supervisor was so impressed with me he thought | was an
asset to the office he asked me to back during my holidays which | did. In my first employment when | was working in
Woolworths as a sales assistant, after about six months my supervisor told me she was considering making me a DSA
(Deputy Sales Assistant) which I'm very happy about because it showed they saw so much potential in me in such a short
period of time and at a very young age.

5
s

There has been a lot more achievements, but | hope to share them with you in person such as selling over 224 charity
scratch cards within a two-week period time at my current employment and passing the MCM every time | had the “Mystery

customer shopper’.

Also, when | was working for Coventry City Council as a Customer Service Advisor and spoke to customers over the phorg
we sometimes used to have Training coaches listening to us without us knowing just to see how we handled customers with
their enquiries and every single time | passed. | also received a Gold Certificate. This showed that | did everything | was

meant to do, and everyone was kept happy.
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To Whom it may concern

BRI o venir i et g o]
' : peaking with customers overthe phone which makes me the
r{ght c.andldate foryour vacancy. The main skills that is within me is Patience and to stay calm in any
Sltua'tlon, | have learnt t? the best of my ability when | worked for Coventry City Council Customer

. Service team. | was dealing with customerson a daily basis | needed to stay calm and patient when
they come to me or spoke tome annoyed and frustrated, but| also need to take the time and truly
figure out whatthey really wanted. | believe they should get competentservice thanjusttorush
them out through the door. | am also Attentiveness, | have the ability to really listento customers
because | believe that is crucial in providing great service fora numberof reasons. Inany
environment dealing with customersiit is also very important to have clear communication skills
because | know | need to get to the problem at hand quickly, butthe customers don't need to hear
my life story, | don't want to waste their time but wantto solve their problem, afterall they have
come to me. | have also learnt it is always good to use positive language because my conversational
patterns can truly go a long way in creating happy customers. Atthe end of the day that is the goal |
try to provide solving customers problems and keeping them happy. | believe | have good time
managements skills and good ability to read customers. | look and listen for subtle cluesabout the
customers current mood, patient level and their personality, in that way | know I'll go far on keeping
my customers interactions positive. | have a passion to learn and continue learning, when dealing
with any enquires | care about getting it right and | keep on going until | getit right, | have to also

keepin mind the customer is the one who determines what rightis.

Yours Sincerely

Jahura Begum
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Coventry City Council Person Specification
Job Title: ICT & Digital Service Desk Analyst Job Number: j\
Directorate: Peoples Directorate Post Number:

Service: ICT Services Grade: 4
Location: One Friargate

Déscription \1

|

Knowledge:

e Excellent understanding of first class customer service L
e Good working knowledge of ICT Service Desk functions, services and system |

management tools L
Use of customer self service in an operational environment ]
e Good working knowledge of Desktop, Infrastructure, Server and Application use
in a large, diverse organisation

Excellent knowledge of MS Office products, Windows Operating systems and
desktop hardware and peripherals

Skills and

e Excellent written, verbal and face to face communication skills
Abilities:

o Liaise effectively with a range of people from Council departments, schools and
partner organisations to develop and maintain excellent working relationships

e Demonstrate customer awareness and customer focus in the definition and

delivery of services.

e Gather information from a variety of sources, identify key issues and provide
advice to customers.

e Data and trend analysis and reporting
e Good keyboard skills
e Ability to organise and prioritise own workload effectivel
e Ability to deal with difficult situations

e Handling a wide range of enquiries and Working within a customer focussed
organisation

e Diagnosing, troubleshooting and resolving technical ICT incidents, problems
and events

e Using ICT Service Management Tools for maintaining progress of work records,

undertaking software deployment, asset management, configuration

management and reporting

e Developing and maintaining documentation

Experience:

e o R e o Directorate

Human Resources
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Coventry City Council Job Description

ICT & Digital Service Desk Analyst Job Number:
Peoples Directorate Post Number:

- 4
ICT Services Grade:

One Friargate

Job Purpose:

Deliver and manage the single point of contact for ICT & Digital Servige Desk through procc-essmsvir:e
coordinating appropriate and timely responses to user inciden_ts, service requgsts and queries. e
necessary assigning to appropriate teams for resolution, monitoring and keeping users appraised o
progress.

[ ' ' ISl iali ' d guidance across a
Support services including the provision of specialised ICT support, a-dwc_e, an :
ran%pe of Council users and functions including Corporate, Schools, Libraries and Education, other
agencies and bodies as required.

Provide first and some second line service desk support, including all contacts via phone, email, face to
face and via Service Desk portal.

Main Duties and Responsibilities:

1 Provide first line and some second line Service Desk technical support for incidents, service requests
and technical changes, providing general advice and guidance on ICT & Digital Services.

v Provide advice and guidance on the usage of specific Corporate and Directorate software
applications, including Corporate, Schools, Libraries and Education, and other agencies and bodies.

3. Record and track the progress of incident and service requests for the User Support Team and

escalate to other teams as required.

Al Process service requests from the service catalogue and provide advice and

the service catalogue and items that might need to add to the service catalog
enhancement of the Service Catalogue.

guidance on itemsg in
ue. Contribute to the

5. Make an initial diagnosis of incidents and service requests, resolve if Possible, at first ors .
or escalate to third line support or third-party suppliers, if complex, specialist Or technicg| econd ling,
: psris : : N nat
6. Provide a first line face to face local technical support service by appointments A ure.
request, escalating complex or problematic technical problems to third line OF thirg Y Prioritisin
or very technical or complex in nature. P

arties jf Specialist
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13.

14.

15,

16.

e
18.

Liaise with :
provision ofot:r:; s Digital Services and third-party suppliers on the provision of quotes for the
: ware, software and services for complex or specialist SEVIces:
sure i
effectiveTySte(rjn management tools, knowledge base and asset inventory information systems are
4 y updated to enable accurate tracking of progress and closure.
u o) 4G 1 1
serf)/?cert the provision of management information on the creation progress and closure of incidents,
réquests, and general advice.

PrOmot
e : o . :
user self-service tools to all users, providing advice and guidance when necessary.
ality, providing

Input t -
gu?danzth'e development and continuous improvement of user self-service function
¢ e in the use of self-service tools to users when required.
an inci
dle éll contacts to the ICT Service Desk in accordance with the defined procedures for incidents
and service requests. !
C i e : .
seorCitrlbUte to the design, implementation, monitoring and review of ICT & Di
ces, standards, processes, procedures and work instructions.
Maintai .
Cuiitntam up to-date knowledge of ICT & Digital Services policies and
omer service is delivered in accordance with service standards an
presented to customers.
Meet all agreed Service Desk Key Performance Indicators, standards and Service Level Agreements

gital Service Desk

procedures to ensure that
d a professional image is

with service users and service providers.
Wor.k.effectively within the team, share knowledge with other colleagues, work flexibility and
participates in team based activities.

Actively promote the ICT Service Desk as a centre for service excellence.

Provide out of hours service as required and agreed with ICT Management

General Duties and Responsibilities:

CANGL AN NN
PNDO B DR D

9.

Maintain, demonstrate and promote a culture of customer service
Communicate effectively, formally and informally, with colleagues, subordinates and users.

Be accountable for actions and decisions taken
Have responsibility for an area of work, including technical, financial and quality aspects.

Influence organisation, users, suppliers and peers on area of own specialism.
Develop business relationships with users.
Understand the relationship between own specialism and wider Council objectives.

Perform a challenging range and variety of complex technical or professional work activities.
Advise on available standards, methods, tools and applications relevant to own specialism
Analyse, diagnose, design, plan, execute and evaluate work to time, cost and quality targets.

Demonstrate leadership.
Take initiative to keep skills up to date.

Mentor more junior colleagues.
Maintain an awareness of developments in the industry.
Advise on scopé and options for continuous operational improvement.

Demonstrate creativity and innovation in applying solutions
Commitment to acquiring and sharing business and technical skills and knowledge

Demonstrate professional attitudes (e.g. customer focus, value for money)
Any other duties and responsibilities within the range of the salary grade.

mply with Coventry City Council's health and safety policy and in particular is

der must cO
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To tak
€ reasonabl
aff € care fo ;
Oeé:éed by their actions or rb;hte}:;ﬁrvén health and safety at work and of those who may be
Operate with A missions ;
Pegth and safety i;r;?:lzg?e manager and senior management, to work safely, to comply with
. I\Zao'tnt'ng as required ions and information and undertake appropriate health and safety
O intentio :
health, g f LIl recklessly interfere with or misuse anything provided in the interests of
Sea rep’ :‘ ety and welfare
ort to i :
Bt their manager any health and safety concerns, hazardous condition Or defect In the
nd safety arrangements.

““ylurth H es reie

er

I .ealth and Safety responsibiliti relevant to this pOSt will t tint /
etter and ertten Statement of Particulars

The post

COvepntry f(‘:?t'd%' mustt ,comply with the Interagency procedures of the Safeguarding Boards and

P y Council’s policies for safeguarding children and safeguarding adults and in particular is

° Toensure they are aware of the signs that may suggest a child or vulnerable adult is being
abused or neglected

e To report to their manager, or other appro
suggest that a child or vulnerable adult may

r, any concerns they may have that

priate manage
used or neglected immediately

be being ab
s relevant to this post will be set out in the offer

Any further Safeguarding Board responsibilitie

letter and Written Statement of Particulars
nd responsibilities with due regard to the

F’Qst holders will be accountable for carrying out all duties a
City Council's Equality, Diversity and Inclusion Policy.

processing of any personal data must be undertaken within the corporate data

Duties which include
protection guidelines.

Responsible for:  Self

Responsible to:  User Support Lead
Date Reviewed: 21/08/2019
October 2019

Updated:
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€rsonal Information, by Jahura Bequm, 09/11/2019
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Coventry City Council

Please ens ;
L ure you provide accurate and up to date information. You are only able to submit one application
ca :
ncy so please ensure you thoroughly review your form prior to submitting.

The onli e i
line application will time out after 60 minutes. You will be notified 5 minutes before and you have the

opportunity to extend the session.

Do you currently have the Right to Work in the UK?

Yes

Please provide your full and legally known name

First Name Jahura
Middle Name <
Last Name Begum

Contact Information

Email Address Khelna_hossain@hotmail.com

Alternative Email Address

If you have a LinkedIn profile, please provide your Web Address.

141 George Street

Address Line 1
Address Line 2 -
City/Town Coventry
Post Code CV14HB
If you wish to be kept up-to-date with the recruitment process via text, please enter a valid mobile number
Phone (Mobile) +44 7980323354
+44 7980323354

Phone (Home)
we want to ensure we get the best results and value for money from any job advertising and career

As a local authority,
t saw or heard about this vacancy? Please choose one

events, to help us do this, please can you state where you firs
option only.

WM Jobs
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CcovCcC781 31 October 2019, by Jahura Begum, 09/11/2019
Employment History

Are you a current employee of Coventry City Council?
No

Have you ever worked for Coventry City Council?

Yes

In what capacity did you work for the council?
| first started working for Coventry City Council as a Customer Service advisor at the Broadgate House from October 2018 until November

2019. | then went on to work as a Senior Adminstrative Assistant for the Training Team located at One Friargate. Unfotuneatly | had to leave

as a family emergency came up and | had to leave to go abroad and could not get the time off.

| loved working for Coventry City Council and my biggest regret was leaving. Everyday | was doing something new and helping out different

teams. It was a busy enviroment with a demanding workload but nothing | could not handle. My main responsibilities were:
Dealing and solving customers enquiries over the phone.
Regulary communicating with customers via Email with the services they require.

Preparing and sending out customers course certificates via Email.
Notifying customers of revelent training they would need to complete in order to continue their jobs.

Composing, Preparing and sending out customers appointment letters.
Requesting customers for payments and updating it on the systems.

Taking messages.
Updating Records on the systems.

| actually saw myself working for a very long time but due to unforseen circumstance | could not and am hoping to get a chance working for
Coventry City Cuncil again.
Please provide the name of your last manager

Patricia Lal

When did you leave? July 2019

Did you leave for purposes of redundancy and/or early retirement?

No

Please provide details of your employment history starting with your current/most recent employer. If you
have no previous employment then you do not need to complete this information.

Tip: If you.have had more than one role with the same employer you can simply press
"add position” to build up your employment history. You will be taken to the top of
the page once you've pressed "Add" or "Remove”.

Employer name: Coventry City Council From01/11/2018-15/07/2019
Job Title: Senior Administrator Assistant for the Training Team

Please list brief details of duties and responsibilities (please enter no more than 2000 characters)

: Dealing and solving customers enquiries over the phone.

Regulary communicating with customers via Email with the services they require.

Preparing and sending out customers course certificates via Email.

\
|
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Notifying customers of revelent training they would need to complete in order to continue their jobs.

Composing, Preparing and sending out customers appointment letters.

Requesting customers for payments and updating it on the systems.

Taking messages.

Updating Records on the systems.
Reason for leaving: Due to family emergency | have to travel abroad for a certain amount of time.

Address of employer: One Friargate
The Training Team
Coventry City Council

Coventry
From 01/11/2017-31/10/2018

Employer name: Coventry City Council

Job Title: Customer Service advisor
Please list brief details of duties and responsibilities (please enter no more than 2000 characters)

: Dealing and solving customers enquiries over the phone.

Regulary communicating with customers via Email with the services they require.
Requesting customers for payments and updating it on the systems.

Processing Customers Complaints.

Taking messages.

Updating Records on the systems.
Reason for leaving: | left because | went to work at One Friargate as a Senior Adminstrative Assistant

Employer name: Saij
ploy ainsburys From 15/01/2007 -31/10/2018

Job Title: Customer Service Advisor
Please list brief details of duties and responsibilities (please enter no more than 2000 characters)

: Serving customers
Dealing with customers enquiries

Cash Handling

Ordering stock
Reason for leaving: | left to work for Coventry City Council

Address of employer: 42 Trinity Street

Coventry
CV1 1FL

Gaps in employment history

If you have any gaps in your employment then please detail the reason(s) why.

I

our current or most recent education.

Please provide details of your education history starting with'y

ave entered the name of the

Please select Add/Remove once you h
school/college/university and subsequent results
30/06/2006

Name of school/college/ university: Sidney Stringer Academy
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Memberships of relevant rofessional bodies

Please provide details of any memberships you have with any organisation which may be relevant to the job

you are applying for.

Please select Add/Remove once you have entered your membership information

Memberships
Association -
Membership type and number -

Expiry date =

Training

Please provide details of any relevant training, learning and development starting with your current or most
recent experience.

Please select Add/Remove once you have entered your training information

Training
Course title -
Result and awarding body -

Completion Date =

Application Question(s)

Demonstrate your experience in working in a Customer Service Centre or on an IT Help Desk.

I have over 10 years of experience working with customers face-to-face and 2 years speaking with customers over the phone. The main skills
that is within me is Patience and to stay calm in any situation, | have learnt to the best of my ability when | worked for Coventry City Council
Customer Service team. | was dealing with customers on a daily basis | needed to stay calm and patient when they come to me or spoke to
me annoyed and frustrated, but | also need to take the time and truly figure out what they really wanted. | believe they should get competent
service than just to rush them out through the door. | am also Attentiveness, | have the ability to really listen to customers because | believe
that is crucial in providing great service for a number of reasons. In any environment dealing with customers it is also very important to have
clear communication skills because | know | need to get to the problem at hand quickly, but the customers don't need to hear my life story, |
don't want to waste their time but want to solve their problem, after all they have come to me. | have also learnt it is always good to use
positive language because my conversational patterns can truly go a long way in creating happy customers. At the end of the day that is the
goal | try to provide solving customers problems and keeping them happy. | believe | have good time managements skills and good ability to
read customer.s. I look and listen for subtle clues about the customers current mood, patient level and their personality, in that way [ know 'l
go far on keeping my customers interactions positive. | have a passion to learn and continue learning, when dealing with any enquires | care

about getting it right and | keep on going until | get it right, | have to also keep in mind the customer is the one who determines what right is

I, = « .
believe one of the main challenges a customer faces is when the person they ask a question to doesn't know the answer, in that case | Id
' wou

rat a1 ;
ather tell the customer | will find out for them straightaway rather than just saying | don't know, that way the customer or myself doesn't feel
’ n
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disappointed and with the customer | will be learning something new too. Another challenge a customer might face s a product or 4 service
they want isn't available, in this case | would always use positive language because it replaces the negative phrases ang e phay o
solution which is What the customers cares about. | bear in mind that some customers come to me all nervoysg | believe p a.Slses i
them feel welcome as possible and to efficiently and quickly resolve their problem as possible so next time theylwon't be lyaiz lj i t
rnervous to

Come and will turn their nervousness to a positive one.

For over 12 years | served customers and assisted with their enquiries daily, face-to-face and over the phone and with Em The mos
' . ‘ Wi ails. h
el oned Workmg In a customer service environment is nleeting new pEODIe very day and i teraCﬁng with th I joy d .
| . | | eve n em, enjoy ealing with
t ; ti I :fsatisfactmn whell solvmg or helplng customers out one way or another | m n I

going individual therefore making conversation with strangers is easy tome and | tend to make friends easily and
Sometimes people come to

me rather than go to someone else because | have already made a bond with them, | enjoy the interaction with peopl
; W 4 €ople and find no
answering even to the most trivial questions. There a lot of challenges working in a busy demanding environment as | did b problem
: : : as | did but the most |
is when a customer asks something and | don't know the answer to, instead of saying | don't know | try to find out what | ost | faced
Whatl can and assure the

customers not to worry. This way | learn something new with the customers so next time | am prepared when someone g K
ne eise asks me.

How have you supported people in the use of laptops, mobile phones and Microsoft Office Software? Please g
examples. : give
When | worked for Coventry City Council some of the requests that customers made were over the phone but due to the nature of the
requests | would not be aable to do it on behalf of them therefore | would have to instruct the customer carefully over the phone and they

would be able to complete it themselves on any electronics they would have infront of them.

Prior to working for Coventry City Council | was once was a volunteer for JHP Training on Matlock Road in Foleshill, Coventry. There my role

was to support and help adults with learning. | would show them how to use computers and how to use mircrosoft office, | really enjoyed my

time there and everyone | supported gave a positive feedback and how learning there and getting the support there changed their lives.

In one of my previous employment | once was working in the kiosk and had a supervisor come up to me with a new colleague and asked if she
could observe me as she couldn't use thettills. | said yes and the supervisor left. | knew soon it would get very busy because the offices will
close and that's one of our rush hour times therefore before the rush started, | used my initiative and trained the new colleague how to use the
tills and do the lottery tickets, how to print new ones out, how to give money out on scratch cards, this way instead of just standing there she
would be doing something to help the queue and we can serve double the customers. When the busy period started people, who wanted j
lottery was served by her, quickly and effectively we served a lot of customers and had no complaints. The supervisor thought it was a very (

good idea because we served double amount of people and made double amount of money. This way | trained the colleague using something

electronic and all way round everyone was a winner

What does working in a team mean to you and can you give examples of where you have shown yourself to be a team

player. |
e . : o
Being part of a team means alot in any business because | believe the concept of being in a team is people working together cooperatively

and supporting eachother to reach the same end goal.

The reason sometimes it's best to work in a team is because it allows different groups of people with different skillj&:, interestsnz;:c:doe;::::s to
work together as a unit to reach the goal faster and effectively. Working within a team you hz?vethe chancf: O?ak\l:: everyo

board and being able to use thier skills and strengths to help the team achieve a shared goal in the most effective way.
ious position, we were split into teams by the manager to sell Red Nose Day scratch cardsh z.and each team would compete to
y. My team and | made an action plan to have each person covera specific ar‘ea S ' |. d
ery customer if they would like a scratch card. | used my social outgoing personality an
eful | ended up selling over 224 in 2 weeks and overall our team had the

g experience working in a team and every moment was

e ofimy/prey o that almost no

achieve the highest sales for charit
customer would be an oversight and we can ask ev
people to buy the scratchpads but without being forc

fun, challengin
Red Nose Day scratchpads. It was a fun,

i team and we decided if we could sell 200 each that would be a 1000 there and that was our target at
ate

persuaded
highest number of selling
enjoyable because there was 5 of usin

least and to go over was a bonus. :
At the end of the day you cannot have a team without teamwork.
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ahura Begqum, 09/11

b

Please provide tw
o ref
P o therees, one of whom must be your current or most recent employer. If
y then please provide a character reference. This should not be a fy. : ) you do not have
riend or family member

It is important to note that failure to provide sufficient refere

details will d ;
be successful. Tr . Lo 5 Il delay the appointme
y to ensure that you provide official organisational email add A o
referees. addresses/postal addresses for

Reference 1

Title

Mrs

First Name Pathicn
Last Name Lal
Type of reference Previous Employer
Organisation name (if applicable) Coventry City Council
Relationship to referee Previous Manager

Referee job title Manager

Daytime phone number 02476 972032

E-Mail Address patricia.lal@coventry.gov.uk

Please enter the Referee address details

Address Line 1: One Friargate
Address Line 2: Coventry
Postcode -

Are we able to approach this referee? Yes

Reference 2

Title Mr
Abdoul

Seka

Previous Employer

fapplicable) Sainsburys

Previous Manager
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Referee job title Manager

age
Daytime phone number 02476226425
E-mail address

manager.coventry@sainsburys.co.uk

Please enter the Referee address details
Address: Line 1 42

Address: Line 2 Trinity Street

Postcode CV1 1FL

Are we able to approach this referee? Yes

Additional Information

This organisation is committed to the employment and career development of disabled people.

As part of our organisation’'s commitment to equal opportunities we will seek to invite candidates with a disability to an
interview should they meet the minimum essential criteria for the role. Please confirm if you have a disability?
No

Do you have any special requirements for interview or any other selection procedure?

Declaration /

No

] itabili ' ts requiring a
tion of suitability to work in pos
[S)(ieslt:ldoes(ﬁ?éaand Barring Service Check.

i iti titis
f thi st involves working with children, other vulnerable groups or in a posntllclm of truts
thiSipo i i ill request a
i wfork 0th pr:visions of the Rehabilitation of Offenders Act 1974. The organisation will req
exempt from the

| e and Barring Service (DBS) certificate revealing criminal convictions.
osur

Disc

ivi i i ding Vulnerable
initi lated Activity (as defined in the Safeguar

is post meets the definition of Regu - e
& ﬂ;\lstp2006 as amended by the Protection of Freedoms Act 2012) the relevant barred list(s) for childr

C (3 - .
G“(’j“p: Its will also be checked. You must disclose details of all unfiltered reprimands, formal warnings,
and adu g :
cautions and convictions as these will be disclosed by the DBS.

Details of positions requiring a DBS certificate can be found here: . |
https://www gov.uk/government/publications/dbs-check-eligible-positions-quidance For information
regarding filtering of convictions please see: www.gov.uk/government/publications/filteringrules-for-
criminal-record-check-certificates

Any information given will be treated as confidential. You should note that disclosing a conviction does not
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