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This assignment will look to create a Personal Development Plan that can be applied to my workplace. It will then lead onto a Zander letter written on all aspects of my life. 
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[bookmark: _Toc118478084]What is a Personal Development Plan?

A personal development plan is a tool used globally to allow one to self-evaluate and self-reflect. A PDP provides a preliminary document to aid ones development and self-awareness (Freudenberg et al, 2011).This method is typically used in the workplace to aid employees in their occupational development. A personal development plan is essentially an action plan that is curated to achieve ones personal goals, whether this be in the workplace, University or in ones personal life. It is a tool that can help prepare individuals for the future and aid them in achieving their goals (Edwards, 2005). Having a physical document can allow an employee to be more focused on the tasks at hand, rather than be swayed and distracted (Eisele, 2013). Edwards supports this by arguing that a personal development plan forces the user to focus and reflect (2005). 

The most integral part about a personal development plan is the process (Edwards, 2005). Through processing a PDP, one is adding value to their tasks. The process should be continuous, rather than fragmented, for a PDP to be successful (Edwards, 2005). It is of importance when completing a PDP, the individual takes into account the following:

· How competent they are
· How they have obtained said skills 
· Evidence of competencies
· The impact of competencies on their goals and aims
· Applications of skills and evidence of new situations
· An outline of how to develop and enhance their known abilitie
Below is a PDP I created myself that was influenced by the works of Peter Morgan (2017):

	To be developed
	Expected Goal
	Actions
	Success Criteria
	Application
	Deadline

	I am currently working in a telephony job and therefore do encounter complainants on a daily basis. When I sense that a client’s tone could veer towards a complaint I begin to panic and become anxious as to what the call now may entail. At this point I begin to call a senior and do not tackle the complaint itself. In the future I wish to be able to deal with complaint calls as well as others on my team.


	Complaint Handling
	Support myself in practice to carry out effective complaint calls without the additional assistance from a colleague.
	Ask for additional training on complaints from senior colleagues to improve my complaint skills.
	I would like to be able to handle and resolve complaints efficiently and effectively, both on UCIT and CAS. I want to be able to undertake complaint calls without needing to use the “hold” or “transfer” button when I become scared or anxious. 
	Complete weekly complaint CBT’s

Listen to and dissect 20 complaint calls a week with senior colleagues

Go on designated complaints line to overcome fear
	Dec 2022

	I was initially trained as a customer service agent, but have since moved to another role. My new team do assist and support the CAS team if there are many calls queuing. However, I have too much anxiety to go onto the calls. When I have previously tried to help the CAS teams when they are inundated with work I find myself panicking and unable to provide excellent customer service to the client. 


	CAS Training
	Complete a CAS call without fear and increase my CAS knowledge so that I can deal with calls with high competence.
	Request CAS training from Client Services Manager and arrange time to undertake said training. 
	After concluding the CAS training, I want to feel confident in my CAS skills and abilities and be able to take calls without fear and nervousness. 

When previously on CAS my average hold time exceeded the average, I would like to make it my main aim to have excellent AHT. 
	Complete 3 months CAS training with newer colleagues

Go onto the CAS line more frequently

Have a designated CAS day for me to go onto the line and deal with the queries

Undertake CAS related CBTs as and when they come out
	Weekly

	Written communication has always been a shortfall of mine and something I have wished to improve on since undertaking a role on the UCI team. Whenever the opportunity arises for myself to go into admin I shy away and offer it to somebody else as I am not confident in my written abilities. I want to be able to complete emails without using Google for spell check or asking colleagues what the client is requesting. This makes me feel inferior currently and I wish to exude an aurora of confidence to my peers. 

	Emails
	Improve my written communication skills so that I am able to assist the UCI team with emails and letters when needs must.

	Take classes outside of work that focuses on dyslexia so that I can better use my disability to my advantage.
	My aim is to complete at least 25 emails a week and clear down the mailbox when there is free time. This will ease the pressure on my colleagues and also allow me to improve my own written skills for the future. 

	Complete 25 emails weekly

Take 2 hours a day to look at mailboxes and admin duties
	Weekly
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Please see Appendix A. 
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November 2023

Dear Mr Zander,

I got my A because I began reflecting on myself and looked within to see how I could improve. I had goals that I wished to achieve but with no path or plan as to how to reach them. Through self-reflection I became stronger and freed myself of the shackles and torment that I allowed to overcome me for so many years. I realised what needed to change, in all aspects of life, and made it my goal to work on them to be the person I am today. 

I am now content in my own skin and confident enough to attend events that would have previously made me quake in my boots. I can now fly on planes, not worry about what type of chairs venues may have or who is looking at me. My confidence has never been so high because I implemented the changes that I had spoken about for decades prior. These changes had been weighing heavy on me, but I was able to discuss them and make a plan as to how I can move forward.

I have struggled with my weight for many years. This is the one thing I always go into the New Year saying “this is your year,” but it never amounts to anything. This year you had the surgery. 2023 was your year. You managed to save the money, gain the confidence and complete the surgery with no complications. This is something you had feared for many years, but something that now is no longer an issue for you. I can now happily sit in venues, carry my own plate and attend events with friends and family without being fearful of standing for too long.

Job wise, I was able to reach the promotion I had been yearning for. I completed my CAS training, improved my written communication skills, and impressed my team so much that I have now jumped from a Grade 1 to Grade 3. This accomplishment was not something 15 year old Shanice would have thought would be possible. 

The beginning of 2023 was financially hard. Moving house, surgery and family additions did not help, but I would not have changed that at all. These situations made me focus on budgeting and money management, something Shanice in 2022 had no idea about. 

I am now living in a neighbourhood I would have never dreamed of living in. The roads that I once squirmed when driving through are no longer on my routes home. I now see greenery and sunny skies, instead of built-up areas and rough faces.  

In the latter part of 2022 I began praying. I now attend church with my family on a weekly basis. My belief and faith have enabled me to view the world in a different light. Spirituality and religion have given me a new lease of life and helped me to reach my goals.

You love travelling. It is something you have always loved to do. In 2023 you had family holidays, couple holidays, you name it! 2023 really was the year you adventured out of your usual Spain holidays and decided to go somewhere new. This experience gave you a greater understanding of the world and allowed you to appreciate the beautiful planet we live on. 

You got that promotion, house, surgery, and memories because you worked on YOU. Your university studies always emphasise the importance to self-reflect. Through doing so you have achieved so much, and the ceiling keeps rising. 
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