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The report was about the job I have chosen and the benefits of the chosen job. It shows the self-reflection mode of the job customer service manager through the Gibbs reflective model. The skills of professionalism, organisational and planning, communication and mainly the problem-solving skills. To rectify my weakness and strength will help in my performance of the post customer service manager and it will help to identify the positive and negative part of the post of customer service manager and can do exceptional performance with customers face-to-face.
[bookmark: _Toc89542401]Job role
The role of my job is customer service manager as it  makes sure the customer needs are  met and better. Its main role is to develop the customer service in the best way to improve the growth of the organisation and customer. Taking responsibility to resolve the customer problems and create a new and unique strategy for the development of the company for achieving the goals. The main role is to provide right and outstanding customer service and to promote the ideas of the organisation which will be helpful for the customer to understand the product in a better way (Menguc and C.S., 2017). The aim is to keep the department in a systematic and in a profitable manner, to increase the customer fulfilment and also it will be helpful for me to gain more experience in the field of customer service manager. In this job I always have to record the exact data and the document of my team i.e. customer service actions and discussions. Another responsibility is to recruit best and experience custom services employment to develop more empowerment in the environment field of the organisation.
[bookmark: _Toc89542402]Gibbs reflective model
Description 
The job post is Customer Service Manager as I preferred this job to implement the communication skills in me in a better way and to develop spoken English so that I was able to communicate with the people in a proper way. I was also able to know how to manage a team as a customer service manager. I am liking this job because it helped me  to know the different customer behaviour regarding their product and organisation and this helped me to solve the queries of the customers face-to-face in a proper way.
Feelings 
It helped  me to develop  the communication skills that  helped me to face a strong client in an excellent way and I was able to promote the product and the organisation correctly. It also improved to deal with other company managers for partnership as the other company always franchise with the organisation when they influenced with the customer service manager by their excellent way of communication so if my communication is excellent then I can influenced the other company to get partnership with the organisation I am working for and that is profitable for the company and  as well as for me to get better position in the company under the department of Customer service manager to main manager (Gilligan and  L.H., 2018).
The listening skills also help to improve the experiences of listening to the customers patiently and explain to them the solution in a polite manner. The negative feeling is that if I am  not able to communicate with the customer properly or not able to influence the customer to buy the product then the company faced  loss for me and it  becomes very risky. The listening skills is little tough for me before because many customers had queries which are very illogical, unjustified and does not related to the problems and to listening their problems politely and patiently is very difficult and once I lost my calm and not able to listened the problems of customers the organisation had suffered for this (Juanamasta, and D., 2019). Frustration is another factor for customer service manager as if one of the employees or team member does not work properly then the total blamed had to face to the customer service manager for not doing the work properly as frustration has variety ways like miscommunication, low progress etc. If one of my team members got frustrated then it took long time to get settled properly.  
Evaluation 
On the positive side, I felt that  the customer service manager job is great, and the environment of the organisation I am working in is very friendly. The manager of the organisation is very supportive of the newcomers. It was good that I and my team members were able to influence  the customers to buy the product and the customers were very impressed by the product and they were also happy with the discounted offer. I feel very proud as my team represent themselves outstandingly in  front of a very strong customers and the customers was influenced by the team and got ready for buying. I believed that identifying the customers' tendency and determining the system improvement helped me and my team to improve the knowledge for better results. On working in the field practically helped me to gain the exact requirements of the customers and I can resolve their problems within a short time (Giao and 2020). The job helped me to control my anger and impatience and now I can stay calm for a long-time. However, somewhere I believed that a customer service manager job is a little risky for a career. If I am not able to get success like if customers were not influenced by my communication then the company has to suffer (Janahi and  M.M.S., 2017).  In case the other company manager is not ready to deal with the partnership then it was only because of the customer service manager then my career is in risk. In Fact  if the customers were not influenced at first then the customer service manager had to set a strategy for influencing the customers. This delayed the proceedings of the agreements and the organisation suffered from the delay.
Analysis 
The first step is to ensure that the  post of Customer service manager is better for a career or not as Customer service manager is a great job. It is considered as a support career because if I am already experienced with the customer behaviour then it will be very easy for me to enter in this industry with an experienced level background and the organisation will also get success for the customer service manager as I am representing the most vital role of selling product of the organisation (UZAN and 2020).
The professional skills that I have developed while the customer service manager will help in any career that I have chosen. As consumer service is the most important job for an organisation and maximum customers choose the company which has the best customer service. However, on the other side the Customer service manager is a very stressful job as they have a lot of pressure(Easton and  J., 2018). To minimised the pressure I have to implement some skills like problem-solving skills, organisational and planning skills and communication skills that reduce the pressure and improve the growth of the career as customer service manager By analysing I get to know that the negative customer service experiences is more unforgettable than the positive customer service experiences as they helps me to identify my weakness.
Conclusion 
The above report states that a customer service manager job is great because it helps to improve many skills within me like communication, problem-solving and professionalism that helped to represent an excellent performance in front of customers or any other company managers for partnership. This job teaches me a lot about communication skills and planning skills. 
Action
	Objectives 
	Success criteria 
	Actions 
	Implementation

	Rectifying the issues regarding the customer service manager.






To read and learn all the skills for development.








-To understand the proper concept of the different skills with proper examples.
	More than 60% of the planning regarding to develop the skills implement in customer service manager 
	-Through the excellent and knowledgeable planning of the communication skills to overcome this.

-I  have to communicate with people by phone, email and also face-to-face. It will allow me to inform the customer to give proper information related to the product or organisation.

-The listening skills are also included in communication skills as I have to listen to the requirements of the customers and try to satisfy them with their requirements and listen to their queries patiently.

-problem-solving skills 
When I am dealing with  some critical issues then I have to keep my mind calm then only I will be able to get the solution of the problems otherwise if I start to panic then the problems will become more challenging to solve and it will take a long time to resolve the issues. 
Confident and politeness is the two key that help me in problem solving skills when dealing with tough conditions (Dunets and 2017).
 In me that the work is correct and customers is giving illogical questions then politely I will able to explain them the proper  work I have done and the problems will solve within a minute .Calmness and patience is the best way to resolve any problems. 

-Organisational and planning skills 
By these skills it helps to develop the customer policy that will help both the customers and also the organisation. planning skills help to develop the customers in overpayments and refunds to the customers where on the other hand organisational planning helps the customer service managers and their team members to record the exact data and the discussion with the customers (Weglage,2021). It helps me to organize my work in a professional way so that during the training period I can train my team members in the correct way. It also helps me to create different innovative ideas and new strategy planning for the better development of my team and the organisation and to get success within a short period of time.

	-I have already experienced this field as I have made mistakes that I have done before.

- I have to do more practice regarding the communication skills so as to gain more knowledge and process how to do better communication.

-On the other hand I have found some interesting facts within me that create some challenges in the field of customer service manager.




-Due to this problem solving skills I have to faced many critical and tough issues but to keep mind calm I can able to resolved. 
 



-I think that the issues related to this job post customer service manager will help me to understand the analysis and evaluation of the post.
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The above report states that  the developing skills in the post of customer service manager   by a self-reflection mode with the help of Gibbs reflective model the main skills is communication and problem solving skills as it help   to represent myself in front of customers and other company manager in an excellent way and confidently so that no one can prove me wrong in front of the organisation.
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Career objective
Passionate and detail-oriented student working towards obtaining a BA in English from UCLA (GPA 3.8.) Trained in conflict resolution and communication. Eager to join CCS Inc. to build customer loyalty by leveraging interpersonal skills and offering top customer service. Previous 3-month internship experience in a CSR role at a tech company.
Work Experience 
Customer Service Representative (January 2018–2019)
DaStuff, Los Angeles, CA
· Answered product and service questions and offered information on related products and services. Boosted new customer NPS scores by 10%.
· Placed and canceled an average of 200+ orders from customers, distributors, and agents a week.
· Maintained a customer account information database (incl. canceling and updating customer accounts.)
· Prepared monthly reports on customer satisfaction.
Key achievements:
· Received Associate of the Month Award 3 times.
· Maintained customer retention rate 40% above the company average.

Education 
2013-2016 B.A.
Middlesex Community College, Bedford, MA

Skills 
· Oral communication
· Written communication
· Problem-solving
· Troubleshooting
· Analytical skills
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