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[bookmark: _Toc61028197]Section 1: Introduction
This report is a personal reflection on the role played in the class and my career development plan by demonstrating an understanding of the skills and knowledge that lead to functioning successfully in the workplace, my preparation for jobs, an understanding of my strengths and areas for further growth by creating a professional development plan, as well as setting my career goals. 

[bookmark: _Toc61028198]Section 2: Timeline






[bookmark: _Toc61028199]Section 3: Role Play 
My reflection on the role play as an interviewee
I interviewed as an applicant for the Ombudsman Manager role with the Financial Ombudsman Services. The job description, person specification and application form are included as appendices in this report. When preparing for the role play as an interviewee, I was confident that I knew what I was doing because it was a role I considered a good fit for my personality and love of equity and justice. I used the Robin Hood personality as an illustration of my passion for justice. It was practically a matter of putting a square peg in a square hole. In my preparation for the interview, I studied the job description and person specification and was able to demonstrate that my skills, experience, and attributes correspond with the job description and person specification. In answering the questions at the interview, I used the STAR technique to demonstrate my competence. The STAR technique which is an acronym for Situation, Task, Action, Result was the most effective way to answer competency based questions. I was able to use my experience to demonstrate my ability to tackle situations like those in the questions asked. The roleplay feedback is also included as an appendix.
My reflection on the role play as an interviewer 
As an interviewer, I prepared a set of competency-based questions based on the contents in the application form, the job description and person specification. I was able to encourage the interviewee to answer the questions as best as they could but did not get a satisfactory answer to one of them. I however, forgot to ask if they had any questions. I got that in the feedback from the lecturer. It was interesting to be in the position of an interviewer and ask questions based on competency which forms a judgement of the candidate’s attitudes and abilities in the mind of the interviewer.
[bookmark: _Toc61028200]Section 4: Self -Motivation 
According to MindTools (n.d), there are two different outcomes to doing something and pushing oneself to really do it. So, the difference between those who never achieve their goals and those who achieve one goal after another is their self-motivation. Mindtools (n.d). I participated in the class self-motivation exercise and got the advise: “You're doing OK on self-motivation. You're certainly not failing - however, you could achieve much more. To achieve what you want, try to increase the motivation factors in all areas of your life.” MindTools.com (2020). Broken down into four sections, please find below my scores and the corresponding action plans. 

A) Self-Confidence and Self-Efficacy (score: 12 out of 20)
As I begin to recognize how much I have already achieved, coupled with the understanding of how much potential I have, I will have the confidence to set goals and achieve the things that I desire. The more I look for reasons to believe in myself, the easier it will be to find ways to motivate myself. (MindTools 2020)
B) Positive Thinking, and Positive Thinking About the Future (score: 14 out of 20). 
My action plan is to challenge, and replace the negative with positive emotions; create a simple and vibrant picture of what it will be like to achieve my objectives; repeat to myself throughout the day what I want to do and why I should make it happen; practice positive thinking until I automatically think in a positive way about myself and the universe. (MindTools 2020)
C) Focus and Strong Goals (score: 4 out of 10)
First, by efficient goal setting, I decide my course. I make a commitment to myself when I set a goal, and this provides me with a specific path. According to Locke's goal-setting theory (1990), goals should possess the following characteristics:
· Clarity - Effective goals are clear, measurable, and specific
· Challenge - Goals should be difficult enough to be interesting, but not so difficult that I cannot reach them
· Commitment - Goals should be attainable, and should be relevant 
· Regularity of Feedback - Track my progress towards my goals regularly
· Sufficient Respect for Complexity – If the goal requires complicated activities, do not over-engage yourself. 
When I have a range of priorities, according to MindTools (2020), I need to efficiently plan my time. By prioritising and developing a routine that will help me excel, I can attain the "focus" aspect of self-motivation. Using instruments such as the Urgent/Important Theory of Eisenhower and the Action Priority Matrix, I can quickly and easily see how each target task fits into the broader picture of my overall goals. This will decrease tension and help me focus on the most critical approaches. (MindTools 2020)
D) Motivating Environment (score: 7 out of 10)       
According to MindTools (2020), the last thing to reflect on is to surround myself with people and opportunities that will remind me of my priorities and assist me with my internal motivation. There are external variables such as other team members, a buddy or mentor, or the organisational culture that will assist me to get encouraged from the outside, which is different from the internal inspiration mentioned so far. 
[bookmark: _Toc61028201]Section 5: Learning Styles
According to Pritchard (2008), a learning style is defined as a particular way in which an individual learns. “What becomes very clear as we think about different learners is that they do not all learn in the same way.” (Pritchard, 2008)
The three most popular learning styles are:
Kolb (1984) suggests that learning involves the acquisition of abstract concepts that can be applied flexibly in a range of situations.  In Kolb’s theory, the impetus for the development of new concepts is provided by new experiences. “Learning is the process whereby knowledge is created through the transformation of experience” (Kolb, 1984, p. 38).
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Honey and Mumford (1986) identified four different approaches people took to learning new information: Activist, Theorist, Pragmatist, Reflector. 
This Photo by Unknown Author is licensed under CC BY-NC-ND

VAK – acronym for Visual, Auditory, Kinaesthetic 
Visual: Someone with a visual learning style likes to observe or see things, like photographs, graphs, screens, displays, handouts, movies, flip charts, etc. After reading the instructions or watching someone else do it first, these individuals will use phrases such as 'show me',' let's look at that' and will be best able to perform a new task. These are the individuals who will be working from lists and written instructions. This sounds like me. (Pinchot, J. & Paullet, K. 2014)
Auditory: Someone with an auditory style of learning tends to transmit knowledge by listening to the spoken word, to themselves or to others, to sounds and noises. 
These individuals will use phrases such as 'tell me,' let's talk it through,' and after listening to instructions, they will be better able to perform a new task. These are the people who are pleased when spoken instructions are given over the phone, and they can remember all the words they hear in songs. (Pinchot, J. & Paullet, K. 2014)
[bookmark: _Hlk60948168]Kinaesthetic: Someone with a Kinaesthetic learning style has a physical experience preference - touching, sensing, holding, performing, hands-on realistic interactions. These people are going to use phrases like 'let me try',' how are you feeling? And by going ahead and trying it out, learning as they go, they would be better able to handle a new assignment. These are the individuals who want to learn hands-on, and never look at the instructions. (Pinchot, J. & Paullet, K. 2014)
[bookmark: _Toc61028205]
Section 6:  Tools for Personal Development
1) SWOT PERSONAL ANALYSIS
Strength: 
· What do I do well? 
· What unique resources can I draw on?
· What do others see as my strengths?
Weaknesses:
· What could I improve? 
· Where do I have fewer resources than others? 
· What are others likely to see as weaknesses?
Opportunities:
· What opportunities are open to me?
· What trends could I take advantage of? 
· How can I turn my strengths into opportunities?
Threats:
· What threats could harm me? 
· What is my competition doing?
· What threats do my weaknesses expose me to?
(Mind Tools Ltd, 2006-2017)

2) The Johari Window Model
Developed in 1955 by psychologists Joseph Lutz and Harry Ingham, the Johari Window is a technique for better understanding of the self within a group dynamic. The Johari Window can be used to enhance communication between group members and to enhance the perception of others by the participant. (Perreault, G. 2002)
This Photo by Unknown Author is licensed under CC BY-SA-NC

3) S.M.A.R.T. goal setting is an acronym for 
Specific: The extent to which a goal is precise. 
Measurable: method of measuring is dependent on the goal. The key to measurement is that it accurately reflects success.
Actionable: clarity of action or actions required to achieve the goal. The main goal can be broken down to actionable sub goals.
Relevant: A system to ensure that the most important objectives are pursued through trading efforts against the value of achieving the objective or using the Pareto principle, which implies that 80 percent of the returns will be generated by 20 percent of the goals. 
Timebound: giving a specific date by which a goal should be achieved helps to monitor progress.
Setting SMART goals means I can clarify my ideas, focus my efforts, use my time and resources productively, and increase my chances of achieving what I want in life. (Bogue, R. n.d.)
[bookmark: _Toc61028206]Section 7: Review of my understanding and expectations of the employment process
In other words, how does the job description and person specification make me the perfect candidate for the job?
“A person specification more fully describes the type of person who is most likely to be able to do the job satisfactorily. It includes a person's education and qualifications, relevant training, and personal qualities. A straightforward job description concentrates more on the job itself and leaves the reader to decide whether they are right for it or not”. (www.monster.co.uk.) 
[image: ](author unknown. n.d.)
As a candidate, applying for the right jobs require focus, time and knowing oneself. Some self- awareness is required, and this is where the SWOT analysis can be used to evaluate my strengths, weaknesses, be able to identify threats from other candidates and opportunities for career development in the job market.
My understanding of the employment process is that shortlisting happens after applications have been reviewed. The candidates that match the job description and person specification the most are shortlisted. 
The shortlisted candidates are then invited for interviews, or sometimes, some employers do a general psychometric test for the shortlisted candidates and the successful ones are invited for the interview. At the interview, it is common to ask competency-based questions. As a candidate, it is good practice to arm oneself with stories of the past that demonstrate the ability to do the job as well as thrive in the workplace. The STAR technique of answering questions is often recommended and this is an acronym for situation at hand, task required to resolve the situation, actual actions taken, and the result of the actions. By using this technique, I can demonstrate my skills and abilities for the job.
[bookmark: _Toc61028207]Section 8: Career Ambitions
My career ambition is to become self employed as a business consultant.
To prepare for this role, I need to achieve a business degree at Level 7. In addition, basic skills in problem diagnosis, problem articulation and problem-solving are essential. According to ConsultingFact.com, the following are the specific skill sets required for the role of the Business Consultant.
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Section 9: Conclusion
In the next twelve months, I would have made progress to level six of the leadership and management degree program. My ambition is to proceed to an MBA program after my first degree. When I graduate from the MBA program, I will be ready to launch my career as a business consultant.
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Appendix 1: Private & Confidential
Application for Employment
To ensure that you are able to complete the application form in full, please refer to the short-listing criteria on the job description. 
	
Position Applied For 

	
Ombudsman Manager

	
How did you learn about this vacancy?
	On company website



	1. Personal Details

	Title
	
Ms

	Surname
	
Fadina

	Previous Name
	


	Forenames
	
Lola

	
Address

	

7 Hopesprings
New World
NW12 8JC



	Post Code 
	NW12 8JC


	Telephone number
	01234567899

	Mobile No
	

	E-mail address
	
Lola.fadina@uwtsd.ac.uk

	National Insurance
Number
	

AB123456 A

	




	[bookmark: _Toc61028209]1a. Additional Information
	
	
	

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

	Yes
	Y
	No
	

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




	[bookmark: _Toc61028210]2. Employment History
The last 5 years employment should be detailed, including any gaps in employment. 
Please continue on a separate sheet if required.

	

	[bookmark: _Toc61028211]Current or Most Recent Employment
	
	

	Employers Name
	OPENWORKS LTD

	
Address

	25 Bridge Street

	Postcode
	NW10 7FD

	Job Title
	Financial Services Consultant

	Dates of Employment
	From

	2018
	To

	Date

	Reason for leaving
	N/A
	Salary
	N/A

	
Brief outline of main responsibilities and key duties
	


Assess client needs and advise client on financial products and services available to them that most suits their needs



	[bookmark: _Toc61028212]2. Employment History
The last 5 years employment should be detailed, including any gaps in employment. 
Please continue on a separate sheet if required.

	

	[bookmark: _Toc61028213]Current or Most Recent Employment
	
	

	Employers Name
	Regulatory Financial Services Ltd

	
Address

	9 Faith Street

	Postcode
	HS89 7JC

	Job Title
	Financial Services Consultant

	Dates of Employment
	From

	2014
	To

	2018

	Reason for leaving
	Lifestyle change required
	Salary
	28,900

	
Brief outline of main responsibilities and key achievements 
	
Assess complaints from clients about products and services sold to them and advise redress





	[bookmark: _Toc61028214]Previous Employment
	

	Employers Name
	

	Job Title
	

	Dates of Employment
	From
	
	To
	

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key achievements 
	





	[bookmark: _Toc61028215]Previous Employment
	

	Employers Name
	

	Job Title
	

	Dates of Employment
	From
	
	To
	

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key achievements 
	





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

	

	[bookmark: _Toc61028216] Secondary Education Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	Sociology
Government and Politics
Law
	2000
2000
2000
	Advanced
Advanced
Advanced
	C
C
C
	AQA
AQA
AQA



	[bookmark: _Toc61028217] Further/Higher Education Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	N/A
	
	
	
	



	[bookmark: _Toc61028218]Professional Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	N/A
	
	
	
	





	[bookmark: _Toc61028219]CPD / Training and Development
	

	Brief description / course title 
	Date Taken 

	IT Training
Health and Safety
Quality maintenance
Professional Development
	





	[bookmark: _Toc61028220]4. Interests and hobbies
[bookmark: _Toc61028221]Please provide details of your hobbies / leisure activities / voluntary work

	
Baking cup -cakes for charity sale events

Floristry

Swimming

Mentoring young women
















	[bookmark: _Toc61028222]
. Referencing
[bookmark: _Toc61028223]Referencing required for 2 full years (with a minimum of 2 references). At least 1 reference should be your current of most recent employer.  Please confirm any existing personal / family relationship with existing PRC employees

	

	[bookmark: _Toc61028224]References (Current or most recent employer)
	

	Name of Referee
	Joy Love

	Job Title
	Manager

	Employers Name
	Openworks Ltd

	
Address

	25 Bridge Street

	Postcode
	NW10 7FD

	Telephone Number
	01234567890
	Ext. Number
	1234

	E-Mail Address 
	Joy.Love@openworks.co.uk

	Are you willing for this referee to be approached prior to interview?
	X

Yes              No



	[bookmark: _Toc61028225]References 
	

	Name of Referee
	Paul Peters

	Job Title
	Manager

	Employers Name
	Regulatory Solutions Ltd

	
Address

	9 Faith Street

	Postcode
	HS89 7JC

	Telephone Number
	01987654321
	Ext. Number
	5678

	E-Mail Address 
	Paul.Peters@regulatorysolutions.co.uk

	Are you willing for this referee to be approached prior to interview?
	Xyes

Yes           No



	


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

I am an inquisitive, independent and logical person. I am passionate about solving complex problems and experience a great deal of satisfaction when I solve problems by putting things right in a fair and decisive way.

I am able to evaluate the problem-solving procedure of organisations, suggest improvement where it is deemed necessary; thereby also help develop casework policies and approaches, sharing insight that helps the Financial Ombudsman Service (FOS) achieve fairer results for all.

I am keen following laid down process and procedures when it is going to bring about a fair outcome for all parties in the dispute and make the legally binding decisions on challenging and sensitive cases. 

I am keen on recruiting people of like mind to work along with me in my team and supporting my team with necessary training and development following the continuous improvement process laid out by the organisation. 

I am able to ensure everyone in a customer-facing team has the skills and abilities to investigate and respond to the complaints received.










Experience:
· managed or led a team in a customer-focused or advisory environment
· managed a team that works flexibly or remotely
· worked in a collaborative environment, supporting ongoing learning and development, and encouraging teamwork
· proactive and demonstrable problem-solving skills
· planned and prioritised in a changing, busy environment
· set objectives, and helped others perform and improve
· gained judgement skills and the ability to make evidence-based, accountable decisions
· used data and information to improve quality of service and performance
 Specific abilities or personal attributes:
· a communication style that’s adaptable to a diverse range of customers
· the ability to listen and ask questions that get to the heart of the problem
· empathy – to stay mindful of what it feels like for all involved in a case
· the desire to achieve results as a team, yet stay flexible and understanding
· the ability to build strong working relationships, both internally and with a range of external stakeholders
· persuasiveness and influence at stakeholder and senior level
· a mentality that’s open, decisive and objective








	

	

	

	



	7. Declaration

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

Signed: Tititlola Fadina                                  Date: 28.11.2020
                                                      

Print Name: Lola Fadina





Appendix 2: Development of personal/career Vision
It is highly essential for professionals to consider different aspects when aiming to achieve personal or career vision including attainment of knowledge, qualification, and position. 
This exercise is requiring you to consider yourself in 5 years (Be realistic here), and answer the questions below: 
Question one: where do you see yourself in 5 years? And why?
In five years from now, I would have completed my Level 7 program and would have set up as an independent business consultant.
Question two: Where do you want to live?  Are you restricting yourself to a particular geography/place? 
I currently live in the Midlands in England. However, wherever work takes me, I go!
Question three:  Who are you in relation to the below? 
Artistic, intellectual, practical, caring, down-to-earth, active, thoughtful, kind. 
In addition to the highlighted words above, I also consider myself to be creative.
And how do you think this can affect your career planning? 
My career plan will identify my areas of strength, areas where development is required and set up an action plan to achieve these developments with milestones embedded to acknowledge achievements and progress. 
Question five: How many weekly hours do you see yourself working in 5 years? And why? 
Thirty hours a week. I will be self-employed and will mostly work from home. 
Question six: Can you be in leadership position? Or happy to be in a non-leadership/managerial position? 
Happy to be in leadership position as I like to use my knowledge and experience to support others.
Question seven: Do you want to be working from home? Office? Field? Virtual?...and why? 
As a self-employed professional, it will be cost effective to work from home.
Question eight: what type of organization are aiming to work for? 
Public, private, charitable, or own business. 
I want to own my own business.
Question nine: Are you planning to change career or grow in your own existing career? 
When my qualifications are in place, I will be changing career to become a Business Consultant.
Question ten: As you are growing in your career: How do you think you can further support your wider community? 
I can support the wider community by engaging with charities and volunteering. I can also become an influencer this way.
Question eleven: How do you want to spend your time beyond your professional engagement? Such as certain hobbies or commitments.  
Looking after my family is very important. 
Question twelve: What sort of academic or professional qualifications do you want to achieve? And how this will help you to progress in your career?
A first degree in business and an MBA. This will arm me with the necessary tools to thrive in my career as a Business Consultant.
Based on the answers above: What is your vision in relation to your own personal/professional aspects? 
To be my own boss so that my creative genius can be explored to the fullest.







Appendix 3: FINANCIAL OMBUDSMAN SERVICE Job Description & Person Specfication
The Financial Ombudsman Service resolves complaints between UK financial businesses and their consumers. We’ve been sorting out complaints between financial businesses and their customers since we were set up by Parliament in 2001. Our service is free for consumers, and every year well over 1 million people contact us, asking for our help to sort things out. We're fair and impartial and have legal powers to make decisions, but we're free to consumers and we're quite informal - so most of what we do is over the phone or by email, rather than lengthy letters or meetings.

[bookmark: _Toc61028226]Become an Ombudsman Manager:
[bookmark: _Toc61028227]Lead a team of skilled problem-solvers
Ombudsman managers are vital to our service. They have a dual role, they make sure everyone in a customer-facing team has the skills and abilities to investigate and respond to the complaints we receive. And they make the legally binding decisions on some of our most challenging and sensitive cases. They also help develop our casework policies and approaches, sharing insight that helps us achieve fairer results for all.

We’re looking for people to join us as ombudsman managers to help our customers - both the consumers who contact us and the businesses we look at complaints about. We're looking for candidates who are inquisitive, independent and logical – people who can work out what’s gone wrong and put things right in a fair and decisive way.

[bookmark: _Toc61028228]JOB DESCRIPTION: What you'll do
You’ll have a small team of investigators (typically between 5 and 10) reporting to you. This team will be sorting out problems promptly and straightforwardly, working towards individual and team targets – and they need your support and experience to do this. Your own sound judgement will mean you are fair, reasonable and impartial – and able to develop these qualities in those you work alongside. Our ombudsman help resolve the complaints we receive, whether by mentoring and advising their team or by making final decisions that are legally binding once accepted.
Combining your operational, decision-making and people management skills, you’ll be there to keep your team motivated and proud to deliver a professional service. With your help, they’ll meet expected performance standards and leave no customers waiting. You’ll also need to be capable of explaining your thinking in a straightforward way – and accountable for the services your team provides.
You’ll be part of a management team developing strategies for success, sharing your insight with colleagues to help inform our regular external engagement. You’ll be accountable to an ombudsman leader for delivering your team’s commitments.

PERSON SPECIFICATION
Who we're looking for
People who work for us as ombudsmen come from diverse backgrounds, but they tend to have:
· managed or led a team in a customer-focused or advisory environment
· managed a team that works flexibly or remotely
· worked in a collaborative environment, supporting ongoing learning and development, and encouraging teamwork
· proactive and demonstrable problem-solving skills
· planned and prioritised in a changing, busy environment
· set objectives, and helped others perform and improve
· gained judgement skills and the ability to make evidence-based, accountable decisions
· used data and information to improve quality of service and performance
 Specific abilities or personal qualities you’ll need:
· a communication style that’s adaptable to a diverse range of customers
· the ability to listen and ask questions that get to the heart of the problem
· empathy – to stay mindful of what it feels like for all involved in a case
· the desire to achieve results as a team, yet stay flexible and understanding
· the ability to build strong working relationships, both internally and with a range of external stakeholders
· persuasiveness and influence at stakeholder and senior level
· a mentality that’s open, decisive and objective







Achieved educational milestones on time.
Got married at about age thirty and had a son within two years of being married. 
Considered and achieved relocation after divorce. 
Decided and acted to pursue further education to Level 7.


Failed final level of accounting professional exams at two attempts whilst training as an auditor at a world renowned accounting firm. 
Experienced domestic abuse in marriage and got separated just after two years of marriage.
Got a divorce three years after separation.
Experience of single parenthood generally negative. 
Diagnosis of mental health disability of an only child at age nineteen caused a pause in career aspirations and a reconsideration of  lifestyle options.
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Knowledge and skills required for the position

Business ‘The business involves providing advice to companies in trouble. Commercial
Knowledge  awareness i necessary to analyze the problem and recommend solutions.

Industry. Knowledge of a specific industry (e.g., financial services, healthcare, media) is
Knowledge  sought after by firms because It is the ey to comprehending real and ideal scenarios.
Anatytical Management consulting entails a lot of brain work. It requires an analysis of what
Skills went wrong, organizational threats, and other financial aspects.

Quantitative  Consultants are inundated with numbers, be it a statement of accounts, bank
Skills documents, revenues, etc. The abiliy to interpret quantitative reports s necessary.

Aconsultant collaborates with a team to produce  quality presentation, both in

TeamWork  content and form.

Interpersonal  The lfe of a consultant involves a lot of people. Getting along easily with clients is

Skills Vital to accomplish goals faster and develop a long-term relationship.
Communication | Both excellent verbal and written communication skills are required to convey ideas
Skills clearly and comprehensively.

Commitment A mentioned earlier, a consultant works for more than eight hours a day. Mativation,

discipline, and commitment to this work schedule are essential.

Designing a data collection tool (e.g., questionnaire for a survey), online research,

Research SIS | 1 interviews are indispensable for data gathering.
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